Customer at the Heart (CATH)

CATH provides a proven and pragmatic framework
for ‘end to end’customer experience management
that puts the ‘customer at the heart’of business
decision making. Developed over the last seven
years with national and international brands, the
programme falls into 3 phases:

Immersion
Understanding your brand and commercial objectives

Starting with a thorough immersion into your business and market
we will review your business strategy and brand promise,
benchmark you against the competition and look at other
organisations that have similar operational challenges.

We will review any existing research you hold and build a picture of
your customers and their needs and expectations, redefining your
customer segmentation if we think better models fit, and conducting
original research if there are holes in your customer understanding.

Immersion Design

Business strategy review
- Journey mapping

Customer Experience Design

Design
Designing a compelling brand promise and customer
experience that connects to operational KPI’s

Armed with this insight of your business and customers we will go
on to design customer and employee experience plans that put the
customer at the heart of your organisation.

Using our innovative Customer Heartbeat™ technique, we will map
out the customer journey, measure the degree of satisfaction that
different customer groups have as they travel along their journey
with you, identify ‘moments of truth” where customer
dissatisfaction is turning prospects & customers away and then
identify practical, commercially viable, validated initiatives to
improve the customer experience and turn prospects into buyers
and customers into advocates.

Yet, there is little point crafting an experience for your customers if
your employees dont understand or embody the customer centric
culture you are seeking to project. Our Heartbeat™ technique can
also be used to look at the experience that you give your employees
and identify what is getting in the way of their ability to deliver
what your customers are looking for. In this way we start to lay the
foundations for a connected customer strategy to be turned into a
deliverable experience.

Delivery

Customer experience
- Blueprint the Experience

Customer Analysis

- Insight

- Segmentation

+ Needs & Expectations

Brand Promise review

Benchmarking
- Functional
- Competition

- Heartbeat mapping

- MOT definition

- Touchpoint prioritisation
- Creative innovation

- Initiative definition

- Customer validation

Employee Experience Design
- Journey mapping

+ Heartbeat™ mapping

« MOT definition

- Touchpoint prioritisation

- Creative innovation

- Initiative definition

- Employee validation

- Clarify success criteria

- Create Measurement dashboard
- Test, Pilot, Rollout programme

- Customer feedback programmes

Business Education

- Clarify Vision — ‘make it real’

- Align activities around priority

- Agree Dashboard and actively manage
- Set common objectives & measure

- Communicate success — Tell the story



Customer at the Heart (CATH) cont...

Delivery
Creating a Roadmap of actions that will deliver a consistent
experience

Having defined the ideal customer and employee experience we will
create a Blueprint for delivering that experience. This will provide a
shared vision for the organisation. We will identify measures for
success and help you test, pilot and rollout the plan, learning and
adapting as the programme matures.

We will help you clarify your vision within the business, aligning
activities around key priorities and providing a dashboard to manage
the business around a common set of targets and measures.

Finally, we will help you define key messages that resonate with
your customers and position you as an organisation that
understands their functional and emotional requirements.

CATH is a robust methodology, proven across industries and
customer types, that enables clients to both understand and deliver
tangible change to their customer experience.

To find out how CGA could help you put the ‘Customer at the Heart’ of your business,

contact Rick Harris on +44 (0)1483 209 586 or rick@cgaexperience.com today.
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