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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

òHow much more can 
I get from my 
customersó

CUSTOMER
CENTRIC

òI want more 
customers for my 
productsó

Transactional Focus

òHow much more can 
I do for my 
customersó

òI want more products 
for my customersó

Relationship focused





Working definition :

Culture is the shared beliefs, values,
and everyday behaviors that show
people òhowwe do things here,ó

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 ñ
even if it costs more today to earn 
loyalty tomorrow.





Zappos (E -commerce) ðòCustomer service is the businessó

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) ðòBuilt-in qualityó

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) ðòServe with heart & humoró

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) ðòCustomer obsession & working backwardsó

1. Start with a PRFAQfor 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 mostof the moneywe would'vespent

on paid advertising and paid marketing and

instead of spendingit on that, invest it in the

customerexperience/customerserviceandthenlet

our customersdo the marketing for us through

word of mouth."

Tony Hsieh
CEO of 
Zappos







5hbΩ¢

DonΩt 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 ð5)

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 


