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CX and Empathy

Customers felt empathy from brands that were experiencing the pandemic
alongside them. This, however, is not a universal experience. Most businesses
still fail to show the empathy that customers seek. According to Salesforce,
while 68% of customers expect brands to demonstrate empathy, only 37%
report having experienced it.

Closing the CX empathy gap is one of the most difficult challenges that
businesses will face this year, yet it is critical to business success in 2023.
A Gartner survey of over 6,000 customers revealed the importance of

compassionate business practices, with proactive customer service programs
(those that anticipate customer needs) increasing net promoter scores and
customer satisfaction scores by a full percentage point.


https://www.gartner.com/smarterwithgartner/how-proactive-customer-service-will-transform-customer-experience
http://eepurl.com/hU1K_v
https://us14.campaign-archive.com/home/?u=90d39e6bb39bc53580b6416ab&id=7352354c13
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What kind of experience do you anticipate following your
interaction with the brand?

Our research of reasons for loyalty shows:
23% said empathy and care
70% said feeling valued as a customer

7% said “none, quality is fine"

It is not surprising because according to Forbes, a genuine connection is the best

way for a business to increase customer loyalty. Genuine care is essential in a world
where some businesses are more concerned with making a sale or digital
optimization than with the happiness of their customers. It contributes significantly to
the company's reputation as a "customer-first" organization.


https://www.linkedin.com/pulse/cx-action-olga-potaptseva-ccxp/
https://www.forbes.com/sites/forbescoachescouncil/2020/02/24/11-simple-ways-to-make-customers-feel-valued/?sh=41aee316bede
http://eepurl.com/hU1K_v
https://us14.campaign-archive.com/home/?u=90d39e6bb39bc53580b6416ab&id=7352354c13
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Where to find CX Definitions?

CXpanda is the first virtual library for the community of CX professionals. It makes
reliable CX knowledge easily accessible, from basic definitions to practical case
studies.On the platform you can find definitions, case studies and future trend for
Emotional Intelligence and much more.

CXpanda is accepting first signups now!

Joining is FREE. As an early subscriber, you get a chance to shape the future of CX
knowledge and help us build a platform for the benefit of all CX professionals

Don't forget to follow us on social media to stay up to date!

Twitter: cxpanda
Linkedin: CXpanda

SAM WEGMAN LEE KEMP

VP of Customer Experience Senior Director-Customer Experience

Univar Solutions Univar Solutions

Sam Wegman, VP of Customer Experience at Univar Solutions, and Lee Kemp,
Senior Director-Customer Experience at Univar Solutions are this month's featured


https://cx-panda.com/
https://twitter.com/cxpanda_
https://www.linkedin.com/company/cxpanda/about/
http://eepurl.com/hU1K_v
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Univar took gold in three categories, including Best Measurement, at the
international CX awards 22, where Olga was a judge.

It was a tough choice for the judges as all entries were of high quality and impact.
They looked for creativity, business relevance, and the ability to drive customer-
centric actions through measurement programs. Univar excelled in all of these
categories.

Sam, Lee, and their team delivered outstanding business relevance, and the ability
to drive customer-centric actions through measurement programs. This is significant
because the measurements can foster customer closeness and enable emotional
intelligence.
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New forms of Customer Centricity

Check out Olga’s conversation with Nick Van Langendonck from Unbossers. What is

unbossing? it is a management model that combines zero distance to customers
and-business success in a practical way.

In the video, Nick and Olga explain practical customer-centricity tips and discuss
why the unbossing concept helps customer-centricity. Customer closeness entails
relating to your customers, which is something that both ECC and Unbossers strive
for.


https://www.linkedin.com/posts/olga-potaptseva_customer-corporate-cx-ugcPost-6989134974058704899-GUm9?utm_source=share&utm_medium=member_desktop
http://eepurl.com/hU1K_v
https://us14.campaign-archive.com/home/?u=90d39e6bb39bc53580b6416ab&id=7352354c13
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X Join CX4Good

If you want to make a difference in the world with your CX skills, join CX4Good.
Watch our latest event recording to see some amazing examples of how CX is
expanding its scope


https://emojipedia.org/pushpin/
https://www.linkedin.com/company/cxwg/
https://www.linkedin.com/search/results/all/?keywords=olga%20potaptseva%2C%20ccxp&origin=RICH_QUERY_TYPEAHEAD_HISTORY&position=0&searchId=6d1408e5-c4a3-4c43-8bc4-1aa735904f3c&sid=O.%2C
https://eucustomerconsultancy.com/
mailto:cx@eucustomerconsultancy.com
mailto:cx@eucustomerconsultancy.com
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http://eepurl.com/hU1K_v
https://us14.campaign-archive.com/home/?u=90d39e6bb39bc53580b6416ab&id=7352354c13
javascript:;
MacBook


MacBook


MacBook



