
© Siemens Convergence Creators Holding GmbH 2015. All rights reserved.
Page 1

www.convergence-creators.siemens.comwww.convergence-creators.siemens.com

Creating Great Customer Experiences
Boris Bajtl & Helena Librenjak, Siemens CVC

HrOUG 2015, Applications



© Siemens Convergence Creators Holding GmbH 2015. All rights reserved.
Page 2

www.convergence-creators.siemens.com

What is Customer Experience (Management)?

Customer experience is the
sum of all experiences a
customer has with a supplier
of goods and/or services, over
the duration of their
relationship with that supplier.
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The Customer Experience Lifecycle
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Retail Banking Customer Experience Example
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How to measure it?
Customer Satisfaction KPI examples

1. Net Promoter Score (NPS)
The objective of this score is to segregate your
Customers into three groups called the 'Promoters',
'Passives' and 'Detractors' based on the rating they offer your customer service.

2. Customer Advocacy (CA)
CA is based on a single question: “Do you think your company does what’s best for you, or
only what’s best for its income statement?”

3. Forrester Customer Experience Index (CxPi)
Forrester defines customer experience into the three levels of the classic needs pyramid:
basics, value creation, and, finally, surprising the customer.
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Oracle Service Cloud (RightNow) CX
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Case study – finance industry
Challenge – key requirements

1. regular Project satisfaction surveys,
split on project phases, with ability to
create overall satisfaction upon
completion of all phases

2. implementation of own surveying
methodologies and KPI metrics

3. matrix of the examinees and
questions

4. robust analytic capabilities, predefined
reports and configurable reporting

5. reusability

6. freedom to initiate satisfaction survey
timely to catch relevant information

7. yearly trends

8. different data export format

9. automatic  reminders

10. response rate status

11. possibility to extended to other
communication channels (integration
with call center, web ... )
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Oracle Right Now Customer Feedback modul

Right Now in a role of surveying tool:
• Standalone
• Integrated with call center

Type of customer satisfaction surveys:
• Broadcast – Direct mailing

• Create your own surveys, define list of recepients and send e-mail with link to survey
• Transactional

• capture feedback following an event, condition, process, or customer action (claim -
Design agent workspaces to accept phone surveys as a result of recent claim or recent
marketing campaign)

• Polling widget - enable organizations to embed surveys within communities or other high-
traffic interaction points

• Website link surveys - capture feedback from Website visitors
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Types of surveys
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Matrix questions
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Analytics
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Report on survey answers per contact
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Analytic capabilities

• Prebuilt survey reports
• Customizable survey reports- Easily prepare

customized role-based analytic reports with an intuitive
drag-and-drop graphical report design tool.

• Customizable dashboards - Quickly organize reports
into meaningful role-based customized dashboards with
the drag-and-drop graphical dashboard design tool

• Scheduled reporting - Ensure that key personnel have
consistent access to the latest information, by
automatically scheduling report execution and delivery.

• Robust data drilling. Uncover underlying causes of
performance trends by drilling down, in, or across to
additional levels of analytic detail. You can drill from
reports to dashboards, drill across to reports referencing
related data sets, build destination reports once and
reuse them, and build conditional report links for more-

efficient report development, better reporting
performance, and extended insight for better decision-
making.

• Data tool bar – fine tune reports without IT or analyst
support – users can change sort ordering, displayed
fields, slicing, filtering, roll-ups, cross-tabs, and more.

• Automatic categorization of customer sentiment and
clustering text responses into topics of interest for easier
identification of unhappy customers

• Combine survey reports with corporate knowledge and
profile information for consolidated view of the
customer
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