
www.collaborationnetwork.co.uk

SESSION NOTES
Title: Effort, Satisfaction, and Resolution.
Facilitator: Alex Russell-Rutherford, Skewb
Date: 11th of February 2025

http://www.collaborationnetwork.co.uk


Session Overview

Chair  Introduction 

The Challenge of  Regulat ion in  
Customer Experience

The “Holy Tr inity” of  CX:  Effor t ,  
Resolution & Satisfact ion

Data Vis ibi l i ty & Performance  
Tracking

Proactive Communication & Reducing 
Customer Effor t

Customer Engagement & The Role  
of  “Mediocre” Feedback

Are We in Control? The Key Questio 
for  CX Leaders

Collaboration Network Collaboration Hour Series
Reproduction, copying, extraction, or redistribution by any means of the whole or part of this publication must not be undertaken without the written permission of the Collaboration Network. 

This report is distributed as a free member benefit to all members of the Collaboration Network to build a wider view of challenges across sectors.  

Opinions expressed in this publication should not be regarded as the official view of the Collaboration Network or as the personal views of the members of Collaboration Network. Opinions and quotes are not attributed 
without the strict permission of the individual.

All rights reserved in respect of this Report.

3

3-4

5

6

7-8

8-9

10

11

| 2

www.cn-x.co.uk11/02/2025

Table of Contents



| 3

www.cn-x.co.uk11/02/2025

I n  t h i s  s e s s i o n , A l ex  s h a r e d  p r a c t i c a l , r e a l - w o r l d  
i n s i g h t s ,  h e l p i n g  p r o f e s s i o n a l s  a c r o s s  d i f f e r e n t  
i n d u s t r i e s  u n d e r s t a n d :

H o w r e g u l a t i o n  i n f l u e n ce s  CX a n d  h o w co m p a n i e s  c a n 
b a l a n c e  c o m p l i a n c e  w i t h  c u s t o m e r  e x p e c t a t i o n s .

T h e  i m p o r t a n c e  o f  e f f o r t , r e s o l u t i o n , a n d  
s a t i s f a c t i o n — a n d  w h y t h ey  s h o u l d  b e  m e a s u r e d  
t o g e t h e r.

H o w b u s i n e s s e s  c a n  r e d u c e  c u s t o m e r  e f f o r t  t h r o u g h 
p r o a c t i v e  c o m m u n i c a t i o n  r a t h e r  t h a n  w a i t i n g  f o r  
i s s u e s  t o  e s c a l a t e .

T h e  p o w e r  o f  i n t e g r a t e d  d a t a — b r e a k i n g  d o w n  s i l o s 
a n d  s e e i n g  p e r f o r m a n ce  i n  r e a l - t i m e  c o n t e x t .

H o w t o  t u r n  m e d i o c r e  f e e d b a c k  i n t o  v a l u a b l e  i n s i g h t 
a n d  w h y “ 7s  a n d  8 s ” o n  c u s t o m e r  s u r v ey s  a r e  a  
g o l d m i n e .

Meet the Chair

Alex
Russell-Rutherford

How to Connect
L i n k e d I n

S k e w b  We b s i t e

Session
Overview

Senior CX Consultant
Skewb

Collaboration Network

https://www.linkedin.com/in/alexhyphen/
https://www.skewb.co.uk/
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A l ex  i s  t h e  S e n i o r  CX  Co n s u l t a n t  a t  S k e w b , 
b r i n g i n g  o v e r  a  d e c a d e  o f  ex p e r i e n ce  i n
c u s t o m e r  o u t c o m e  t r a n s f o r m a t i o n 
w i t h i n  t h e  w a t e r  a n d  e n e r g y  i n d u s t r i e s . 

H e  h a s  b e e n  i n s t r u m e n t a l  i n  h e l p i n g 
o r g a n i s a t i o n s  n a v i g a t e  t h e  c o m p l e x i t i e s  o f 
r e g u l a t i o n  w h i l e  m a i n t a i n i n g  e xc e p t i o n a l 
c u s t o m e r  s e r v i c e . 

H i s  ex p e r t i s e  s p a n s  s e r v i c e  r e c o v e r y 
s t r a t e g i e s , r e g u l a t o r y  c o m p l i a n c e , 
CX  m e a s u r e m e n t , a n d  d i g i t a l 
t r a n s f o r m a t i o n — a l l  f o c u s e d  o n  i m p r o v i n g 
t h e  r e a l , l i v e d  e x p e r i e n c e  o f  c u s t o m e r s .

B ey o n d  h i s  co n s u l t a n c y  w o r k , A l ex  h a s 
b e e n  r e co g n i s e d  a t  a  n a t i o n a l  l ev e l , 
h a v i n g  w o n  G o l d  a t  t h e  N a t i o n a l  CX 
Aw a r d s  a n d  l a t e r  s e r v i n g  a s  a  c h a i r  o f 
j u d g e s ,  e v a l u a t i n g  s o m e  o f  t h e  U K ’s  m o s t 
i n n o v a t i v e  c u s t o m e r  s e r v i ce  i n i t i a t i v e s . 

H i s  w o r k  h a s  h a d  a  d i r e c t  i m p a c t  o n 
s h a p i n g  h o w b u s i n e s s e s  t h i n k  a b o u t 
c u s t o m e r  s a t i s f a c t i o n , e f f o r t , a n d 
r e s o l u t i o n — t h e  t h r e e  k ey  p i l l a r s  o f  CX 
p e r f o r m a n ce .

I n  o u r  f i r s t 
Co l l a b o r a t i o n  H o u r 

o f  2 0 2 5 ,  w e  h a d 
t h e  p r i v i l e g e  o f 

h o s t i n g  A l e x 
R u s s e l l - R u t h e r f o r d , 
a n  i n d u s t r y - l e a d i n g 

c u s t o m e r 
e x p e r i e n c e  ( CX ) 
s t r a t e g i s t  w i t h 

a  r e p u t a t i o n  f o r 
c h a l l e n g i n g 

t h e  s t a t u s  q u o .

Chair Introduction:
Alex Russell-Rutherford
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T h e  I n f l u e n c e  o f  Re g u l a t i o n  o n  B u s i n e s s  D e c i s i o n s

M a n y i n d u s t r i e s — p a r t i c u l a r l y  u t i l i t i e s , f i n a n c i a l  
s e r v i c e s , a n d  h o u s i n g — o p e r a t e  w i t h i n  s t r i c t  r e g u l a t o r y 
e n v i r o n m e n t s . Re g u l a t i o n s  s e t  m i n i m u m  s e r v i c e  
s t a n d a r d s ,  b u t  c u s t o m e r s  o f t e n  e x p e c t  m o r e .

A t t e n d e e s  d i s c u s s e d  h o w r e g u l a t o r y  f r a m e w o r k s  i n f l u -
e n c e  h o w c o m p a n i e s  s h a p e  t h e i r  CX  s t r a t e g i e s .

	 E x a m p l e :  A  w a t e r  co m p a n y m i g h t  b e  r e q u i r e d  t o 
r e s p o n d  t o  co m p l a i n t s  w i t h i n  1 0  b u s i n e s s  d a y s ,  b u t  			
c u s t o m e r s  m i g h t  ex p e c t  a  r e s p o n s e  w i t h i n  2 4  h o u r s .

H o w Re g u l a t i o n  S h a p e s  C u s t o m e r  E x p e c t a t i o n s

• 	Cu s t o m e r s  o f t e n  d o n ’ t  u n d e r s t a n d  t h e  c o n s t r a i n t s  o f 
r e g u l a t i o n — t h ey j u d g e  a  co m p a n y b y  h o w e a s y  i t  i s  t o 
g e t  h e l p .

• 	Re g u l a t o r y  m e a s u r e s  c a n  s o m e t i m e s  p r i o r i t i s e  
c o m p l i a n c e  o v e r  e x p e r i e n c e , l e a d i n g  t o  f r u s t r a t i o n .

• 	B u s i n e s s e s  s h o u l d  p r o a c t i v e l y  c o m m u n i c a t e  e x p e c t e d 
t i m e l i n e s  t o  a l i g n  ex p e c t a t i o n s . 

F i n d i n g  t h e  R i g h t  B a l a n c e  B e t w e e n  Co m p l i a n c e  a n d  CX

• 	O r g a n i s a t i o n s  s h o u l d  g o  b e y o n d  r e g u l a t o r y  m i n i m u m s 
t o  d e l i v e r  a  c o m p e t i t i v e  c u s t o m e r  e x p e r i e n c e . 
	 B e s t  p r a c t i c e :  Re f r a m i n g  p e r f o r m a n ce  t a r g e t s  t o  			
a l i g n  w i t h  c u s t o m e r  n e e d s  r a t h e r  t h a n  j u s t  c o m p l i a n c e 
g o a l s .

The Challenge of Regulation in
Customer Experience
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W h y T h e s e  T h r e e  M e a s u r e s  M a t t e r  To g e t h e r

M a n y b u s i n e s s e s  f o c u s  o n l y  o n  s a t i s f a c t i o n  s c o r e s  ( C S AT ) . 
H o w ev e r, s a t i s f a c t i o n  a l o n e  d o e s n ’ t  t e l l  t h e  f u l l  s t o r y —
co m p a n i e s  n e e d  t o  u n d e r s t a n d :
• 	 E f f o r t :  H o w m u c h  w o r k  d i d  t h e  c u s t o m e r  h a v e  t o  d o ?
• 	 Re s o l u t i o n :  Wa s  t h e i r  i s s u e  a c t u a l l y  s o l v e d ?
• 	 S a t i s f a c t i o n :  H o w d i d  t h ey  f e e l  a b o u t  t h e  p r o ce s s ? 

U n d e r s t a n d i n g  C u s t o m e r  E f f o r t  &  H o w t o  Re d u c e  I t

• 	 E f f o r t  i s  a  p r e d i c t o r  o f  c u s t o m e r  l o y a l t y — i f  c u s t o m e r s 
f i n d  i t  h a r d  t o  e n g a g e , t h ey  w i l l  l e a v e  o r  c o m p l a i n .

• 	 Co m m o n  e f f o r t  b l o c k e r s :
• 	 Co m p l ex  f o r m s , l o n g  w a i t  t i m e s , l a c k  o f  s e l f - s e r v i ce 
o p t i o n s .

• 	 F o r c i n g  c u s t o m e r s  i n t o  c h a n n e l s  t h e y  d o n ’ t  p r e f e r 
( e . g . , c a l l - o n l y  s u p p o r t ) .

T h e  I m p a c t  o f  F i r s t -
T i m e  Re s o l u t i o n  o n  CX

• 	 Cu s t o m e r s  ex p e c t 
t h e i r  i s s u e s  t o  b e 
s o l v e d  t h e  f i r s t  t i m e 
t h e y  g e t  i n  t o u c h .

• 	 H a n d o f f s  b e t w e e n 
t e a m s  o f t e n  i n c r e a s e 
f r u s t r a t i o n .

• 	 Co m p a n i e s  s h o u l d 
t r a c k  h o w o f t e n  i s s u e s 
r e q u i r e  f o l l o w - u p s  a n d 
w o r k  t o  r e d u ce  t h e s e .

W h y C u s t o m e r  S a t i s f a c-
t i o n  i s  M o r e  T h a n  J u s t  a 
S c o r e

• 	 C S AT s co r e s  s h o u l d 
b e  a n a l y s e d  a l o n g s i d e 
r e s o l u t i o n  r a t e s  a n d 
c u s t o m e r  e f f o r t  s c o r e s .

• 	 Lo w C S AT i s n ’ t  a l w a y s 
a b o u t  t h e  e n d  r e s u l t —
i t  c a n  b e  a b o u t  t h e 
p r o c e s s  i t s e l f .

The “Holy Trinity” of CX:
Effort, Resolution & Satisfaction

Collaboration Network
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T h e  C h a l l e n g e  o f  F r a g m e n t e d  D a t a

M a n y b u s i n e s s e s  s t r u g g l e  b e c a u s e 

c u s t o m e r  f e e d b a c k , c o m p l a i n t s , a n d  s e r v i c e  
p e r f o r m a n c e  d a t a  a r e  s t o r e d  i n  s e p a r a t e  
s y s t e m s .

	 E x a m p l e :  A co m p a n y m i g h t  k n o w t h a t  
co m p l a i n t s  a r e  i n c r e a s i n g , b u t  w i t h o u t  l i n k i n g 
t h a t  d a t a  t o  s e r v i ce  l o g s , t h ey  d o n ’ t  k n o w w h y.

T h e  N e e d  f o r  a  U n i f i e d  C u s t o m e r  V i e w

A s i n g l e  d a s h b o a r d  t r a c k i n g  a l l  CX- r e l a t e d  
m e t r i c s  h e l p s  l e a d e r s  s e e  c a u s e - a n d - e f f e c t  
r e l a t i o n s h i p s .

	 E x a m p l e :  I f  a  l o n g  r e s o l u t i o n  t i m e  l e a d s  t o 
r e p e a t  c o n t a c t ,  co m p a n i e s  c a n  p r o a c t i v e l y  s t e p 
i n  t o  r e s o l v e  i s s u e s  f a s t e r.

O n e  o f  t h e  b i g g e s t  b a r r i e r s  t o  i m p r o v i n g  CX p e r f o r m a n c e  i s  t h e  l a c k  o f 
a  s i n g l e , c o m p r e h e n s i v e  v i e w  o f  h o w c u s t o m e r s  i n t e r a c t  w i t h  
a  b u s i n e s s .

M a n y o r g a n i s a t i o n s  r e l y  o n  m u l t i p l e  d a s h b o a r d s ,  e a c h  t r a c k i n g  
a  d i f f e r e n t  a s p e c t  o f  c u s t o m e r  p e r f o r m a n ce , s u c h  a s :

• 	Co m p l a i n t  m a n a g e m e n t  s y s t e m s  ( t r a c k i n g  f o r m a l  co m p l a i n t s ) .
• 	C R M  t o o l s  ( r e co r d i n g  c u s t o m e r  i n t e r a c t i o n s ) .
• 	S e r v i c e  d e l i v e r y  p l a t f o r m s  ( m o n i t o r i n g  o p e r a t i o n a l  p e r f o r m a n ce ) .

H o w ev e r, w i t h o u t  l i n k i n g  t h e s e  d a t a  s o u r c e s ,  b u s i n e s s e s  s t r u g g l e  t o 
s e e  t h e  f u l l  p i c t u r e .

	 E x a m p l e :  A  co m p a n y m i g h t  t r a c k  h o w m a n y co m p l a i n t s  t h ey  r e s o l v e , 
b u t  i f  t h ey  d o n ’ t  c o n n e c t  t h a t  d a t a  w i t h  c a l l  c e n t r e  l o g s ,  t h ey  w o n ’ t 
k n o w h o w m a n y c u s t o m e r s  h a d  t o  c a l l  m u l t i p l e  t i m e s  b e f o r e  l o d g i n g  a 
c o m p l a i n t .

Data Visibility &
Performance Tracking H o w E n d - t o - E n d  D a s h b o a r d s  I m p r o v e  C X  I n s i g h t s
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T h e  “ J e o p a r d y  E t h o s ” – A n t i c i p a t i n g  C u s t o m e r 
N e e d s

O n e  o f  t h e  m o s t  e f f e c t i v e  w a y s  t o  i m p r o v e  CX i s 
t o  a n t i c i p a t e  c u s t o m e r  p a i n  p o i n t s  b e f o r e  t h e y 
h a p p e n .

A l ex  i n t r o d u ce d  t h e  co n ce p t  o f  a  “ j e o p a r d y  e t h o s ”, 
w h i c h  m e a n s :

• 	 I d e n t i f y i n g  c o m m o n  p o i n t s  w h e r e  c u s t o m e r s  
t y p i c a l l y  e x p e r i e n c e  f r u s t r a t i o n .

• 	 Ta k i n g  p r e e m p t i v e  a c t i o n  t o  r e a s s u r e  t h e m  
b e f o r e  t h ey  f e e l  t h e  n e e d  t o  r e a c h  o u t  f o r  h e l p .

	 E x a m p l e :  A u t i l i t y  co m p a n y k n o w s  t h a t  m o s t 
c u s t o m e r s  c a l l  o n  D a y  3  o f  a n  i s s u e . I n s t e a d  o f 
w a i t i n g  f o r  t h e m  t o  c a l l , t h ey  s e n d  a  p r o a c t i v e  
u p d a t e  o n  D a y  1 ,  r e d u c i n g  s t r e s s  a n d  e f f o r t  f o r 
t h e  c u s t o m e r.

Ke y B e n e f i t s  o f  t h e 
J e o p a r d y  E t h o s :

1 .	 F e w e r  u n n e c e s s a r y 
c u s t o m e r  c o n t a c t s .

2 .	 Re d u ce d  
c o m p l a i n t s  d u e  t o 
l a c k  o f  u p d a t e s .

3 .	 H i g h e r  c u s t o m e r 
t r u s t— p e o p l e  f e e l 
i n f o r m e d  a n d  v a l -
u e d .

Proactive Communication &
Reducing Customer Effort

A k ey  t a k e a w a y f r o m  t h e  s e s s i o n  w a s  t h a t 
b u s i n e s s e s  s h o u l d  f r a m e  CX p e r f o r m a n c e  i n 
t e r m s  o f  t h e  e n d - t o - e n d  c u s t o m e r  j o u r n e y, 
r a t h e r  t h a n  f o c u s i n g  o n  i s o l a t e d  m e t r i c s .

B y  l i n k i n g  c u s t o m e r  e f f o r t , r e s o l u t i o n , a n d 
s a t i s f a c t i o n ,  b u s i n e s s e s  c a n :

• 	 I d e n t i f y  r o o t  c a u s e s  o f  d i s s a t i s f a c t i o n 
( e . g . , l o n g  w a i t  t i m e s , s l o w r e s p o n s e  r a t e s ) .

• 	 S p o t  t r e n d s  e a r l y  ( e . g . , ce r t a i n  i s s u e s 
l e a d i n g  t o  r e p e a t  co m p l a i n t s ) .

• 	 I m p r o v e  f i r s t - c o n t a c t  r e s o l u t i o n  r a t e s ,  r e -
d u c i n g  u n n e ce s s a r y  f o l l o w - u p s .

	 B e s t  P r a c t i c e :  I n s t e a d  o f  u s i n g  2 0 +  s e p a -
r a t e  d a s h b o a r d s ,  co n s o l i d a t e  k e y  CX d a t a  i n t o 
a  s i n g l e , e n d - t o - e n d  r e p o r t  t h a t  t r a c k s  t h e 
e n t i r e  c u s t o m e r  j o u r n e y.

The Power of Seeing Performance in Context
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A l ex  e m p h a s i s e d  t h a t  h o w  b u s i n e s s e s  co m m u n i c a t e  i s 
j u s t  a s  i m p o r t a n t  a s  w h a t  t h ey  co m m u n i c a t e .

Co m p a n i e s  s h o u l d  e n s u r e  t h a t  a l l  c u s t o m e r  
i n t e r a c t i o n s :

1 .	 U s e  a  c o n s i s t e n t  t o n e  a c r o s s  w e b s i t e s , e m a i l s , l i v e 
c h a t , a n d  l e t t e r s .

2 .	 F e e l  n a t u r a l  a n d  h u m a n ,  r a t h e r  t h a n  r o b o t i c  o r  o v e r -
l y  f o r m a l .

3 .	 A l i g n  w i t h  c u s t o m e r  e m o t i o n s — f o r m a l  f o r  s e r i o u s 
i s s u e s , f r i e n d l y  f o r  g e n e r a l  q u e r i e s .

	 B e s t  P r a c t i c e :  A u d i t  a l l  c u s t o m e r - f a c i n g  
c o m m u n i c a t i o n s  t o  e n s u r e  t o n e  a n d  c l a r i t y  a r e  co n s i s -
t e n t  a c r o s s  c h a n n e l s .

W i t h  a d v a n ce m e n t s  i n  A I - d r i v e n  CX ,  b u s i n e s s e s  n o w h a v e 
t o o l s  t h a t  c a n  p r e d i c t  c u s t o m e r  n e e d s  a n d  o f f e r  r e a l - t i m e 
a s s i s t a n c e .

E x a m p l e s  o f  h o w b u s i n e s s e s  c a n  l ev e r a g e  A I  f o r  p r o a c t i v e 
c u s t o m e r  s u p p o r t :

• 	 A u t o m a t e d  S M S / e m a i l  u p d a t e s  t o  k e e p  c u s t o m e r s  
i n f o r m e d .

• 	 A I - p o w e r e d  c h a t b o t s  t h a t  c a n  p r e e m p t i v e l y  o f f e r  s u p p o r t 
b e f o r e  e s c a l a t i o n .

• 	 Pr e d i c t i v e  a n a l y t i c s  t h a t  f l a g  c u s t o m e r s  l i k e l y  t o  
ex p e r i e n ce  s e r v i ce  i s s u e s .

	 E x a m p l e :  A n  i n s u r a n ce  co m p a n y c a n  u s e  A I  t o  i d e n t i f y 
c u s t o m e r s  w i t h  i n c o m p l e t e  c l a i m s  a n d  s e n d  t h e m  
a  p e r s o n a l i s e d  r e m i n d e r  b e f o r e  t h e y  n e e d  t o  c h a s e .

AI & Automation – Tools for Proactive Service The Role of Tone and Language in Communication

Collaboration Network
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W h y “ 7s  &  8 s ” A r e  a  M i s s e d  O p p o r t u n i t y

M a n y b u s i n e s s e s  f o c u s  o n  e x t r e m e  f e e d b a c k — e i t h e r  h i g h 
s c o r e s  ( 9 s  a n d  1 0 s )  o r  l o w  s c o r e s  ( 0 - 6 s ) . H o w ev e r,  7s  a n d  8 s 
o f t e n  p r o v i d e  s o m e  o f  t h e  m o s t  v a l u a b l e  i n s i g h t s .

T h e s e  c u s t o m e r s  t y p i c a l l y  s a y :

		 “ E v e r y t h i n g  w a s  f i n e , b u t . . .”

		 “ I t  w a s  o k a y, b u t  I  e x p e c t e d  b e t t e r.”

R a t h e r  t h a n  d i s m i s s i n g  7s  &  8 s  a s  “n e u t r a l ” f e e d b a c k ,  
b u s i n e s s e s  s h o u l d :

1. 	 A n a l y s e  c o m m o n  t h e m e s — w h y a r e n ’ t  t h ey  g i v i n g 
 a  9  o r  1 0 ?

2. 	 F o l l o w u p  w i t h  a d d i t i o n a l  e n g a g e m e n t — a  q u i c k  
m e s s a g e  t o  u n d e r s t a n d  w h a t  c o u l d  b e  i m p r o v e d .

3. 	 I d e n t i f y  p a t t e r n s — a r e  ce r t a i n  t e a m s  o r  p r o ce s s e s  
c a u s i n g  “m e d i o c r e ” ex p e r i e n ce s ?

A n o t h e r  k ey  d i s c u s s i o n  p o i n t  w a s  t h e  i m p a c t  o f  r e p e a t  c u s t o m e r 
c o n t a c t .

1. 	  Re p e a t  c o n t a c t s  a r e  o f t e n  t h e  f i r s t  s i g n  t h a t  a  p r o c e s s  i s  
b r o k e n .

2. 	  Cu s t o m e r s  w h o  h a v e  t o  r e a c h  o u t  m u l t i p l e  t i m e s  a r e  m o r e  l i k e l y 
t o  l e a v e  a  n e g a t i v e  r e v i e w.

3. 	 M a n y r e p e a t  co n t a c t s  co u l d  b e  a v o i d e d  t h r o u g h  b e t t e r  
s e l f - s e r v i c e  o p t i o n s  a n d  p r o a c t i v e  c o m m u n i c a t i o n .

E x a m p l e  o f  Re p e a t  Co n t a c t  I s s u e s :

1. 	  A  c u s t o m e r  s u b m i t s  a n  o n l i n e  f o r m  a n d  g e t s  n o  c o n f i r m a t i o n 
e m a i l  — T h ey  c a l l  c u s t o m e r  s e r v i ce  t o  c h e c k  i f  i t  w e n t  t h r o u g h .

2. 	  A  co m p l a i n t  i s  m a r k e d  a s  r e s o l v e d ,  b u t  n o  o n e  c h e c k s  b a c k  w i t h 
t h e  c u s t o m e r  — T h ey  r e o p e n  t h e  co m p l a i n t  l a t e r.

	 S o l u t i o n :  I m p l e m e n t  e a r l y  i n t e r v e n t i o n  s t r a t e g i e s  f o r  c u s t o m e r s 
w h o  s h o w s i g n s  o f  r e p e a t  co n t a c t .

Customer Engagement &
The Role of “Mediocre” Feedback How Repeat Contact Can Be an Early Warning Signal
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T h e  T h r e e  S t a g e s  o f  CX  I m p r o v e m e n t

O n e  o f  t h e  c o r e  m e s s a g e s  o f  t h e  s e s s i o n 
w a s  t h e  i m p o r t a n ce  o f  b e i n g  i n  c o n t r o l  
o f  CX  p e r f o r m a n ce .

A l ex  o u t l i n e d  t h r e e  l e v e l s  o f  CX  m a t u r i t y :

1 .	  Co n t r o l  – T h e  o r g a n i s a t i o n  h a s  a  c l e a r 
v i e w  o f  i t s  CX  p e r f o r m a n c e  a n d  f e w  
s u r p r i s e s .

2 .	  G o o d  – T h e  b u s i n e s s  f i n e - t u n e s  i t s 
p r o c e s s e s ,  o p t i m i s i n g  c u s t o m e r  
i n t e r a c t i o n s .

3 .	  G r e a t  – CX b e co m e s  a  s t r a t e g i c  
a d v a n t a g e ,  c r e a t i n g  d e l i b e r a t e  m o m e n t s 
o f  c u s t o m e r  d e l i g h t .

W h e n  a  b u s i n e s s  i s  i n  c o n t r o l  o f  i t s  CX , i t  c a n :

• 	 Re d u ce  c u s t o m e r  f r i c t i o n  b y  i d e n t i f y i n g  b o t t l e n e c k s  e a r l y.
• 	 I m p r o v e  c u s t o m e r  t r u s t  b y  d e l i v e r i n g  c o n s i s t e n t , p r e d i c t a b l e  s e r v i c e .
• 	 Re s p o n d  t o  e m e r g i n g  CX t r e n d s  r a t h e r  t h a n  co n s t a n t l y  f i r e f i g h t i n g  i s s u e s .

	 Ke y  Q u e s t i o n :  “A r e  w e  i n  c o n t r o l ? ”  I f  t h e  a n s w e r  i s n ’ t  a  co n f i d e n t  y e s , 
t h e n  CX s t r a t e g y  n e e d s  t o  b e  r e a s s e s s e d .

Pr a c t i c a l  S t e p s  t o  M a i n t a i n  Co n s i s t e n c y  i n  CX

To  s t a y  i n  c o n t r o l ,  b u s i n e s s e s  s h o u l d :

• 	 A u d i t  t h e i r  c u r r e n t  CX  p e r f o r m a n c e — w h e r e  a r e  t h e  g a p s ?
• 	 S t r e a m l i n e  c o m m u n i c a t i o n  p r o c e s s e s — r e m o v e  f r i c t i o n  i n  c u s t o m e r  

i n t e r a c t i o n s .
• 	 E n s u r e  d a t a  v i s i b i l i t y — l e a d e r s  s h o u l d  b e  a b l e  t o  s e e  r e a l - t i m e  i n s i g h t s  o n 

CX p e r f o r m a n ce .

Are We in Control?
The Key Question for CX Leaders How Being in Control Leads to Better Performance
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