The Most Rewarding Way to Improve Profitability Catherine Brys

Taking Stock
How to take stock of your CX?
Ready?

Value to customers
Customer focus
Strategy and values
Operational organisation
Customer interactions
Your people

Operations

Processes & systems
Your ecosystem

Other?

The wheel of CX
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Developing Your Vision 51
Your CX vision — signs of success 52
Drawing Up Your Action Plan 56
From your CX vision to action 57
Identify CX gaps — Wheel of CX 59
Brainstorm actions 63
Identify links between actions 67
Build on your strengths YAl
Narrow down actions 73
Prioritise actions 77
Plan to embed change 81
Ready to monitor your success? 85



