


• Customer experience 
• Is established by experiences at every touchpoint our customers have with us

• Is how our customers perceive working with us

• Is how our customers experience our brand 

• Excellent customer experience is a competitive advantage; companies 
differentiate themselves through their customer experiences

• We want to ensure our customers have excellent experiences working with 
us so that they keep coming back, bringing repeat and new business

• It’s critical for GROWTH



Measurement developed by Forrester, 2007

118,000 consumers x 21 industries x 314 brands

Customer Experience Vision: 

ENJOYABLE, EASY, EFFECTIVE 
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