




Let’s Talk
c u s t o m e r  e x p e r i e n c e



IS

EVERYTHING

CX

EVERYWHERE





IT’S THE

EXPERIENCE

STUPID!



Truth

is



€1

5





How customers perceive 

value







Shaq

7’2” - 325 lb.

me Howie



INSIDE OUT 

THINKING

OUTSIDE IN 

THINKING



• Drive to airport

• Find parking

• Schlep bags to terminal

• Check bags

• Get boarding pass

• Security

• Find gate

• Walk, run, crawl to gate

• Don’t spill coffee

• On and on





FREE 
BAGS



Customers’ 

point of 

view





Every
Day

Folks



THE HOWS



Let’s Talk

r e t a i l  f o r  a  m o m e n t



promote the airport as a shopping destination



improve available choices



Actions

you should 

Seriously consider taking.



ENGAGE more of the consumer’s senses.



CREATE uniqueness





PERSONALIZE every interaction



SURPRISE PEOPLE



REPEATABILITY



random acts of kindness



Let’s Talk

a u t h e n t i c i t y



What makes this coffee worth 

$2 or more?



“The Third Place”



How does the customer determine value?

Let’s Talk

v a l u e



emotionalspiritual

intellectsensual

Value



Who is your 

customer



P e r s o n a s





Map it



Customer Experience mapping



What is the customers real goal?

?





EMPATHY



Let’s Talk

r a t i n g s



m i l l e n n i a l s



Service period – destinationPre-service Post-service

e x p e r i e n c eexpectation over-all satisfaction

Hotel 
website

+4.3

+2.4

+4.6 +2.3 -1.9 +2.8

Hotel rating 
website

Hotel barHotel 
room

Hotel 
check-in

Hotel rating 
website

h o w  t h e  j o u r n e y  a f f e c t s  y o u r  r a t i n g s



let them 
Track

their 

customer 

journey

How likely are you to 
recommend us to family, friends 

or colleagues?

Extremely likely  10

Not at all likely  
0

Extremely likely 10

previous

previous

next

next

Thanks for taking our survey! “like us 
on Facebook and follow us on Twitter!



online customer reviews





“the future is all around us – it just isn’t 

evenly distributed yet”





GOOD NEWS



Travel &

Tourism

Competitiveness

Index 2017



Horst Schultz







People may forget what 

you said, people may 

forget what you did…



Improve the 

product

experience

and everybody wins




