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Customer Experience As a Journey 
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To Comcast or Not to Comcast? A Customer Experience Decision. 
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2010 
2012 
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8 Forces Driving Customer Service to the Post-Modern Contact Center 
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Multi-channel awareness 

Social Media awareness 

Big Data 
 

Real-time Business-Centric 

Independent (ad-hoc) analysis 

Mobile decision-making 

Visualization 
 

The Enterprise & the role of the 
   Customer Experience Officer  
 

 

Empower 

Managers 

Engage over 

Customer Experience 

Understand the  

customer experience 
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Assessing Each Trend 
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Self-Assessment 
Benchmarking 

 
What questions 

should I ask about 
my operations? 

Attached within 

the presentation 

Expert  
Discussion 

 
What is the trend? 

 
Why is it relevant? 

 

Customer Panel 
Survey 

 
How important is it? 

 
How timely is it? 
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Survey Respondents 

The Performance Management Customer Panel and Survey 
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JP Morgan Chase  

Telenor Norway  

VISA  

DNB Bank   

AXA Winterthur  

Rabobank Nederland  
Never 

 

Within 5 
Years 

Within 2 
Years 

Now 
 

Already 
Started 
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The Survey Dimensions: Importance & Time-Frame 
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The Trends and our Expert Panel 

Stuart Granger  Genesys VP & General Manager  
Sue Harkreader Genesys Product Management  
Aaron Wendel  Genesys Solution Architect 

© 2012, Genesys Telecommunications Laboratories, Inc. All rights reserved. 



9  9  

Maintain a holistic understanding of the customer experience, 1) across 
multiple channels and 2) is inclusive of Social Media activity. 
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Maintain a holistic understanding of the customer experience, 1) across 
multiple channels and 2) is inclusive of Social Media activity. 

Never 
 

Within 5 
Years 

Within 2 
Years 

Now 
 

Already 
Started 

© 2012, Genesys Telecommunications Laboratories, Inc. All rights reserved. 

Performance Management Customer Panel 
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                Multi-channel 
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Big Data  

3. Leverage Contact Center data for a larger Big Data strategy to 
understand the customer experience at the Enterprise level. 
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3. Leverage Contact Center data for a larger Big Data strategy to 
understand the customer experience at the Enterprise level. 

Never 
 

Within 5 
Years 

Within 2 
Years 

Now 
 

Already 
Started 
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Performance Management Customer Panel 
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Enable Managers as independent decision-makers: 4) analyze 
performance data ad-hoc, 5) In real-time and business-centric 
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