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Session

In this session, Alex shared practical, real-world
insights, helping professionals across different
Industries understand:

How regulation influences CX and how companies can
balance compliance with customer expectations.

The importance of effort, resolution, and
satisfaction—and why they should be measured
together.

How businesses can reduce customer effort through
proactive communication rather than waiting for
Issues to escalate.

The power of integrated data—breaking down silos
and seeing performance in real-time context.

How to turn mediocre feedback into valuable insight
and why “7s and 8s” on customer surveys are a

goldmine.


https://www.linkedin.com/in/alexhyphen/
https://www.skewb.co.uk/
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Alex Russell-Rutherford

Alex is the Senior CX Consultant at Skewb,
bringing over a decade of experience in
customer outcome transformation

within the water and energy industries.

He has been instrumental in helping
organisations navigate the complexities of
regulation while maintaining exceptional
customer service.

His expertise spans service recovery
strategies, regulatory compliance,

CX measurement, and digital
transformation—all focused on improving
the real, lived experience of customers.

Beyond his consultancy work, Alex has
been recognised at a national level,
having won Gold at the National CX
Awards and later serving as a chair of
judges, evaluating some of the UK’s most
innovative customer service initiatives.

His work has had a direct impact on
shaping how businesses think about
customer satisfaction, effort, and
resolution—the three key pillars of CX
performance.
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In our first
Collaboration Hour
of 2025, we had
the privilege of
hosting Alex
Russell-Rutherford,
an industry-leading
customer

experience (CX)

strategist with
a reputation for

challenging
the status quo.
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The Challenge of Regulation in

The Influence of Regulation on Business Decisions How Regulation Shapes Customer Expectations

e Customers often don’t understand the constraints of

Many industries—particularly utilities, financial regulation—they judge a company by how easy it is to

services, and housing—operate within strict regulatory get help

environments. Regulatlons set minimum service . Regulatory measures can sometimes prioritise

standards, but customers often expect more. compliance over experience, leading to frustration.
e Businesses should proactively communicate expected

Attendees discussed how regulatory frameworks influ- timelines to align expectations.

ence how companies shape their CX strategies.

Finding the Right Balance Between Compliance and CX
Example: A water company might be required to

. L . .
respond to complaints within 10 business days, but Organisations should go beyond regulatory minimums

: - to deliver a competitive customer experience.

customers might expect a response within 24 hours. . .
Best practice: Reframing performance targets to

align with customer needs rather than just compliance

goals.
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The “Holy Trinity” of CX:

Why These Three Measures Matter Together

Many businesses focus only on satisfaction scores (CSAT).

However, satisfaction alone doesn’t tell the full story—
companies need to understand:

e Effort: How much work did the customer have to do?
e Resolution: Was their issue actually solved?

e Satisfaction: How did they feel about the process?

Understanding Customer Effort & How to Reduce It

e Effort is a predictor of customer loyalty—if customers

find it hard to engage, they will leave or complain.
e Common effort blockers:

Complex forms, long wait times, lack of self-service
options.

Forcing customers into channels they don’t prefer
(e.g., call-only support).

\\ Collaboration Network

The Impact of First-
Time Resolution on CX

e Customers expect
their issues to be
solved the first time
they get in touch.

e Handoffs between
teams often increase
frustration.

e Companies should
track how often issues
require follow-ups and
work to reduce these.

WWW.CN-X.CO.uk

Why Customer Satisfac-

tion is More Than Just a
Score

e CSAT scores should

be analysed alongside

resolution rates and
customer effort scores.
e Low CSAT isn’t always
about the end result—
It can be about the
process itself.
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Performance Tracking

The Challenge of Fragmented Data

Many businesses struggle because

customer feedback, complaints, and service
performance data are stored in separate
systems.

Example: A company might know that
complaints are increasing, but without linking

that data to service logs, they don’t know why.

The Need for a Unified Customer View

A single dashboard tracking all CX-related
metrics helps leaders see cause-and-effect
relationships.

Example: If a long resolution time leads to

repeat contact, companies can proactively step

in to resolve issues faster.
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How End-to-End Dashboards Improve CX Insights

One of the biggest barriers to improving CX performance is the lack of
a single, comprehensive view of how customers interact with
a business.

Many organisations rely on multiple dashboards, each tracking
a different aspect of customer performance, such as:

e Complaint management systems (tracking formal complaints).
e CRM tools (recording customer interactions).
e Service delivery platforms (monitoring operational performance).

However, without linking these data sources, businesses struggle to
see the full picture.

Example: A company might track how many complaints they resolve,
but if they don’t connect that data with call centre logs, they won't
know how many customers had to call multiple times before lodging a
complaint.
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The Power of Seeing Performance in Context

A key takeaway from the session was that
businesses should frame CX performance in
terms of the end-to-end customer journey,
rather than focusing on isolated metrics.

By linking customer effort, resolution, and
satisfaction, businesses can:

e Identify root causes of dissatisfaction
(e.g., long wait times, slow response rates).
e Spot trends early (e.g., certain issues
leading to repeat complaints).

e Improve first-contact resolution rates, re-
ducing unnecessary follow-ups.

Best Practice: Instead of using 20+ sepa-
rate dashboards, consolidate key CX data into
a single, end-to-end report that tracks the
entire customer journey.

N\ Collaboration Network
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The “Jeopardy Ethos” - Anticipating Customer
Needs

One of the most effective ways to improve CX is
to anticipate customer pain points before they
happen.

Alex introduced the concept of a “jeopardy ethos”,

which means:

e |dentifying common points where customers
typically experience frustration.

e Taking preemptive action to reassure them
before they feel the need to reach out for help.

Example: A utility company knows that most
customers call on Day 3 of an issue. Instead of
waiting for them to call, they send a proactive
update on Day 1, reducing stress and effort for
the customer.

Key Benefits of the
Jeopardy Ethos:

1. Fewer unnecessary
customer contacts.

2. Reduced
complaints due to
lack of updates.

5. Higher customer
trust—people feel
informed and val-
ued.
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Al & Automation — Tools for Proactive Service

With advancements in Al-driven CX, businesses now have

tools that can predict customer needs and offer real-time
assistance.

Examples of how businesses can leverage Al for proactive
customer support:

e Automated SMS/email updates to keep customers
informed.

e Al-powered chatbots that can preemptively offer support
before escalation.

e Predictive analytics that flag customers likely to
experience service issues.

Example: An insurance company can use Al to identify
customers with incomplete claims and send them
a personalised reminder before they need to chase.

XCollaboration Network
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Alex emphasised that how businesses communicate is
just as important as what they communicate.

Companies should ensure that all customer
interactions:

1. Use a consistent tone across websites, emails, live
chat, and letters.

2. Feel natural and human, rather than robotic or over-
ly formal.

5. Align with customer emotions—formal for serious
issues, friendly for general queries.

Best Practice: Audit all customer-facing

communications to ensure tone and clarity are consis-
tent across channels.
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The Role of “Mediocre” Feedback How Repeat Contact Can Be an Early Warning Signal

Why “7s & 8s” Are a Missed Opportunity Another key discussion point was the impact of repeat customer
Many businesses focus on extreme feedback—either high contact.

scores (9s and 10s) or low scores (0-6s). However, 7s and 8s 1. Repeat contacts are often the first sign that a process is
often provide some of the most valuable insights. broken.

: , 2. Customers who have to reach out multiple times are more likely
These customers typically say:

2 . . " to leave a negative review.
Everything was fine, but...

3. Many repeat contacts could be avoided through better
self-service options and proactive communication.

“It was okay, but | expected better.”

Rather than dismissing 7s & 8s as "neutral” feedback,
businesses should: Example of Repeat Contact Issues:

. Analyse common themes—why aren’t they giving 1. A customer submits an online form and gets no confirmation
a 9 or 107 email — They call customer service to check if it went through.
>, Follow up with additional engagement—a quick 2. A complaint is marked as resolved, but no one checks back with

message to understand what could be improved. the customer — They reopen the complaint later.

3. ldentify patterns—are certain teams or processes Solution: Implement early intervention strategies for customers
causing ‘'mediocre” experiences? who show signs of repeat contact.
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The Key Question for CX Leaders How Being in Control Leads to Better Performance

The Three Stages of CX Improvement When a business is in control of its CX, it can:

One of the core messages of the session e Reduce customer friction by identifying bottlenecks early.
was the importance of being in control e Improve customer trust by delivering consistent, predictable service.
of CX performance. e Respond to emerging CX trends rather than constantly firefighting issues.

Alex outlined three levels of CX maturity: Key Question: “Are we in control?” If the answer isn’'t a confident yes,

1. Control - The organisation has a clear then CX strategy needs to be reassessed.

view of its CX performance and few Practical Steps to Maintain Consistency in CX

surprises. . .
To stay in control, businesses should:
2. Good - The business fine-tunes its

L. e Audit their current CX performance—where are the gaps?
processes, optimising customer

. . e Streamline communication processes—remove friction in customer
Interactions.

interactions.

5. Great - CX becomes a strategic

e Ensure data visibility—leaders should be able to see real-time insights on

advantage, creating deliberate moments CX performance

of customer delight.
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