
CX
Improving Customer 
Experience
5 Action Steps to Organize Your Journey

CUSTOMER EXPERIENCE SERIES

B L U E      S P A C E
C O N S U L T I N G



5 Steps to Improving Customer Experience

© Copyright 2016 Blue Space Consulting 2BlueSpaceConsulting.com

Customer experience 
can be defined
as the sum of all interactions between a customer and your 

organization. It’s the blend of your organization’s physical 

performance [and] the emotions that you create all measured 

against customer expectations across all touch points. (Colin Shaw)

Where do you start when addressing customer experience 

improvement in your organization? This brief is a summary of 

5 action steps you can take to help organize your customer 

experience improvement journey.

UNDERSTAND THE CHANGE

As with any organizational change, identifying why change 

is necessary is critical to building alignment and ensuring 

clear communication with employees. With a unified, aligned 

organization, the benefits of moving toward more customer-centric 

thinking and behaviors will be much easier.

“The more you engage with customers, the 
clearer things become and the easier it is to 
determine what you should be doing.”
JOHN RUSSELL
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There are compelling strategic 

reasons for improving your 

customer’s experience, 

including:

 ● Increasing revenue

 ● Reducing costs

 ● Engaging employees

 ● Shifting customer 

behaviors

Whether it is about increasing 

customer wallet share, 

improving internal and 

external processes, creating 

greater engagement by 

your employees or getting 

customers to take certain 

actions, better customer 

experience delivery pays off.

Great customer experience 

builds brand loyalty. Loyalty is 

a dominant differentiator for 

elevating an organization into 

marketplace leadership.

STEP 1: SHIFT FROM INSIDE-
OUT TO OUTSIDE-IN

Organizations often look from 

the inside-out instead of the 

outside-in, which is the point of 

view of the customer as well 

as vendors, partners, future 

employees and competitors.

The bigger and more complex 

organizations get, the greater 

the tendency is for them to 

form specialized functions. This 

specialization builds comfort 

and technical proficiency, but 

can result in the creation of 

rigidity and functional silos. 

It can also end up creating 

a “castle mentality” where 

individual departments are 

working and acting in their 

own best interests rather than 

providing a great customer 

experience.

This inside-out perspective 

can often create discontinuous 

experiences for the customer as 

they get shuffled around from 

one castle to another in order to 

get anything accomplished.

No one likes getting shuffled.

http://www.bluespaceconsulting.com
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 STEP 2: INTENT

Most organizations have not 

answered the most basic 

customer experience question:

WHAT WOULD YOU 
LIKE YOUR CUSTOMERS 

FEEL AT EVERY POINT 
OF INTERACTION WITH 

YOU?

Describe your customer 

experience in such a way that 

it contains the experiential and 

emotional elements you want 

to deliver.

The description should be:

 ● Easily understood

 ● Inspiring

 ● Measurable

 What is YOUR Customer Experience 

Intent?

http://www.bluespaceconsulting.com
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STEP 3: TOUCHPOINTS

A customer journey map 

is the framework which 

enables you to understand 

and ultimately improve your 

customer experience. It visually 

represents how your customers 

are interacting with you and 

provides the foundation for 

all of your future customer 

experience design work.

These maps aren’t necessarily 

linear and should help you 

understand the entirety of the 

customer’s experiences with 

your organization.

Remember that customer 

touchpoints are all of the 

physical, communication (all 

forms including digital,voice, 

print, advertisement, etc.) 

and human interactions your 

customers experience over 

their relationship cycle with your 

company.

The long-term goal should be 

that every touchpoint is not 

only meet your customer’s 

needs but is also purposefully 

designed to deliver your stated 

customer experience.

STEP 4: DESIGN

Designing for the customer 

experience you intend starts 

with one key question:

ARE YOU PRO-ACTIVELY 
MANAGING AND 

INTEGRATING ALL OF 
YOUR CUSTOMER-

FACING PROCESSES AND 
THEIR TOUCHPOINTS?

Designing your customer 

touch points shouldn’t be a 

long, drawn-out process (see 

diagram below). Put a team 

of subject matter experts 

together and get a touchpoint 

redesigned in 20 days. Really! 

Design and execute quickly.

Set Performance
Metrics for

Sustainment

Build
the

Change

Analyze
the

Touchpoint

Execute the
Change

Enterprise-wide

Design to
Customer

Experience Intent

Initial Team
Training and

Plan Approach

Teams Present
to Executive
Leadership

Select
Touchpoint

for Redesign

Select
Team

Members

Redesign Performance
Change and Metrics

Shared Enterprise-wide

Determine
Stakeholder

Group

Plan, Analyze, Design, Build, Execute, Sustain

20 Work Days

Customer Experience Design Process Model
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STEP 5: MEASURE FOR ROI

With a clear understanding of 

your customer experience as 

it is currently being perceived, 

you can more easily capture 

benchmarks to set your 

improvement goals. Measure 

for continuous improvement. 

Keep your measures simple 

and straightforward..

For a justifiable customer 

improvement initiative, you 

need to clearly:

 ● Measure early

 ● Measure precisely

 ● Look for a provable 

return on the time and 

money you’re investing on 

improving experience

Organizing and executing a 

consistent customer experience 

across all touchpoints over 

time will ultimately result in 

the loyalty and advocacy that 

allows your company to sustain 

market leadership.

 How are WE 

Doing?
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Resources for further information on implementing your 

organization’s customer experience improvement:

BLUE SPACE LEARNING MONTHLY NEWSLETTER

Subscribe to Roy’s Blue Space Learning Customer Insights 

newsletter. Help organize and plan your customer improvement 

journey. Includes links to articles, tips and resources with case 

studies based on CX experience with role model companies.

Sign up at BlueSpaceConsulting.com

CUSTOMER EXPERIENCE 365

Great for front-line personnel and managers who desire fresh 

ideas and reminders that enhance daily customer interactions, 

this resource provides simple thought points that inspire easily-

implemented actions that drive engagement and better customer-

facing performance.

Buy on Amazon.com

CUSTOMER EXPERIENCE FOR DUMMIES

In classic “For Dummies” fashion, this step-by-step book will show 

you simple and attainable ways to improve customer experience 

and generate sales growth, competitive advantage, and profitability.

Buy on Amazon.com

http://www.bluespaceconsulting.com
http://www.bluespaceconsulting.com
http://www.amazon.com/Customer-Experience-365-Advice-Service/dp/1508651159%3FSubscriptionId%3D0ENGV10E9K9QDNSJ5C82%26tag%3D%20mywebsites0cf-20%26linkCode%3Dxm2%26camp%3D2025%26creative%3D165953%26creativeASIN%3D1508651159
http://www.amazon.com/Customer-Experience-For-Dummies-Barnes/dp/1118725603%3FSubscriptionId%3D0ENGV10E9K9QDNSJ5C82%26tag%3D%20mywebsites0cf-20%26linkCode%3Dxm2%26camp%3D2025%26creative%3D165953%26creativeASIN%3D1118725603
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ABOUT ROY A. BARNES

Roy Barnes is one of the leading authorities on building, designing 

and measuring customer experience. Close to twenty-five years 

at Marriott International running hotels, including as a member of 

Marriott’s #1 ranked hotel for customer engagement for two years in 

a row, Roy has held nearly every job you can hold in the hospitality 

business.

Roy has worked with people in a variety of industries from the board 

room to customer-facing front line positions. These people and their 

organizations each faced different conditions, economic climates 

and workforce fluctuations. Roy helped each one understand their 

realities and worked to plan solutions that achieved results they 

could measure and use to increase their competitiveness.

Over the last 8 years, Roy has been working with dozens of Fortune 

500 companies putting a simple, practical and results-proven 

process of building customer experience in place. He continues to 

shift audiences with inspiring keynotes which enable companies to 

clarify and create strategies that improve customer experience and 

achieve market leadership.
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CUSTOMER EXPERIENCE

KEYNOTES

TRAINING AND WORKSHOPS

ORGANIZATIONAL TRANSFORMATION

For more information, email Roy.Barnes@BlueSpaceConsulting.com or 

call 321-388-6985.

Learn more at BlueSpaceConsulting.com.
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