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Professional Certificate in Leading for Customer Experience Excellence

Continuous Improvement in Customer Experience

Continuous Improvement in Customer Experience is a key concept in the Professional Certificate in Leading
for Customer Experience Excellence. Here are some key terms and vocabulary related to this concept:

1. Continuous Improvement: Continuous Improvement is an ongoing process of identifying and
implementing improvements in products, services, or processes. It is a never-ending cycle of measuring
performance, identifying areas for improvement, implementing changes, and then measuring performance
again to see if the changes had the desired effect.

Example: A company might use Continuous Improvement to improve the customer experience of their
online checkout process. They might measure the time it takes for customers to complete the checkout
process, identify areas where customers are having difficulties, implement changes to make the process
easier, and then measure the time it takes for customers to complete the checkout process again to see if
the changes had a positive impact.

2. Customer Experience: Customer Experience is the sum total of all interactions a customer has with a
company, from the first time they become aware of the company to the time they stop doing business with
the company. It includes everything from the company's advertising and marketing to the product or
service itself to customer service and support.

Example: A customer's experience with a company might start when they see an advertisement for the
company's product. They might then visit the company's website to learn more about the product, place an
order, receive the product, and use the product. If they have any issues with the product, they might contact
the company's customer service department for help. All of these interactions are part of the customer's
experience with the company.

3. Customer Journey: The Customer Journey is the path a customer takes from the time they become aware
of a company to the time they stop doing business with the company. It includes all of the touchpoints a
customer has with a company, both online and offline.

Example: A customer's journey with a company might start when they see an advertisement for the
company's product. They might then visit the company's website to learn more about the product, place an
order, and receive the product. If they have any issues with the product, they might contact the company's
customer service department for help. All of these touchpoints are part of the customer's journey with the
company.

4. Voice of the Customer (VoC): The Voice of the Customer (VoC) is the feedback and insights that customers
provide about their experiences with a company. It can be collected through a variety of methods, including
surveys, focus groups, interviews, and social media monitoring.

Example: A company might use VoC to understand how customers feel about their checkout process. They
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might send a survey to customers who have recently made a purchase, asking them to rate their experience
and provide feedback. They might also monitor social media to see what customers are saying about the
checkout process. All of this feedback is part of the VoC.

5. Customer Experience Management (CEM): Customer Experience Management (CEM) is the process of
designing, implementing, and optimizing the customer experience. It involves understanding customer
needs and expectations, designing experiences that meet those needs and expectations, and continuously
improving those experiences based on customer feedback.

Example: A company might use CEM to improve the customer experience of their online checkout process.
They might start by understanding customer needs and expectations through VoC. They might then design
an experience that meets those needs and expectations, implementing changes to the checkout process to
make it easier and more efficient. Finally, they might continuously improve the experience based on
customer feedback, using Continuous Improvement to make ongoing improvements.

6. Customer Experience Strategy: A Customer Experience Strategy is a plan for how a company will design,
implement, and optimize the customer experience. It includes defining the target customer experience,
identifying the key touchpoints and moments of truth in the customer journey, and determining how the
company will measure and improve the customer experience.

Example: A company's Customer Experience Strategy for their online checkout process might include
defining the target customer experience as "easy, efficient, and enjoyable," identifying the key touchpoints
in the customer journey (such as the product page, the shopping cart, and the checkout page), and
determining how the company will measure the customer experience (such as by measuring the time it
takes for customers to complete the checkout process).

7. Customer Experience Metrics: Customer Experience Metrics are the measures a company uses to track the
customer experience. They can include both quantitative measures (such as time to complete the checkout
process) and qualitative measures (such as customer satisfaction ratings).

Example: A company might use Customer Experience Metrics to track the customer experience of their
online checkout process. They might measure the time it takes for customers to complete the checkout
process, the number of customers who abandon the checkout process, and customer satisfaction ratings.

8. Customer Experience Design: Customer Experience Design is the process of designing the customer
experience. It involves understanding customer needs and expectations, defining the target customer
experience, and creating experiences that meet those needs and expectations.

Example: A company might use Customer Experience Design to improve the customer experience of their
online checkout process. They might start by understanding customer needs and expectations through VoC.
They might then define the target customer experience as "easy, efficient, and enjoyable," and create an
experience that meets those needs and expectations by implementing changes to the checkout process
(such as adding a progress bar, providing clear instructions, and reducing the number of steps).

9. Customer Experience Journey Mapping: Customer Experience Journey Mapping is the process of
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mapping out the customer journey, from the first time a customer becomes aware of a company to the time
they stop doing business with the company. It involves identifying all of the touchpoints and moments of
truth in the customer journey, and understanding how customers feel at each stage of the journey.

Example: A company might use Customer Experience Journey Mapping to understand the customer journey
for their online checkout process. They might map out the journey from the time a customer first becomes
aware of the company's product, to the time they place an order, receive the product, and use the product.
They might also identify moments of truth in the journey, such as the checkout process, and understand
how customers feel at each stage of the journey.

10. Customer Experience Improvement: Customer Experience Improvement is the process of continuously
improving the customer experience. It involves measuring the customer experience, identifying areas for
improvement, implementing changes, and then measuring the customer experience again to see if the
changes had the desired effect.

Example: A company might use Customer Experience Improvement to improve the customer experience of
their online checkout process. They might measure the customer experience by tracking time to complete
the checkout process, the number of customers who abandon the checkout process, and customer
satisfaction ratings. They might then identify areas for improvement (such as reducing the number of steps
in the checkout process), implement changes, and measure the customer experience again to see if the
changes had a positive impact.

In conclusion, Continuous Improvement in Customer Experience is a critical concept in the Professional
Certificate in Leading for Customer Experience Excellence. By understanding key terms and vocabulary
related to this concept, such as Customer Experience, Customer Journey, Voice of the Customer, Customer
Experience Management, Customer Experience Strategy, Customer Experience Metrics, Customer Experience
Design, Customer Experience Journey Mapping, and Customer Experience Improvement, professionals can
design, implement, and optimize the customer experience to drive business success.
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