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Hard to imagine Customer Experience (CX), 
but easy to see the impact

79% of customers will share their bad experience with a company. (RightNow)

Satisfied clients were 80%more likely to renew services. (Helpscout)
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More nerd numbers
62%of B2B customers started buying more from the business after a good customer service. 

(Zendesk)

Businesses that grow their customer retention rates by as little as 5% typically see profit increases 

ranging from 25% to 95%. (Survicate)

Loyal customers on average are worth 10xas much as their first purchase. (SalesForce)
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The impact from social media
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What customers say they want
 Ease
 Speed
 Convenience
 Price
 Reliability
 Ratings Hosted by



What customers need
 Timeliness
 Relevance (personalization)
 Value
 Empathy 
 CX
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Drew’s 5-Ps of CX
 Prompt
 Passionate
 Professional
 Personal
 Portable
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PROMPT
 Respond quickly to emails, calls, posts and tweets
 Acknowledge the ask or concern with a timetable 
 Seek to address greatest needs first
 Set expectations before, during and after
 Keep your persona (your organizational positioning and voice)

Hosted by



Hosted by



PASSIONATE
 Utilize only the best who care the most

 Stand behind your products and services

 Cherish your employees and embrace innovation
 Ensure that your message is in line with your organization’s mission
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PROFESSIONAL
 Communicative
 Deliver on promises
 Ensure process compliments the journey
 Follow up and measure
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PERSONAL
 Real (authentic)
 Funny and frank… Know your audience (literally)
 Relevance
 CRM-driven
 Data-secured
 Along the whole journey
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PORTABLE
 Place & Time
 Context & Continuity
Mobile & Connected
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Getting started
 Collaborate internal/external

 Listening isn’t just a skill, it’s a necessity 

 Consider CX as a way of doing business (executives to specialists)

 Operationalize social media as customer experience tool

 Train staff on how to respond (and proactively engage)

 Invest in tools and resources to put your customer in the middle of the X
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Sources
https://www.businesswire.com/news/home/20101013005708/en/RightNow-Study-Finds-
Customer-Experience-Impacts-Revenue 

https://www.zendesk.com/resources/customer-service-and-lifetime-customer-value/

https://econsultancy.com/17-stats-that-show-why-cx-is-so-important/

https://www.helpscout.com/75-customer-service-facts-quotes-statistics/

https://amaphiladelphia.com/the-benefits-and-importance-of-customer-satisfaction/

https://cxsocial.clarabridge.com/top-10-social-customer-service-stats-2016/
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Contact
drew@drewdiskin.com
@drewdiskin
linkedin.com/in/drewdiskin/
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