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CUSTOMER EXPERIENCE INNOVATION
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A Pleasant Surprise

 

þ

 

 

An Assurance of Quality

 

þ

 

 

An Explanation

 

þ

 

 

Being Attended To Immediately

 

þ

 

 

Being Pampered & Spoiled

 

þ

 

 

Clean Comfortable Surroundings

 

þ

 

 

Courtesy

 & Enthusiasm

 

þ

 

 

Value 

for Money & A Good Deal

 

þ

 

 

Easy To Read Signs & Directions

 

þ

 

 

Empathy

 

þ

 

 

When they Don’t Have to Wait

 

þ

 

 

Helpfulness

 

þ

 

 

Knowing Who They’re Talking To

 

þ

 

 

Product

 / Service

 Knowledge
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Professionalism

 

þ

 

 

Reliability

 & Responsiveness 
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Under Promise & Over Deliver

 

 

ý

 

 

Argum

ents & Rudeness 

 

ý

 

 

Broken Promises

 & Making 

Excuses

 

ý

 

 

Chewing Gum Whilst Working

 

ý

 

 

Eating Whil

e

 Working

 

ý

 

 

Smoking Whilst Working

 

ý

 

 

Hearing “I Only Work Here”

 

ý

 

 

Hearing “It’s Not My Job”

 

ý

 

 

Hearing “There’s Nothing I can do”

 

ý

 

 

A Lousy Product / Service

 

ý

 

 

Lack of Punc

tuality

 

ý

 

 

Long Slow Moving Queues

 

ý

 

 

Lying 

to Me

 

ý

 

 

Making Private Phone Calls

 

ý

 

 

Lack of 

Product / Service 

Knowledge

 

ý

 

 

Prejudice

 to Me

 as a Customer

 

ý

 

 Untidiness (of Staff & Branch

)

 

ý

 

 

When a Job is Not Done Properly
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Understanding Customer Expectations
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