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What is Customer Experience (CX)?
e CX = Wasouuav “Ad1usdn + A1ssus”
e 1Aalunn Touchpoint
e ADUBD — StKIWBD — KAVED
( B B J n
L &
e o/
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CX Ecosystem

5 UadgKkan
l.waanaun/usals
2. A1susa1sanA
3.¥9vn1vA1sdaais
4.uusua
5.wuaviu
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Ui)ﬁijﬁl 1-2 ¥ Goudausms
Product & Service + Customer Service
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i o AUMW / AIUAUAT
i e [GVIUVY E
i e ADUISD / ADwldlD / AWWuilooBw

.
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Ui)ﬁijﬁl 3-5 ¥ @oudausms
Channel ¢ Brand ¢ People
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¢ Omni-channel
: o Brand Trust
. o Attitude & Problem Solving

.
--------------------------------------------------------------------------------------------
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CX Design Process :
1.Understand Customer |
2.Design Experience '
3.Measure & Improve




Understand Customer
e Customer Data
e Persona
e Journey Map
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Design Experience

I

: e Pain Point
e Solution
I

I

e Prototype & Test

Design: Before / After I ‘ '
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Measure & Improve

F N
o KPI (CX, CSAT, NPS) |
: e Feedback |
. ® Continuous Improvement:
| |
|

ul Design: Dashboard Style IL'
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LASoviUodiAagyalu CX
CX Design Tools

" e Customer Journey Map
: e Customer Persona

o Feedback Survey
|

|

|

e Analytics Tools
e CRM

Design: Tool Icons Grid IL'
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e CX = Strategic Service Innovation
e CX Tulsuwun
e LLOAD "IcuusssuUAISUSAS”

*
"anmluddisimazls uasusimikwisan
agvls”
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e CX NdOAda:[slununeu?

e TOUCHPOINT Ioamfynacﬁ

e D:00AlLUU CX 1TVDOUSAS’)
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