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CX as Competitive Advantage
Differentiating and Adding Value to Your Product



– J E S S E  J A M E S  G A R R E T T,  C O - F O U N D E R  O F  A D A P T I V E  PAT H

“Experience design is the design of anything, 

independent of medium, or across media, 

with human experience as an explicit outcome, 

and human engagement as an explicit goal.” 

What is Experience Design?



Source: CB Insights

Top Reasons Startups Fail



Source: CB Insights

Failing to Understand 
Customer Needs

Top Reasons Startups Fail



– J A K E  S O R O F M A N ,  R E S E A R C H  V P,  G A R T N E R  

“As competition and buyer empowerment compounds, 
customer experience itself is proving to be the only 

truly durable competitive advantage.” 



4.5x  Willingness to Pay  

a Premium Price

5.1x  Revenue Growth  

for Leaders over Laggards

2.7x Operating Margin for  

Companies with Engaged Employees

F O R R E S T E R  R E S E A R C H



C U S T O M E R  E X P E R I E N C E :  VA L U E



Experience is a Key Layer to Your Offering
C U S T O M E R  E X P E R I E N C E :  VA L U E
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Experience is a Key Layer to Your Offering
C U S T O M E R  E X P E R I E N C E :  VA L U E



What does CX As Competitive 
Advantage Look like?



Warby Parker: $0 To $1.2B In 6 Years
T H E  P O W E R  O F  C U S T O M E R  J O U R N E Y



Reverb.Com: $0 To $600M In 5 Years
T H E  P O W E R  O F  C U S T O M E R  J O U R N E Y



Typical Retail:  Inside Out
T H E  P O W E R  O F  C U S T O M E R  J O U R N E Y

Evaluate Purchase Learn and Adopt Service and Support



Typical Retail:  Inside Out
T H E  P O W E R  O F  C U S T O M E R  J O U R N E Y

Evaluate Purchase Adopt & Use Service and Support

Next Time:  
Try Something Else



Re-Imagined Retail:  Outside In
T H E  P O W E R  O F  C U S T O M E R  J O U R N E Y

Evaluate Purchase Adopt & Use Service and Support

Next Time:  
Come Back…  
Bring Friends!



What Experience Do You Intend  
to Create & Deliver?



DELIGHT 
THE 

CUSTOMER!



“Great customer experiences don’t happen by accident.  
They’re the result of countless deliberate decisions made by 

every single person in your customer experience ecosystem 

on a daily basis.”

– M A N N I N G  A N D  B O D I N E ,  O U T S I D E  I N  

E X P E R I E N C E  S T R AT E G Y



Tools of CX Design: Mapping
Understanding Your Customer



Let’s make some toast…



Product experiences are nuanced…



C X  M A P P I N G  -  B R I N G I N G  C L A R I T Y  T O  E X P E R I E N C E

More Than A Journey



C X  M A P P I N G  -  B R I N G I N G  C L A R I T Y  T O  E X P E R I E N C E

Experience By Design, Not Chance



A  S A M P L E  M A P





THOUGHTS

FEEL INGS

ACT IONS

TOUCHPO INTS

CHANNELS

OPPORTUN IT I ES

How are people framing or evaluating their experience? 
What do they expect?

What emotions do people have along the way? 
What are the highs? What are the lows?

What effort are people expending?
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THOUGHTS

FEEL INGS

ACT IONS

TOUCHPO INTS

CHANNELS

OPPORTUN IT I ES

How are people framing or evaluating their experience? 
What do they expect? What are they thinking about?

What emotions do people have along the way? 
What are the highs? What are the lows?

What effort are people expending? Mental effort? Physical effort?

Person with need - Organization with stuff.

The medium through which the Touchpoint is conveyed.

Digital Transformation - Process Improvement -  
Training - Research - Service Design - Product Development



A  S A M P L E  M A P
Experience Map: The High-Impact Wish Journey August, 2017

map by

Thoughts

Feelings

Actions

Opportunities

Family
Journey

"Grateful... less alone"
Stay Connected

“Sad to leave”
Back to a New Reality Back to a New Reality

“Truly magical”
Have My Wish Have My Wish

“Anticipating is important”
Prepare for Wish Prepare for Wish

“You let the kids dream”
Pick a Wish Pick a Wish

“Easier than I thought”
Approval Approval

“We need this for our child”
Applying

“We never expected this”
Learning

Referral & Eligibility The Wish Lasting Impact

Connecting with others around 
the wish

Talking about the wish
Coordinate medical needs
Over-communication

Family bonding
Take pictures, capture memories
Doing what I wanted to do

Family bonding around memories Refer Wish Kids
Continue to fight Become a WG

Reflection on journey Continue connection w/ WG
Collecting & keeping momentos Wear MAW t-shirt
Expressions of thanks Join Facebook group

Lots of regular communication 
with wish granters

Making choices
Play & dialogue
Exploring & discovering

Receive referral coordinator & 
approval (intake) call

Receive welcome packet

Family submits application

Give assent to social worker to 
submit application, or

Family reaches out to MAW
Research on internet

Hear about MAW from med 
team or family

Anticipation & excitement
Shift in focus from illness to wish
Special, assured, and "heard"
Trust, tolerance for breakdowns

Renewal of strength & hope
Sad but grateful
Increased confidence
Reframed the illness in a 
positive way

Grateful
Motivated to pay it forward
Less alone & isolated

"Blown away"
Special & Normal
Growing confidence through 
“stepping out of comfort zone"
Surprised when special needs were 
not addressed

Empowered, informed,
in control

Grateful for thoughtfulness
Strong, warm connection
Special, adored, cared for

Curious
Scared Anticipation

Excitement
Anticipation

We were treated like kings & queens
Even more special than we thought
Four magical days where we got to 
relax as a family
Our child learned to love the world 
again
Treatments took a back seat to all the 
magic that was happening

It was the entryway into a different 
kind of life... we are going to enjoy it
We were sad to leave & keep 
flipping through pictures
Telling her story makes being special 
not a negative thing
It's not just about the trip, it's about 
the whole experience

Have connection now to people 
who are walking the same path
The wish granters are like big 
sisters to me
We hope to be able to become 
wish granters one day
Our kids talk about how we 
might be able to give back

He was treated like a kid, not a 
kid with cancer; they got him
They took a personal interest in 
our child and our family

They helped me make the 
biggest decision

They took a personal interest in 
our child and our family

Began to understand that focus 
on child is intentional; exploring 
and anticipating are important

Wish granters were very 
knowledgeable... facts & snacks

Being able to talk about the trip 
was invaluable

Somehow, someone found out 
I like ice cream
My condition was so serious 
they wanted to do something 
special for me

It didn’t take long
It was easier than we thought

We’ve known about MAW for
a long time

We’re not sure how MAW works
Does this mean we're terminal?

Create space around child
for Wish to emerge

Build Relationship

Exciting and Sobering
Approval Visits begin

Meet Wish Granter

 
Wish Granter Visits

All Smiles
Wish Happens!

 Special moments
Enhancements

Surprised what MAW can do
Make A Wish Introduced

World turned upside down
Diagnosis

Med Team

Website

Staff Community

Community + MAW

Welcome 
Packet

Personalized 
Countdown 

Rituals

Final 
Itinerary

Wearing 
Tshirts Kindness from 

Vendors

Mini-tini

Return 
Home

Tell the 
Story Recall 

Memories MAW Events

Application

How might we assess the presence of resilience at the beginning of the journey and then tailor our approach?
How might we align family expectations to the intended impact of the wish journey?

How might we create the relational context through which a wish emerges?
How might we help kids discover their wish and feel empowered without undue influence?
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6  S T E P S  F O R  
J O U R N E Y  M A P P I N G

1. Pick a target 

2. Gather the team to document 
current understanding 

3. Create your Field Guide 

4. Interview your customers! 

5. Code (document your findings) 

6. Gather the team to synthesize 
learnings into a journey model



1 .  D E F I N E  A  TA R G E T :  

D e cide WHOSE exp erienc e you are mapping;  

have a clear Point of View!





2 .  D O C U M E N T  W H A T  
Y O U  K N OW  A L R E A DY  

Gather a team of p e ople who know the Customer  
& gather existing Customer data





3 .  C R E A T E  A  F I E L D  G U I D E  

Bas e d on your Learning Goals



S TA N D A R D  G U I D E D  S T O R Y T E L L I N G  F I E L D  G U I D E

  Introduction 

  Permission to record 

  Project aims; Invite honesty and transparency 

  Intro questions: Get the participant in the habit of remembering 

  Guided Storytelling: “And then what happens?” 

  Wrap-up questions for your organization



4 .  I N T E RV I E W !  

Conduct Guide d Storytelling with your  
Field Guide



L E T ’ S  T R Y  I T.



THOUGHTS

FEEL INGS

ACT IONS

TOUCHPO INTS

CHANNELS

OPPORTUN IT I ES

How are people framing or evaluating their experience? 
What do they expect?

What emotions do people have along the way? 
What are the highs? What are the lows?

What effort are people expending?

Person with need - Organization with stuff

The medium through which the Touchpoint is conveyed.

Digital Transformation - Process Improvement -  
Training - Research - Service Design - Product Development



5 .  C O D E !  

Do cument your Findings in a systematic way



S TA N D A R D  G U I D E D  S T O R Y T E L L I N G  M E T H O D O LO G Y



6 .  C R E A T E  A  J O U R N E Y  M O D E L  

Gather the same team to synthesize what you 

learne d together into a Journey Mo del



A  S A M P L E  M A P



DESIRABILITY

FEASIBILITY

HIGH PRIORITY

MEDIUM PRIORITY

LOW PRIORITY

H O W  

M I G H T  

W E …

H O W  

M I G H T  

W E …

H O W  

M I G H T  

W E …

How Might We (Effect A Change In X) . .?

P R I O R I T I Z I N G  O P P O R T U N I T I E S



6  S T E P S  F O R  
J O U R N E Y  M A P P I N G

1. Pick a target: Decide whose experience 
you want to map; keep a clear Point of View! 

2. Document your current understanding: 
Gather a team of people who know the 
customers & gather all existing data 

3. Create your Field Guide based on your 
Learning Goals 

4. Interview your customers to find out their 
actual experience! 

5. Code: Document your findings systematically  

6. Create a Journey Model: Gather the same team 
to synthesize learnings into a Journey Model



Q & A
Applying CX Tools to Real Life Challenges



T H A N K  Y O U !

Charissa Morgan 
CX Consultant 

(312) 519-1697 
cmorgan@hs.lc

Jeff Blanchard 
Creative Director 

(502) 509-2509 
jblanchard@hs.lc 

mailto:cmorgan@highlandsolutions.com
mailto:jblanchard@highlandsolutions.com

