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INTRODUCTION
We’ve all had a frustrating
experience when trying to get
in touch with a company and,
sadly, many customers are still
having these negative, annoying
experiences.
Sometimes they just need something simple, like
updating card details or an order, but the experience
can leave them feeling frustrated. From conversing
with a clearly pre-scripted chatbot to having to
listen to an IVR that doesn’t have an option to speak
to someone, it doesn’t take long for customers to
associate a company with being difficult to interact
with when they need them the most.
These interactions, as well as creating negative
connotations for the customer, can slowly erode
trust, engagement and, therefore, a company’s
commercial success.
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It’s these CX failures that we’ve spent the last
15 years overhauling for our clients – including
businesses that attract millions of customers a year.
In this time, we’ve learnt that the biggest difference
between companies and their varying levels of CX
success is the extent to which they understand how
customers flow through their contact channels. If you
understand the customer journey, you can begin to
influence the customer – and this, for us, is the very
essence of customer experience.
We’re not interested in manipulation; we want
them, the customer, to benefit as much as we want
you, the business, to benefit. A mutually beneficial
relationship is one that stands the test of time and
that’s what we want to help you to achieve: a
customer journey that is effortless, builds loyalty, and
increases profitability.
In this guide we discuss how to achieve ‘Instant
Impact Customer Experience’, our tried and tested
methodology, as well as taking you through five
practical steps to achieve tangible success.
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WHAT IS INSTANT IMPACT CUSTOMER EXPERIENCE?
Rather than theoretical solutions
to customer experience that focus
only on vague, long-term goals
that do nothing for customers who
are engaging with your business
right now, Instant Impact Customer
Experience aims to practically
implement CX strategies that can
quickly and effectively instigate
positive change for both your
customers and your balance sheet.
It’s less about strategising and more about the practical
outputs of a strategy – using effectual, immediate
actions that impact your customers from day one, from
their very first interaction with your business.
In essence, Instant Impact CX is about instantaneous
improvements to the customer experience.

Did you know?
66% of adults believe that the most
important thing a company can do is
value their time.

REAL CHANGE, RIGHT NOW.
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The methodology behind instant impact

From negative emotion to positive emotion

As well as practically improving your CX strategy, we also need to consider
the emotion and effort your customers experience in their journey with you.
At Customer Touch Point we use Engage to Influence™, a methodology
we developed to improve customer journeys and achieve those Instant
Impact results.

Now that we’ve explored the importance of generating positive emotions from your
customers – and before we get into practical steps to achieve Engage to Influence™
– let’s explore how easy it is for a company to get it wrong and lose the positive
influence over their customers.

We put this methodology front and centre when we:

When IVR goes wrong

design and improve customer journeys
develop feedback solutions
implement CX technology
Engage to Influence™ is powered by a belief that, no matter how your
customer chooses to contact you, they must be positively engaged and
experience positive emotions. And it’s these positive reactions that generate
positive results, helping you to more effectively influence your customers and
achieve your business goals.
This, we believe, is the only way to achieve sustainable relationships that work
for both you and the customer, avoiding customer frustration and lethargy,
and achieving a win-win situation for all.
			

A customer tries to find the information they are looking for on the company
website, but fails, so they call the customer service line for help. However,
the IVR doesn’t give them an obvious option to choose from, adding to their
frustration. They then select the option to speak to an agent and waits two
minutes, while being forced to listen to ‘how much the company values your
call’ alongside a grating 20 second loop of on-hold music.
By this time, the customer is feeling pretty negative about the whole
experience and, whilst they eventually resolve the query via the agent,
they are now in such a rush that they have no intention of completing an
automated survey after the call.

In this example, the business has failed to engage the customer at three
opportunities: online, via automated IVR and with a post-call survey. This results
in a loss of revenue, making the contact much more expensive to handle than it
should have been. As well as that, the customer has hung-up feeling frustrated
and annoyed. Nobody wins.
Sadly, there are so many negative examples like these, which almost always
incur greater costs than necessary for the business, in terms of profit as well as
customer loyalty.
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But, as behaviour is directly affected by
how a customer feels throughout their CX
journey, generating the right emotions will
help to deliver callers to your teams in the
best frame of mind.

Abandon telephone calls before
being answered
Leave chat with query unresolved
Refuse to go online for basic info

Use automated self-serve IVRs
End a call at the offer of an SMS
alternative
Check online FAQs first

FEELINGS & EMOTIONS

Frustrated
Stressed
Irritable
Under time-pressure

Relaxed
Engaged
Calm
Compliant

EXPERIENCES,
CONDITIONING,
THOUGHTS, BELIEFS

Last time I called you I
had to repeat my card
information twice

When I claimed on my policy
last year, you were there for
me and it was easy

BEHAVIOUR

We’re here to help with
your CX strategies

FOUR WAYS YOU CAN IMPROVE
POSITIVE EMOTION
1 TONE OF VOICE
Ensure your tone of voice is on-brand,
aligns well with your audience and is
consistent across channels.
2 IVR JOURNEYS
Make sure the IVR options you offer your
customers are easy to understand and
low effort to use.
3 PROACTIVE CONTACT

The Commercial Impact of Poor CX:

The Commercial Impact of Positive CX:

High value baskets abandoned

Customer loyalty strengthened

Post-interaction NPS scores low

New customers won

Additional unnecessary inbound
calls generated

Shorter call times and money
saved

With a deeper understanding of our methodology – which addresses the impact
of emotion on the customer and the impact that has on your profits – we can now
address our overall goal: How do you achieve Instant Impact?
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Predict when customers will need
to make contact and act on it, with
SMS messages scheduled ahead of
deliveries, for example. This creates
positive associations and avoids
unnecessary and costly telephone
contact.
4 WELCOME EMAILS
A simple way of making customers feel
important and emotionally involved
in your brand. One brand increased
repeat purchases four-fold by taking this
approach.

Did you know?
A customer bypassing the IVR to speak
to a live agent is far more costly than
completing their journey using the
automated IVR or by self-serving online.
In fact, industry figures estimate the
cost saving from IVR self-serve versus
bypassing it to speak to an agent is more
than £3.50 per customer interaction.
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THE FIVE STEPS TO ACHIEVING INSTANT IMPACT CX
Rather than theoretical solutions to customer
experience that focus only on vague, long-term
goals that do nothing for customers who are
engaging with your business right now, Instant
Impact Customer Experience aims to practically
implement CX strategies that can quickly and
effectively instigate positive change for both
your customers and your balance sheet.
We believe there are five crucial, and practical, steps you can take to
achieve instant impact across your customer experience programmes.
Five steps that have been proven time and time again…

1

2

The art of
improving
self-serve
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Calculating
the benefits
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3

Getting customer
feedback right

Connecting
customer
journeys and
anticipating
contact

5

Using the right
technology

Did you know?
The average customer service call
is now over five minutes, costing an
average of £4.27 per call. Improving
self-serve significantly reduces
this cost.
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The art of improving self-serve

First and foremost, it needs to be as easy as possible
for customers to choose self-serve tools, whether this
be online, using tools like dynamic FAQs, or via an
automated IVR, allowing customers to self-serve
via phone for basic requests such as paying a
credit-card bill.

in part due to a business’s existing CX processes. It’s
imperative that you connect with customers right from
the start of their interaction with you – from the very first
word they hear or read. Remember: Your customers
don’t interact with your tech, but the words your
tech uses.

Whilst many organisations already invest in these selfserve areas, many still don’t generate enough uptake
to generate the return on investment needed to be
considered successful. This is because customers have
not been engaged. Some of them are resistant, or their
instinct to talk to a live agent remains strong, perhaps

Furthermore, you must make the journey for them
effortless, ensuring the tone of voice used throughout
the journey is right for your brand, organisation and
what the customer has contacted you to do. The
easier it is for the customer to resolve their problem, the
cheaper it is for you.
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ONE WAY TO IMPROVE SELF-SERVE: DYNAMIC FAQS
Dynamic FAQs are easy to set up and include six
key features and benefits:
Increase your digital self-serve rates and
reduce inbound contacts
Track the number of visitors & articles viewed,
customer-driven article ratings
Real-time monitoring and reporting on search
terms entered
Advanced text analytics
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Calculating the
benefits

Evidencing the benefits of any new CX initiative is
crucial to getting your project signed off.
If you don’t know what you’re spending on customer
contact, or what your call volumes are, then you’ll most
likely struggle to execute a plan to improve them. That’s
where calculating the cost of contact volumes and
average handling times comes in.

Did you know?

Once you have the right data you can start to see
where you can deliver tangible results, from often
small changes.
By demonstrating a proven link
between the changes you
make, and their influence
on customer behaviour,
you can significantly
improve your
business case.

You can work out the financial impact of
call volumes and how much you could
reduce average handling times, by using our
Customer Experience Savings Calculator.

03300 200 444

Connecting customer
journeys and anticipating
contact

Small steps can yield big results. Steps
such as adding a thank you message
after a customer completes an online enquiry form or
ensuring that your marketing team lets your contact
centre know that a new offer has just launched – a new
offer is likely to boost inbound calls, so your contact
team needs to be as prepared as they can.
It’s also important to avoid needless contact points in
a customer journey by foreseeing when a customer
may need to reach out to you. For example, sending a
series of text messages before a delivery is due to arrive
avoids the need for the customer to make contact to
re-confirm or check a delivery timeslot.
It’s as simple as understanding where the connectors
are in the journey and how best to engage the
customer – and as a result, improving both customer
experience and operational efficiency.

https://customertouchpoint.co.uk/
customer-experience-resources/
cx-savings-calculator/
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Getting customer
feedback right

We all know how important feedback is for helping
to improve customer experience and for building
loyal, long-lasting relationships. It’s also important for
businesses to receive that feedback quickly and in near
real-time – not one month later.
Customer feedback tools that provide sentiment
analysis and verbatim responses are important to
give you a clearer picture of what’s going on at any
one point in time and it’s important that they can
be implemented quickly. They can also tell you what
customers are saying and feeling when you’re not
asking them, which is powerful insight to receive.
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HERE ARE FOUR QUICK ACTIONS YOU CAN TAKE
NOW TO IMPROVE CUSTOMER FEEDBACK:
Ask the right questions
Ask better questions to get better answers
Make surveys low effort – they’ll get a
better uptake
Measure what’s relevant to your business,
not other businesses
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Using the right
technology

Technology is here to help us operate as efficiently as
we can, no matter what. We’re seeing this right now
as businesses are forced to embrace technology like
never before. There has been recent, mass adoption of
working from home models and IVR journeys that route
calls to new destinations.
Hopefully businesses are starting to realise how
important it is for a customer’s interaction history to
travel with them, across channels, to ensure the process
requires minimal effort. Customers hate having to
repeat themselves and become very frustrated when a
journey isn’t integrated.
By using technology to integrate customer journeys,
you’ll soon create effortless customer experiences.
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HERE ARE THREE EXAMPLES OF CX TECHNOLOGIES
THAT CAN HAVE A TANGIBLE AND INSTANT IMPACT
ON YOUR BUSINESS:
Real-time analytics – measuring the emotion and
attitude of each customer’s call will give you an
excellent insight into how your customers are
feeling and can grant you the opportunity to assist
your CX agents in real time.
CCasS solutions – providing a true ‘omnichannel’
experience, connecting all of your customer
contact channels in a single view. This allows your
agents to help the customer in the most efficient
way possible.
Visual IVR – a uniquely effective way to convert
calls to a digital channel; it connects smart phone
features, allowing customers to complete forms,
upload images and change appointments.
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Customer Touch Point was born out of
a desire to equip CX leaders with the
knowledge, tools and support to help them
deliver effortless customer experiences
across every single touch point, from first
interaction to the very last.

We hope you found this guide
insightful and practical. We know
first-hand that by implementing the
methodology and five practical
steps in this guide, you will see real
and rapid improvements across your
customer experience programmes.

If you need help with your customer
experience strategy or would like
us to undertake an independent CX
Audit to pin-point the best steps for
your business, let’s talk.

Remember:
Positive emotion drives positive behaviour – design
your journeys with this in mind;
Calculating benefits accurately makes your
project more likely to get signed off;
CX technology, when deployed in an effective
way, creates efficiency for your operation and
improves experience for your customers.
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