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SEVEN SMART QUESTIONS

“THE EXPERIENCE
At Storyminers we’re privileged to work with a group of
exceptionally smart, insightful clients who are constantly
alert to new opportunities to grow their businesses. They
CUSTOMERS,

ask tough, challenging questions - the type that every
company deserves to have answered to their
satisfaction. We think you’ll find their questions, and

B E c 0 M ES TH E their answers, enlightening. But no compilation of
questions, no matter how comprehensive, fits every
STORY THEY TELL
If you have a question that isn’t addressed here, we’d
ABUUT YUU" like to hear about it.

Contact us at 8thquestion@storyminers.com.
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HOW GOME I'M HEARING SO MUCH ABOUT
CUSTOMER EXPERIENCE DESIGN NOW? IS
THIS JUST THE NEWEST MARKETING FAD?

There’s certainly nothing new about focusing on the customer experience to
differentiate a business. Over the past decades, brands have rocketed to iconic status
by doing just that. Think Starbucks, Neiman Marcus, Southwest Airlines.The difference
today is that empowered consumers are increasingly flexing their muscles, threatening
more and more brands with rapid commoditization.

As corporate leaders consider their options, they realize that virtually any product or
service enhancements they make can readily be matched or bettered by competitors -
and that competing on price is often a fast path to disaster. The only differentiated
‘space’ businesses can truly own is the experience they deliver to customers.

But great customer experiences don’t just happen. They occur when all functions of the
operation are designed to align with one another to achieve the outcomes customers
seek.Recognizing this, companies have turned to Customer Experience Design.
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WHAT ARE THE REAL BENEFITS OF
CUSTOMER EXPERIENCE DESIGN?

Is it all about making customers feel better or is there an actual ROI?

At StoryMiners we believe that there’s no more positive and long lasting ROl than a body of raving customers
telling their friends about your business. Good experiences breed good stories. And good stories - from the mouths
of your customers - to their friends and colleagues - and online reviews - propel business growth.

The benefits of Customer Experience Design are far-reaching. By understanding which promises are most
important to your customers, then aligning your organization to make and to keep them, you get a more
responsive and less-costly design with a number of quantifiable rewards:

« Increased customer loyalty and referrals

» The ability to sustain higher-margin pricing

+ Reduced employee turnover and training costs from an employee base that understands and is gratified by the
key role they play in delighting customers

» Frequently, cost savings from discovering and correcting costly and customer-alienating operational
dysfunctions
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WHAT QUESTIONS SHOULD | ASK MYSELF TO DETERMINE WHETHER
CUSTOMER EXPERIENCE DESIGN IS A GOOD FIT FOR MY BUSINESS?

Your company could probably benefit from Customer Experience Design if you answer “yes” to three or more of these questions:

Hl(’)l'} MmiNers

* AM 1IN AN INDUSTRY THAT'S TRENDING TOWARD
COMMODITIZATION?

* AM | CONCERNED THAT I'LL HAVE T0 RESORT TO COMPETING ON
PRICE?

 DOES MY BUSINESS INVOLVE A LARGE DEGREE OF CUSTOMER
SERVICE,EITHER FACGE-TO-FACE, OVER-THE-PHONE, OR
ON-THE-WEB?

* HAVE MY COMPETITORS INTRODUCED POSITIVE CHANGES THAT MY
CUSTOMERS ARE NOTICING?

© AM 1IN A HIGHLY COMPETITIVE SPACE? WHEN MY COMPANY
INTRODUCES A NEW PRODUCT, SERVICE, OR IDEA, IS IT QUICKLY
MATCHED BY THE COMPETITION?

 HAS RECRUITING, RETAINING, AND MOTIVATING EMPLOYEES
BECOME MORE DIFFICULT?

* AM | SPENDING T0OO MUCH TRYING TO ATTRACT NEW CUSTOMERS
T0 KEEP MY BUSINESS AFLOAT?

 ARE MY CUSTOMERS, PROSPECTS, OR EMPLOYEES CONFUSED
ABOUT HOW MY BRAND'S PROMISES ARE DIFFERENT FROM
COMPETITORS?

* WERE THE POLICIES AND PROCEDURES THAT MY BUSINESS
FOLLOWS ESTABLISHED FOR THE CONVENIENCE OF THE BUSINESS
(RATHER THAN THE DELIGHT OF CUSTOMERS)?

* DO DIFFERENT DEPARTMENTS AND FUNCTIONAL AREAS WITHIN MY
BUSINESS OFTEN SEEM UNSYNCHRONONIZED RESULTING IN
DISAPPOINTED CUSTOMERS?
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HOW DOES
HAPPEN? WHAT'S THE PROCESS?

The process is one that clients describe as
challenging but very worthwhile. Since your brand
will thrive from making - and then keeping - the
right promises to customers, we follow an approach
that uncovers what the right promises are,
determines which ones your organization can
authentically keep, and helps you realign the
organization to deliver on important but unkept
promises.

©2021 Storyminers, Inc.
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CUSTOMER EXPERIENCE DESIGN

WE START WITH YOUR
CUSTOMERS.

We listen intently to learn what points of
differentiation will be most meaningful from
their point of view. To do so, we use a variety of
research tools from traditional interviews and
observation to cutting-edge techniques like
facial profiling and Human Prototyping® to
discover the moments that have the potential
to create raving fans. Often this step also
involves examining the behavior and ‘hot
buttons’ of your competitors’ customers.

WE FOLLOW WITH YOUR
EMPLOYEES.

We do similar digging into the attitudes and
behaviors of your employees, particularly
those with customer- facing positions.

The objective of this step is to understand how
clearly they recognize and respond to the
things that will truly differentiate you in your
customers’ minds. Insights we gain from this
step help assure that the designs we develop
will be readily adopted. With this information
in hand, we work with the key players in your
organization to describe very clearly and
succinctly your Reason for Being. It outlines the
promises you must make and keep to deliver a
compelling customer experience.

WE MAKE IT EASY AND
FUN FOR EVERYONE.

We help everyone get on board by creating a
Story that brings your brand to life. It’s the
verbal DNA that pulls everyone onto the same
page for the same reasons. Your story might
take several different formats - a video,
PowerPoint presentation, a document or a set
of pictures. What matters is that it transmits
your key messages and brand personality so
that people can connect with it, believe in it,
and focus their attention on the desired
outcomes.




CUSTOMER EXPERIENCE DESIGN

WE CAPTURE THE PRESENT THE DESIGN IN GREAT DETAIL.

So you can see both the customer touch points and the
behind-the-scenes activities that support them.
Together with you, we consider which of these touch
points are the most important (have the biggest impact,

are the most memorable, best define the brand, are the
most story-worthy, etc) never losing sight of what is
operationally effective. From these discussions we
evolve a design for future customer encounters and a
detailed plan for achieving that design.

WE THEN WORK WITH YOU TO IMPLEMENT THE CHANGES THAT
WILL MAKE THE MOST DIFFERENCE TO YOUR CUSTOMERS.

However far reaching the right changes are for your
organization, from employee training to redesign of
your physical space to internal and external
communications to rethinking and communicating
some customer and employee policies, we will work
closely with you at every step to assure proper
implementation and with realistic adoption.
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HOW DISRUPTIVE IS THIS REALLY? WILL
IT TURN MY COMPANY INSIDE-0UT?

If you consider the negative impact and lost opportunities surrounding
experiences you don’t manage, the benefit seems worth the cost.

Creating a new set of experiences during the design phase can be quite
uplifting for your employees. They may take an interest in designing their
own future and feel empowered by it. Creative types will show you
opportunities to please customers on the front lines you never knew you
had. Process-oriented folks will help you make delivering an experience
better, smarter, faster, cheaper, and more enjoyable on both sides of the
transaction.

You WILL have to time on thisissue and make it a priority. Fortunately,
Customer Experience Design is a good Trojan horse for making other
positive changes in the business. Figure about 3-4 months for your first
experience designs and 2-3 months for each additional phase.
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WHO IN AN ORGANIZATION TENDS TO UNDERTAKE THIS?
HOW DO | GARNER SUPPORT T0 GET IT ACCEPTED?

While the earliest recognition of a need for Customer Experience Design often comes from Marketing, the process may
touch every part of the organization, making C-level support imperative. Once explained, Customer Experience Design
has the sort of business defining potential that ignites the executive suite with its promise.Often, the CEO champions the
business context and marketing/operations co-sponsor the experience design and delivery.

Of course, building a business case for Customer Experience Design requires careful attention to the financial
implications. That’s why Storyminers works with you to define Metrics that Matter™ and makes measurement of these
metrics a key component of our process. Knowing you have near real-time tools to monitor the results of changes often
makes sell-in easier.

Customer Experience Design works best when the employee and customer experiences are designed to work together.
Internal salesmanship is a vital and sometimes overlooked aspect of Customer Experience Design. Employees who may
be asked to change their behavior are, of course, often fearful and resistant. StoryMiners uses stories as one vehicle to let
them discover that the future is actually exciting and full of promise, to assuage fears, and to win internal resilience for
the upcoming changes. Ongoing internal communications with authentic content and genuine feedback opportunities
are just as important as the communications we create for your customers. Don’t worry, we’re here to guide you.
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I'M READY TO TAKE THE NEXT STEP.

WHAT SHOULD | ASK A POTENTIAL
PROVIDER OF CUSTOMER EXPERIENCE
DESIGN SERVICES TO SEE IF THEY KNOW
THEIR STUFF AND WHETHER THEY'RE A
GO0D FIT FOR MY COMPANY?

Challenge any potential Customer Experience Design
expert or firm with questions that probe the way they
think and test the breadth of their expertise. Think
beyond your immediate Customer Experience Design
engagement consider to whether their work will prepare
your company to handle changes in the future.
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YOU MIGHT CONSIDER QUESTIONS LIKE:

 HOW DO YOU ENVISION THE NEW EXPERIENCES?
 HOW DO YOU KNOW YOU'RE RECOMMENDING

e ONWHAT DO YOU BASE EXPERIENCE DESIGN?
(LOOK FOR MEANINGFUL CONTEXT.)

THINGS THAT WILL ACTUALLY MAKE A DIFFERENCE = HOW CAN YOU KEEP OUR EXPERIENCES FRESH?

T0 OUR CURRENT AND FUTURE CUSTOMERS?

 HOW DO YOU TIE CUSTOMER AND EMPLOYEE
EXPERIENGES TOGETHER?

 HOW DO YOU HELP ME WIN THE SUPPORT OF
OTHERS IN MY ORGANIZATION AND WHAT DO YOU
DO TO HELP THE ORGANIZATION UNDERSTAND AND
ADOPT THE CHANGES?

storyminers®

* HOW DO YOU ACTUALLY HELP US GET THE CHANGES
WE MAKE TO LAST?

 WHICH VENDORS OUTSIDE OF YOUR SPECIALTY CAN
YOU AUTHENTICALLY MANAGE?

* HOW MUCH WORK DO YOU DO VS. LET OR REQUIRE
THE CLIENT DO?
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CONTACT US

Offices in Atlanta, Georgia, works globally

m +01 404.229.5809
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