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Good Not Good Enough 

BROKEN 

CONVERSATION 

YOU DON'T EVEN 

KNOW ME 

POOR 

EXPERIENCES 

IMPERSONAL  

& IRRELEVANT 

47% 
ABANDON  

PURCHASING 
after two separate  

interactions 

92% 
FEEL  

NEGATIVE 
when asked to provide 

information multiple 
times 

62% 
SWITCH  

PROVIDER 
after three negative  

experiences 

87% 
POOR 

PERCEPTION 
when treated with 
a one-size-fits-all 

approach 

Source: Engagement 3.0 US research report, Thunderhead.com, March 2014 



The Engagement Opportunity 

82% 
LIKE TIMELY  

OFFERS 
when communicated 

by a business 

83% 
FEEL  

POSITIVE 
when their information  

is put to good use 

89% 
LIKE  

BUSINESSES 
that remember 

previous interactions 

Source: Engagement 3.0; A new Framework for Customer 
Engagement, March 2014, (research conducted by populus)  



CUSTOMER EXPECTATIONS 

KNOW ME 

MAKE IT MATTER 

ONE CONVERSATION 

BE RELEVANT 

UNDERSTAND 

MY JOURNEY 

FOCUS ON VALUE 



How businesses are approaching this 

CUSTOMER 
JOURNEY 

SALES 

MARKETING 

SERVICE 
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CUSTOMER 
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CUSTOMER  
EXPERIENCE 

MANAGEMENT 

ENGAGE 
INDIVIDUALS 

 
FIND THE RIGHT 

KEEP THEM 
MAXIMIZE VALUE 

CUSTOMER GROSS PROFIT 

TOUCHPOINT 
MANAGEMENT 

CUSTOMER 
JOURNEY 

RESOURCES 

COST OF CUSTOMER EXPERIENCE CUSTOMER VALUE 

EXTERNAL 
VALUE 

CREATORS 



KLEINE KLANTEN GROTE KLANTEN 



STRATEGIE STRATEGIE STRATEGIE STRATEGIE 

TAKTISCH PLAN TAKTISCH PLAN TAKTISCH PLAN TAKTISCH PLAN 
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