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The pandemic has accelerated the digitization of customer 
interactions by several years 



Largest shifts are among most likely to stick through the recovery 



“One Company” Focus to CX 



• Customer Vision & Strategy. Answers who you are serving, where you are focused, and what it should feel 
like (aligned to brand promise). 

• Basis for three-year CX roadmap and customer promise. 
• Includes goals and measures of defined customer – not just business – success. 
• Identify KXIs of good CX at transactional, journey, and relationship levels. 

• Customer Insights. Answers what you know about customer needs and experiences across key journey stages 
and customer groups. 

• Surveys, Voice of Customer solutions, journey maps, contact records
• Addresses understanding of ease, emotion, and effectiveness (3 “Es”)
• Includes approach to democratizing insights and tools to key stakeholder groups and decision-makers. 

• Experience Design. Informed by strategy and insights, a holistic approach to an experience ecosystem that 
guides visual, process, system, and service design. 

• Includes Digital Experience Platforms (DXPs), experience design standards, service and system blueprints, 
and future state journey maps.

• Governance and Culture. Includes an Executive Sponsor and steering committee to drive prioritization, goal 
setting, and address roadblocks and barriers. 

A Holistic Framework for CX 



DXP Solution Architecture 






