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Customer Experience:

DISRUPTING 
NORMS



Customer Experience Disruption
Let’s talk! 
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49%

simplistic approaches:

✓

✓

✓



But that’s not true. 

Varied by 
touchpoint

Largely 
subconscious 

Ever shifting 

4 Key Characteristics of Customer Experience:

Different for 
different  
customers



Afterall, think about 
your own experiences, 
don’t they depend on…

•

•

•

•

•



United Airlines, 

http://www.consumerreports.org/cro/magazine/2015/07/
the

And if you are selling to 
each relationship is worth,  for many 
a handful of relationships going south is huge suck of time, 
resources and revenue. 

The biggest problem 
with the simplistic 
approaches used by our 
peers is…



™
gets inside the customer experience 
to show you what’s truly going on. 
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QCI™ recognizes multiple inputs

Your QCI™

Score
Your 

Company‘s 
Objectives

Sensations & Cues

Emotional States

Specific 
Touchpoints

Expectations Shaped by 
Evolving Market Forces



methods, each one customized to your goals.



Reach greater insight 
and actionability.
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MORE VALUE 
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