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Customer Experience VS. Customer Service



What is the difference 

between 

Customer Experience 

& 

Customer Service



WHY NORTH 
STAR IS 
CRITICAL TO 
CUSTOMER 
EXPERIENCE 
TODAY



Which organization is 

considered as the 

North Star of 

Customer Experience







CUSTOMER
FOCUSED

“How much more can 
I get from my 
customers”

CUSTOMER
CENTRIC

“I want more 
customers for my 

products”

Transactional Focus

“How much more can 
I do for my 
customers”

“I want more products 
for my customers”

Relationship focused





Working definition:

Culture is the shared beliefs, values,
and everyday behaviors that show
people “how we do things here,”

especially how decisions are made
when no one is watching. It lives in
hiring, rituals, language, symbols,

rewards, and what leaders tolerate.

CX lens:

Culture determines how frontline teams 
treat customers and colleagues, how 
quickly they fix problems, and whether 

people feel safe to do the right thing—
even if it costs more today to earn 
loyalty tomorrow.





Zappos (E-commerce) – “Customer service is the business”

1. No handle-time targets; agents spend as long as needed to solve and delight.

2. Cultural fit hiring outweighs resume; values interviews are mandatory.
3. CX impact: high CSAT/NPS, legendary support stories, strong referral engine.

Toyota (Manufacturing/Service) – “Built-in quality”

1. Andon cord: anyone can stop the line to fix quality issues.

2. Kaizen rituals drive continuous small improvements from frontline ideas.
3. CX impact: fewer defects downstream; trust in reliability.

Southwest Airlines (Aviation) – “Serve with heart & humor”

1. Hire for attitude, train for skill; humor and humanity are part of the job.

2. Cross-functional teamwork reduces turnaround time.
3. CX impact: friendly, efficient operations; strong brand love despite low fares.

Amazon (Digital) – “Customer obsession & working backwards”

1. Start with a PRFAQ for new ideas (write the customer-press release first).

2. Bar-raisers preserve culture in hiring; leaders routinely dive into details (LPs).
3. CX impact: relentless friction removal (1-click, easy returns), high CES.



Share a WOW ! Or 

Unpleasent

Experience you 

recently had



COMPONENTS OF CUSTOMER EXPERIENCE



What is your 

organizations CX 

Vision & Mission?



VOICE OF BUSINESS - VOB



CX METRICS



"Let's take most of the money we would've spent

on paid advertising and paid marketing and

instead of spending it on that, invest it in the

customer experience/customer service and then let

our customers do the marketing for us through

word of mouth."

Tony Hsieh
CEO of 
Zappos







DON’T

Don’t do AI for the 

sake of FOMO. Do 

it where it creates 
real value







VOC

Voice of Custmer

50+ CONTROL DOMAINS            750+ SCORING CRITERIAS



Get your Contact Center MATURITY Scores

Maturity Scoring Model (0–5)

FBX - Audit & Governance Framework

Reactive / Ad Hoc

Defined but Inconsistent

Structured & Operational

Integrated

Benchmark

0 Not Evident

0-5
Maturity 

Scale

200+
Components 

Audited

9
Contact Center Domains 

Evaluated 



Strategy & Governance

Workforce & Capacity

Call Flow & Routing

OCR FCR Governance

Service Level & Economics

Quality Assurance

Escalation & Complaints

Agent Capability & Incentives

Voice Analytics & Digital

Contact Center 9-Domain Maturity Radar & Heatmap



Applicable across BFSI • Hospitality • Healthcare • Airlines • Government

This Masterclass is designed for:

o Heads of Customer Experience
o CX Leaders & Transformation Leads
o Customer Service & Customer Care Managers
o Contact Centre Directors & Operations Heads
o Digital Experience Leaders
o Journey Owners & VOC Managers
o Service Excellence Leaders
o Quality & Process Improvement Heads
o VOC Program Managers
o Training Leads
o Marketing & Customer Strategy Managers

Product & Channel Experience Leaders

Why this Program is Different:

o Built on real CX transformation experience
o Focus on governance and execution
o Covers Strategy, Culture & Digital
o Includes leadership roleplays
o Participants build CX operating model
o ROX / ROI frameworks
o Cross-industry application
o 90-Day Transformation Blueprint
o CX Strategic frameworks
o Real-world case studies (global & regional)
o Interactive workshops
o Roleplay simulations
o Governance design labs
o GAMES based modelling exercises



Applicable across BFSI • Hospitality • Healthcare • Airlines • Government

DAY 1 — STRATEGY, GOVERNANCE & INSIGHT ARCHITECTURE

BLOCK 1 — CX Foundations & Strategic Lens

o Customer Experience Vs Customer Service

o Evolution of Customer Experience

o Why North Star is critical to CX today

o CX as a strategic growth lever — beyond satisfaction and service

o Universal experience principles across industries

o Designing CX Vision, Mission & Customer Promise

o Diagnosing structural causes of CX failure

o Cross-industry global examples (best & worst)
o Interactive organizational CX maturity diagnosis

BLOCK 2 — CX Governance & Operating Model

o Translating CX vision into execution

o CX Design principles

o Designing a one-page CX Charter

o Governance structure

o CX Council & Journey Owners
o CX Centre of Excellence

o Decision rights & accountability (RACI)

o Operating cadence & reporting forums

o Simulation: Securing executive buy-in for governance

BLOCK 3 — CX Maturity & Customer Journey Engineering

o Reviewing your current CX – Maturity Matrix

o Journey mapping done correctly

o Persona, goal & emotional experience mapping

o Friction & effort scoring

o Service blueprinting (frontstage / backstage)

o Prioritization model (Pain × Volume × Value)

o Converting maps into delivery backlogs

o Workshop: Build your priority journey

BLOCK 4 — VOC & Closed-Loop Architecture

o Importance of Feedback

o VOB & VOC Channels

o Multi-channel VOC ecosystem design

o NPS vs CSAT vs CES — when and why

o CX Metrics - Future Metrics

o KPI – Performance Indicators

o Insight-to-Action operating model

o Build your VOC Architecture

o Inner Loop (Recovery) vs Outer Loop (Prevention)

LEAP AHEAD WITH OUR GLOBAL  CX MASTERCLASS 
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+971502867916
+966502942067

faranniaz@yahoo.com
faranniaz@cxfuture.net
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