
CEM on aCEM on a
Custom

Author, Univ

CustomeCustome

© 2008 ClearAction. All rights reserved.

a Shoestring Budgeta Shoestring Budget
er Experience Management

Lynn Hunsaker

versity Instructor & Professional Speaker

er Experience Improvement Strategister Experience Improvement Strategist

www.ClearAction.biz



Embrace Slowdow

Economic
Downturn

Op
Innova

© 2008 ClearAction. All rights reserved.

wn as Opportunity

pportunity to Strengthen 
ation & Business Processes

Sustainable
Market 

Leadership



Innovation & Business 

1) Define C

2) Prioritize2) Prioritize 

3) Refine C

Draw on 
Untapped

4) Innovate 
Untapped
Resources 5) Drive Inte

6) Build Bra6) Build Bra

© 2008 ClearAction. All rights reserved.

Process Leapfrogging

ustomer Experience Personas

by Customer Lifetime Valueby Customer Lifetime Value

ustomer Listening

the Customer Experience

ernal Branding

and Affinityand Affinity



Define Customer Ex

Panoramic View of Customer Exper

Need UNeed
Awareness

U

Compla
Logs

Sales/Service 
Reportsp

Surveys/Win-Loss 
Reports

CRM Data
BlogosphReports Blogosph

© 2008 ClearAction. All rights reserved.

xperience Personas

rience:

UsageUsage
End

aint 
s Create or Enhance

Customer 
Experience
Personas

abase/
here

Personas

here



Prioritize by Custo

Calculate CumulaCalculate Cumula
of a Customer’

• Apply to customer experience pers

• Policies for execs’ strategic decisio

• Guidelines for front-line employees

© 2008 ClearAction. All rights reserved.

mer Lifetime Value

ative Profit Stream Over Durationative Profit Stream Over Duration
s Interest in a Brand Category

sona segments

on-making

s’ tactical decision-making



Refine Custom

Personas
Monitored?

Panoramic 
View?

Influencers of Sentiment
Across Experience Spectrum?

© 2008 ClearAction. All rights reserved.

mer Listening

CLV
Weighted?

Employee
Involvement?

Incorporate Typically 
Latent Data?



Innovate the Cust

Stream to Dev Teams:
Listening Data,Listening Data, 

CLV & Personas 

© 2008 ClearAction. All rights reserved.

tomer Experience

Remove / Prevent
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More Valuable
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RMA = Returned Materials Authorization Process
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stomers’ Constructive Feedback

Good news is no news,
    No news is bad news,

Bad news is good news!
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(Include Program Name, Owner, Completion Date)
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Customer Satisfaction Measures
(External - Lagging Indicators)

1. (Satisfaction Index)

2. (% Deterioration)

3 (% Improvement)
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Title of Action Plan

%
Problem Statement:
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Actual & Target

Deadlines

           1.) __________________________________________________

           2.) __________________________________________________
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Owner

Goal:

Owner:
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Customer Experience Str

ClearAction Executive Mentoring: 
Clearly see what’s needed 

Take your customer advocacy to the next leve

Prevent issues systemically

to take immediate action

- Prevent issues systemically

- Align effort with lifetime value 

- Embrace negative feedbackg

- Innovate customers' full experience

Significant gains in revenue
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Significant gains in revenue

rategist – Lynn Hunsaker

ClearAction Change Management:
Clear the way

l:

Clear the way 
for organization-wide action

Auxiliary customer experience enablers:

Team recognition strategies- Team recognition strategies

- Leading indicator dashboards 

- Marketing skills & operational efficiencies

- Interaction bridges

& profit simultaneously & profit simultaneously
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Tools & G
On-Demand Training Podcasts

Building Customer Relationships – hear sample:
www.clearaction.biz/podcast.html

Upcoming eBook:  “Experience Innovation”
Feb’09 – more information at:

www.clearaction.biz/experience-innovation.htm

eBook – Templates, Worksheet, Tips!
20% Discount Code: slideshare

www clearaction biz/metricsbook htmlwww.clearaction.biz/metricsbook.html

Guidance
Customer Experience Optimization –

Delivering Your Brand Promise -- subscribe:
www.clearaction.biz/blog

ml

Free 1-Hour Consultation:
CEM on a Shoestring Budget:

www.clearaction.biz/customer-
experience-econ.html

Lynn HunsakerLynn Hunsaker

408-687-9700

L @Cl A ti biLynn@ClearAction.biz


