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81% of consumers are willing to pay more for a 
better customer experience. 
 
70% have stopped buying goods or services 
from a company after experiencing poor 
customer service. 
 
64% have made future purchases from a 
company’s competitors after experiencing poor 
customer service. 

Source: Oracle @kerrybodine 







“Friendly”	
  now	
  means	
  more	
  than	
  it	
  ever	
  did.	
  	
  
	
  

It	
  means	
  being	
  user-­‐friendly.	
  
	
  

In	
  other	
  words,	
  flyer-­‐friendlySM.	
  	
  
	
  

We’re	
  giving	
  you	
  an	
  unmatched	
  global	
  network	
  with	
  more	
  
onboard	
  product	
  features,	
  bePer	
  technology	
  and,	
  of	
  course,	
  
great	
  customer	
  service.	
  

















@DeltaAssist,	
  2AM,	
  husband’s	
  LAX-­‐>SFO	
  cancelled	
  b/c	
  of	
  
broken	
  plane.	
  No	
  hotel	
  &	
  rather	
  than	
  put	
  him	
  on	
  SWA/UA	
  
direct,	
  3	
  connec=ons	
  tmrrow!	
  





Dear	
  @DeltaAssist,	
  your	
  TwiPer	
  handle	
  suggests	
  that	
  you	
  
actually	
  assist	
  people	
  on	
  TwiPer.	
  #FAIL	
  #CX	
  #CustExp	
  





Thank	
  you	
  for	
  your	
  pa=ence.	
  We	
  have	
  had	
  EXTREMELY	
  high	
  
call	
  and	
  twiPer	
  traffic	
  due	
  to	
  the	
  weather	
  condi=ons	
  across	
  
the	
  US.	
  How	
  may	
  I	
  assist?	
  *RB	
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@kerrybodine	
  

awareness 

consideration 

conversion 

loyalty 

advocacy 



Sorry. 
That’s not going to cut it. 
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Who’s responsible for brand? 
Who’s responsible for marketing? 
Who’s responsible for CX? 



Source:	
  Bridgeable	
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  visibility	
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How can you help your company 
keep its promises? 



1.  Come to terms with what your 
brand really stands for. 

@kerrybodine 
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2.  Determine how your brand is 
(or isn’t) reflected in your CX. 

@kerrybodine 
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@kerrybodine 

CX/Brand map for: ___________________________ Date: _______ 

© Kerry Bodine 

Brand 
promise 

Evidence in 
the customer 
experience 

Brand reality 



3.  Help employees discover  
they role they play. 

@kerrybodine 
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Source: Red Rooster Group 
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do to deliver 
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CX/Brand map for: ___________________________ Date: _______ 
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© Kerry Bodine 

Transparency 

“I understand all of 
the ins and outs of 
my insurance.” 

Test the plan info on 
website with 
members to see if 
they understand it. 

Marketing 

Susan Jones 



Brand 
promise 

What should 
this feel like to 
customers? 

What can I 
do to deliver 
this promise? 

@kerrybodine 

CX/Brand map for: ___________________________ Date: _______ 

Department: ___________________________ 

© Kerry Bodine 

Transparency 

“I know how my 
insurance works.” 

Avoid jargon.  
Ask callers if they 
have any questions 
about their plans. 

Customer service rep 

John Smith 



Brand 
promise 

What should 
this feel like to 
customers? 

What can I 
do to deliver 
this promise? 

@kerrybodine 

CX/Brand map for: ___________________________ Date: _______ 

Department: ___________________________ 

© Kerry Bodine 

Transparency 

“My insurance 
company isn’t try to 
hide anything.” 

Create new 
standards for legal 
text on member 
correspondence. 

Legal 

Brian Johnson 



4.  Align your marketing with your 
actual customer experience. 

@kerrybodine 
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  Path	
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@kerrybodine 











Keep your promises. 
 



Keep your promises. 
Then make them. 
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