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Customer Experience Management

Uvod

Customer Experience Management (CXM nebo CEM) je strategicky pfistup k fizeni vSech
interakci zakaznika se znackou s cilem optimalizovat celkovou zakaznickou zkuSenost a vytvaret
dlouhodobé hodnotné vztahy. CXM zahrnuje systematické navrhovani, méreni a zlepSovani kazdého
touchpointu v zakaznické cesté napfic vsemi kanaly a po celou dobu vztahu se zakaznikem.

Na rozdil od tradi¢niho customer service, ktery reaguje na problémy, nebo customer satisfaction,
ktera mefi spokojenost po jednotlivych transakcich, CXM predstavuje proaktivni, holisticky a
strategicky pristup k vytvareni konzistentnich, pozitivnich zkusenosti, které buduji loajalitu a
generuji byznys hodnotu.

Definice Customer Experience

Co je Customer Experience?

Customer Experience (CX) je souhrn vSech vjemd, interakci a pocitd, které zdkaznik méa se znackou
béhem celého Zivotniho cyklu vztahu. Zahrnuje:

» Kognitivni slozku - racionalni hodnoceni (kvalita, cena, funkZnost)

* Emocionalni slozku - pocity a emoce spojené se znackou

» Behavioralni slozku - skutecné chovani a akce zakaznika

» Senzorickou slozku - smyslové vnimani (zrak, sluch, hmat, ¢ich, chut)
¢ Socidlni slozku - vliv ostatnich a socialni kontext

Customer Experience vs. Customer Service

Customer Experience /Customer Service
Proaktivni strategie Reaktivni podpora

Celd zakaznicka cesta |Specifické interakce
VSechny touchpointy  |Primarné support kanaly
Cela organizace Specifické oddéleni
Strategické vedeni Operativni provoz
Dlouhodobé loajalita  |Redeni problém

Historie a vyvoj

Evoluce zakaznického pristupu

¢ 50.-60. léta - Product-centric era - fokus na vyrobu a distribuci
 70.-80. léta - Sales-centric era - ddraz na prodej a marketing
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* 90. léta - Customer Service - vznik call center a customer support
¢ Rana 2000. léta - Customer Satisfaction - méreni CSAT, focus groups
e 2006+ - Customer Experience Management - holisticky strategicky pfistup

Klicové milniky

1998 - B. Joseph Pine Il a James H. Gilmore - kniha ,The Experience Economy*
2002 - Bernd H. Schmitt - ,,Customer Experience Management*

2003 - Fred Reichheld - Net Promoter Score (NPS)

2007 - Bruce Temkin - zalozeni Temkin Group, CX vyzkum

2011 - zaloZeni Customer Experience Professionals Association (CXPA)

2013 - Forrester zacina publikovat CX Index

2015+ - CX jako board-level priorita v Fortune 500 spolecnostech

Soucasny stav

Customer Experience Management je dnes uznavana business disciplina s vlastnimi profesnimi
certifikacemi (CCXP), konferencemi, vyzkumnymi instituty a C-level pozicemi (Chief Experience
Officer, Chief Customer Officer). Prlzkumy konzistentné ukazuji korelaci mezi CX excelenci a business
vykonem.

Dimenze Customer Experience

1. Success (Uspéch)

Schopnost zakaznika dosahnout svého cile snadno a efektivné.

Klicové aspekty:

Effectiveness - dokaze zakaznik dokoncit Ukol?

Efficiency - jak rychle a s jakym Usilim?

Ease of use - je proces intuitivni?

Problem resolution - jsou problémy rfeSeny pfi prvnim kontaktu?

Metriky:

e Task completion rate

¢ Time on task

e Customer Effort Score (CES)

¢ First Contact Resolution (FCR)

2. Effort (Usili)

Mnozstvi prace, kterou musi zakaznik vynalozit k dosazeni svého cile.
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Principy:

» Minimize steps - co nejméné krokd k cili

* Reduce friction - odstranit prekdzky a frustraci

e Anticipate needs - predvidat a resit pred dotazem
* Self-service - umoznit zékaznikim pomoci si sami

Nastroje:

e Process mapping

e Friction analysis

e Customer Effort Score
e Journey analytics

3. Emotion (Emoce)

Pocity a emocionalini stav zédkaznika béhem a po interakci.

Emocionalni spektrum:
* Pozitivni - radost, prekvapeni, d@véra, hrdost
e Neutralni - spokojenost, o¢ekavani
* Negativni - frustrace, zklamani, hnév, Gzkost

Emocionalni journey:

e Peak moments - vrcholné pozitivni zazitky
« Pain points - frustrace a negativni emoce
* End experience - posledni dojem (Peak-End Rule)

Méreni:

e Sentiment analysis

e Emotional response tracking
 Voice of Customer programs
e Qualitative research

CX Management Framework

1. Strategie a vize

Definovani CX strategie a jeji propojeni s business cili.
Komponenty:

e CX Vision - aspiracni predstava idealni zkuSenosti

e Experience Principles - hodnoty a principy fidici rozhodovani

* Target segments - kliCové zakaznické segmenty

* Value proposition - jedinecna hodnota pro zdkaznika
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e CX goals - méritelné cile (NPS, CSAT, retention)
* Business case - propojeni CX s business vysledky

Priklad CX Vision: ,Vytvaret bezproblémové, personalizované zkuSenosti, které predvidaji potfeby

zakaznikl a npesbilwaji jejich ocekavani v kazdém touchpointu.”
2. Understanding (Porozumeéni)

Hluboké porozuméni zakazniklm, jejich potfebdm a chovani.

Metody vyzkumu:

Kvantitativni - surveys, web analytics, transactional data
Kvalitativni - interviews, focus groups, ethnography
Behavioral - clickstream, usage patterns, purchase history
Feedback - support tickets, reviews, social media

Vystupy:

e Customer personas

e Segmentace

e Jobs-to-be-Done

e Customer journey maps

e Empathy maps

* Voice of Customer insights

3. Design (Navrhovani)

Vytvareni zamérnych, optimalizovanych zakaznickych zkusenosti.
Pristupy:

e Service Design - design komplexnich sluzeb

» Experience Design - design end-to-end zkuSenosti
* Journey Orchestration - koordinace touchpointd

e Omnichannel Design - konzistence napfi¢ kanaly
* Personalization - individualizace zkuSenosti

Principy:

e Customer-centricity
e Consistency

e Convenience

e Transparency

e Empathy
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4. Delivery (Realizace)

Implementace a konzistentni dodavani navrzenych zkusenosti.
Enablers:

 People - Skoleni, empowerment zaméstnancl

* Process - optimalizované procesy podporujici CX
e Technology - CRM, analytics, automation

e Culture - customer-centric kultura

e Governance - vlastnictvi a odpovédnost za CX

Kanaly:

 Physical (pobocky, prodejny)

* Digital (web, mobile apps)

* Voice (call center, voice assistants)

e Social (social media)

» Self-service (FAQ, chatbots, knowledge bases)

5. Measurement (Méreni)

Systematické sledovani a vyhodnocovani CX vykonu.
Metriky:
Relationship metrics (vztahové):

¢ Net Promoter Score (NPS)

e Customer Satisfaction (CSAT)
¢ Customer Lifetime Value (CLV)
¢ Retention rate

e Churn rate

Transactional metrics (transakéni):

e Customer Effort Score (CES)

e Task success rate

¢ First Contact Resolution (FCR)
e Average handling time

e Response time

Operational metrics:

e Conversion rate

e Cart abandonment

e Website/app performance
e Channel usage

¢ Self-service rate

Financial metrics:
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e Revenue growth

e Customer acquisition cost (CAC)
e Share of wallet

e Cross-sell/up-sell rates

6. Improvement (Zlepsovani)

Kontinualni optimalizace na zakladé dat a zpétné vazby.
Pristupy:

» Closed-loop feedback - reakce na individualni feedback
» Root cause analysis - identifikace pficin problému

» A/B testing - testovani variant

* Journey optimization - odstranéni friction pointl
 Innovation labs - experimentovani s novymi pristupy

Governance:

e CX steering committee
Journey owners

Regular CX reviews
Prioritization frameworks
ROI tracking

Customer Journey Mapping v CXM

Komponenty comprehensive journey mapy

e Stages - faze (Awareness - Consideration —» Purchase » Usage — Loyalty » Advocacy)

e Customer goals - co zakaznik chce dosahnout
 Actions - kroky, které zakaznik podnika

e Touchpoints - vSechny kontaktni body se znackou

e Channels - kanaly interakce (web, store, phone, email)
Thoughts - co si zakaznik mysli

Emotions - jak se zakaznik citi (emotion curve)

Pain points - frustrace a problémy

Moments of truth - kritické okamziky

Opportunities - prileZitosti ke zlepseni

Backstage - interni procesy a systémy

Typy journey map

e Current state - jak to funguje dnes
e Future state - vize idealniho stavu
e Day in the life - SirSi kontext zdkaznika
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e Service blueprint - propojeni frontstage a backstage

Best practices

* Research-based - zalozeno na skuteCnych datech, ne na predpokladech
* Visual - snadno srozumitelnd vizualizace

e Actionable - jasné opportunities a next steps

e Living document - pravidelné aktualizovano

* Socialised - sdileno napfi¢ organizaci

 Specific - pro konkrétni personu a scénar

Technologie a nastroje CXM

CXM platformy

Funkce:

e Survey management

e Feedback collection

e Analytics a reporting

e Journey analytics

e Text a sentiment analysis

¢ Closed-loop case management

* Integration s CRM a dalSimi systémy

Hlavni platformy:

¢ Qualtrics XM
Medallia
InMoment
Clarabridge
SurveyMonkey CX
o GetFeedback

Customer Data Platforms (CDP)

Centralizace zékaznickych dat ze vsech zdrojl pro jednotny pohled.
Funkce:

e Unified customer profile

e Real-time data integration
e Segmentation

e Orchestration

e Analytics

Priklady:
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e Segment

e Tealium

e Adobe Experience Platform
 Salesforce CDP

Journey Analytics

Nastroje pro analyzu skute¢ného chovani zakaznikd v jejich cesté.
Funkce:

e Path analysis

 Drop-off identification

e Conversion funnel analysis
e Cross-channel tracking

e Predictive analytics

Priklady:

¢ Salesforce Interaction Studio
e Adobe Customer Journey Analytics
e Pointillist

Voice of Customer (VoC) nastroje

Sbér a analyza zpétné vazby od zakaznikd.
Zdroje dat:

e Surveys (post-transaction, relationship, onsite)
e Reviews a ratings

¢ Social media

e Call transcripts

e Chat logs

e Support tickets

Analyza:

e Text analytics

e Sentiment analysis
e Topic modeling

e Trend identification

CRM systémy

Rizeni vztahd se zdkazniky a jejich historie.

Funkce pro CXM:
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e 360° customer view

e Interaction history

e Segmentation

e Campaign management

e Service case management

Platformy:

 Salesforce

¢ Microsoft Dynamics 365

e HubSpot

e Oracle CX Cloud

e SAP Customer Experience

Organizacni aspekty CXM

CX role a odpovédnosti

Chief Experience Officer (CX0) / Chief Customer Officer

(CCO)

Odpovédnosti:

e CX strategie a vize

e Cross-functional leadership

e CX culture a transformation

e Business case pro CX investice
e Executive reporting

CX Director/Manager

Odpovédnosti:

e Program management

¢ VoC a measurement

e Journey mapping

e Improvement initiatives

e Stakeholder management

Journey Owner

Odpovédnosti:

e End-to-end odpovédnost za konkrétni journey
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¢ Cross-functional koordinace
e Performance tracking

e Continuous improvement

e Prioritizace zmén

CX Designer

Odpovédnosti:

e Journey mapping

e Experience design

¢ Prototyping

e User research

e Co-creation workshops

CX Analyst

Odpovédnosti:

Data analysis

Reporting a dashboarding
Insight generation

ROI tracking

e Measurement framework

CX governance model

Steering Committee:

e Executive sponsorship
Strategic direction
Budget allocation
Priority setting

CX Core Team:

e Program management

e Methodology a standards
e Tool ownership

e Training a enablement

Journey Teams:

e Cross-functional members
e Journey-specific improvements
e Testing a learning
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e Implementation
Extended Network:
e CX champions napfic organizaci

e Advocacy a adoption
e Feedback a input

CX Culture

Charakteristiky customer-centric kultury

e Customer obsession - zdkaznik v centru vsech rozhodnuti

* Empathy - skute¢né porozumeéni zakaznikdm

« Empowerment - zaméstnanci maji pravomoc pomahat

 Collaboration - prace napfric silos
 Innovation - experimentovani a uceni
e Accountability - vlastnictvi CX metrik

* Recognition - ocenéni customer-centric chovani

Budovani CX kultury

Leadership:

e Walk the talk - vedeni jako role model

e Visible commitment

e Regular communication o CX

e Embedding CX do performance management

Employees:

e CX training a onboarding

e Sharing customer stories

e Employee recognition programs
 Voice of Employee (VoE) programy

Processes:

e CX considerations v decision-making

e Customer-focused metrics

¢ Cross-functional rituals (journey reviews)
* Closed-loop feedback

Employee Experience (EX) a CX

Silna korelace mezi spokojenosti zaméstnancl a zakaznickou zkusenosti.

Propojeni:
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e Happy employees - Happy customers

e Engaged employees - Better service

e Empowered employees = Problem solving

e Trained employees - Consistent experience

EX priority areas:

e Tools a technology
Training a development
Recognition a rewards
Work environment
Purpose a meaning

Odvétvi-specifické aplikace
Retail

Klicové journey:

e Product discovery a research

e |n-store shopping

¢ Online purchasing

e Omnichannel (BOPIS - Buy Online Pick-up In Store)
e Returns a exchanges

e Loyalty programs

Trendy:

e Phygital experiences

AR/VR try-ons

Personalized recommendations
Frictionless checkout

Social commerce

Banking & Financial Services

Klicové journey:

Account opening
Digital banking
Loan application
Investment advisory
Problem resolution

Vyzvy:

e Regulace a compliance
e Security vs. convenience
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e Legacy systems
e Trust building
e Financial literacy

Healthcare

Klicové journey:

e Appointment scheduling
e Check-in a registration

e Consultation a treatment
* Billing a insurance

e Follow-up care

Specifika:

e Patient empowerment

e Emotional sensitivity

e Clinical + administrative experience
e Caregiver experience

e Health outcomes jako CX metrika

Telecommunications

Klicové journey:

¢ Plan selection

¢ Activation

e Technical support

* Billing

e Upgrades a retention

Pain points:

e Complex pricing

e Network issues

e Long wait times

e Contract complexity

Travel & Hospitality

Klicové journey:

e Inspiration a planning
Booking

Pre-trip

During trip

Post-trip
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Moments of truth:

First impression
Problem recovery
Peak experiences
Last impression

ROI Customer Experience
Financ¢ni dopady CX

Prijmy:

» Retention - 5% nardst retence = 25-95% nardst profitu
Cross-sell/Up-sell - spokojeni zakaznici kupuji vice
Referrals - word-of-mouth marketing

Premium pricing - ochota platit vice za lepsi zkusenost
Market share - CX jako konkuren¢ni vyhoda

Naklady:

Snizeni churn - ndklady na nové zdkazniky jsou 5-25x vyssi nez na retenci
Efektivita podpory - nizsi call volumes, vyssi FCR

Process efficiency - optimalizované procesy

Brand reputation - prevence negativnich reviews

Méreni ROI CX iniciativ

Framework:

 Baseline metriky (pred iniciativou)

¢ Clear goals a target

* Attribution model (co zpdsobilo zménu)
e Financni impact (revenue, costs)

e ROI calculation

Priklad:

¢ Investice: Redesign onboarding procesu - $500K
 Vysledky: 15% narlst conversion, 20% snizeni support tickets
e Financni dopad: $2M nové revenue, $300K saved costs

* ROI: 360% za prvni rok

Business case pro CX

Struktura:
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e Executive summary

Current state a pain points

Proposed solution

Expected benefits (quantitative a qualitative)
Investment required

Risk mitigation

Timeline a milestones

Vyzvy v CXM

Organizacni vyzvy

e Silos - izolované Utvary s vlastnimi cili

» Conflicting priorities - kratkodobé prodejni cile vs. dlouhodoba CX
e Ownership - nejasné vlastnictvi end-to-end journey

* Change resistance - ,always done it this way"

» Budget - obtizné zdlvodnit CX investice

Technologické vyzvy

Data silos - zakaznicka data v mnoha systémech
Integration - propojeni legacy a novych systémd
Real-time - potreba real-time dat pro personalizaci
Privacy - GDPR, CCPA a dalSi regulace

Technology debt - zastaralé systémy brani inovacim

Metodologické vyzvy

e Attribution - obtizné izolovat vliv CX na business vysledky

* Measurement - co a jak méfit

* Survey fatigue - pfilis mnoho prdzkumu snizuje response rate
e Action gap - insights, které nevédou k akcim

 Scale - Skalovani CX napfic velkou organizaci

Kulturni vyzvy

¢ Mindset shift - od product-centric k customer-centric
e Short-termism - tlak na kvartalni vysledky

 Risk aversion - strach z experimentovani

« Skill gap - nedostatek CX expertizy

» Executive buy-in - nedostatecna podpora vedeni

Best Practices v CXM
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Start with Why

* Jasna artikulace, pro¢ CX zalezi pro byznys
* Propojeni CX s business strategii
e Communication o CX vision napfiC organizaci

Get Executive Sponsorship

e |dentifikovat executive champion
e Regular reporting na board/executive level
e Embedding CX do executive scorecards

Start Small, Think Big

Pilot projekty s jasnym ROI
Quick wins pro momentum
Scalable methodology
Long-term roadmap

Make it Personal

e Executives spend time s zakazniky

e Customer immersion programs

e Storytelling - real customer stories

» Personifikace dat (personas, journey maps)

Close the Loop

e React na individuaini feedback

e Communication o changes made
e Thank customers za feedback

e Show impact of their input

Measure What Matters

Focus na outcome, ne output metriky
Balance mezi leading a lagging indicators
Link CX metrics to business metrics
Actionable dashboards

Empower Employees

e Training a development
e Authority to resolve issues
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e Recognition a rewards
¢ Tools a resources

Think Omnichannel

 Consistent experience napfi¢ kanaly
e Seamless transitions mezi kanaly

e Channel preference flexibility

* Mobile-first approach

Innovate Continuously

Innovation labs
Rapid prototyping
Fail fast, learn faster
Trend monitoring

Partner Ecosystem

e CX consultancies

e Technology partners

e Industry communities (CXPA)
e Academic research

Budoucnost CXM

Emerging trendy

Al a Machine Learning

* Predictive analytics - predvidani churn, next best action

* Personalization at scale - hyper-personalizace pro kazdého zakaznika
e Chatbots a virtual assistants - Al-powered customer service

» Sentiment analysis - automaticka analyza emoci z textu/hlasu
 Recommendation engines - personalizované doporuceni

Emotional Al

* Rozpoznavani emoci z hlasu, obliceje, textu
e Adaptivni responses na emocionalni stav
e Empathetic Al assistants
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Hyper-personalization

e Individualized experiences v real-time
e Context-aware interactions

¢ Predictive engagement

e One-to-one marketing at scale

Voice a Conversational Interfaces

* Voice-first experiences

e Natural language processing

e Ambient computing

* Voice of Customer z voice interactions

Augmented a Virtual Reality

e Virtual showrooms

e AR product try-ons

e Virtual customer service

e Immersive brand experiences

Blockchain

e Decentralized identity

e Transparent loyalty programs
e Secure data sharing

e Smart contracts

IoT a Connected Experiences

e Proactive service (device health monitoring)
e Contextual experiences

e Seamless ecosystem

 Predictive maintenance

Evolving customer expectations

Instant gratification - rychlost jako standard
Proactive service - feseni problému pred jejich vznikem
Privacy-first - transparentnost a kontrola nad daty
Sustainability - etické a environmentalni hodnoty
Authenticity - genuine brand values a actions
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Klicové osobnosti a thought leaders

e Fred Reichheld - Net Promoter Score

e Bruce Temkin - CX thought leadership, XM Institute
¢ Jeanne Bliss - Chief Customer Officer movement

e Shep Hyken - customer service excellence

¢ Annette Franz - customer-centric culture

e Blake Morgan - CX futurist

e Colin Shaw - emotional engagement

» Kerry Bodine - customer experience design

Professional Development

Certifikace

e CCXP (Certified Customer Experience Professional) - CXPA

e CXC (Customer Experience Certificate) - CXPA
e CX Specialist - CX Academy
» Service Design certifications

Organizace a asociace

¢ CXPA (Customer Experience Professionals Association)
e CX Network

e Temkin Group (nyni XM Institute)

e Forrester CX research

e Gartner Customer Experience

Konference

e CX Network Global Summit
e CXPA Insight Exchange

¢ Customer Contact Week

e Forrester CX Summit

e Adobe Summit

Doporucena literatura

Zakladni knihy

¢ B. Joseph Pine Il, James H. Gilmore: ,, The Experience Economy*“
e Bernd H. Schmitt: ,,Customer Experience Management”

e Jeanne Bliss: , Chief Customer Officer 2.0"

e Colin Shaw: , The Intuitive Customer”
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e Shep Hyken: ,The Convenience Revolution”
¢ Annette Franz: ,Customer Understanding”
e Matthew Dixon, Nick Toman, Rick DelLisi: ,The Effortless Experience*

Vyzkumné reporty

e Forrester - CX Index

e Gartner - Magic Quadrant for CXM

e Temkin Group - CX Ratings

e McKinsey - Customer Experience research
e Accenture - CX studies

Online zdroje

e Customer Think

e MyCustomer

e CX Journey

e Experience Matters (Bruce Temkin)
e CXPA blog a resources

Case Studies

Apple

Pristup:

e End-to-end ecosystem experience

e Genius Bar - in-person expert support
e Seamless device integration

e Premium retail experience

Vysledky: Nejvyssi ACSI (American Customer Satisfaction Index) skére v tech industry, prémiova

cenova strategie, vysoka loajalita.

Amazon

Pristup:

¢ Obsese zakaznikem (,Day 1“ filosofie)

e Frictionless purchasing (1-click)

e Customer-centric inovace (Prime, recommendations)
» Proactive customer service

Vysledky: Dominance v e-commerce, NPS 62 (industry priimér 40), Prime membership loyalty.
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Ritz-Carlton

Pristup:

e Empowerment - $2000 per employee per guest
e Personalization - guest preference tracking

e Service recovery excellence

e Emotional engagement

Vysledky: Legendarni reputace, vysoka obsazenost i v premium segmentu, brand loyalty.
USAA

Pristup:

e Deep understanding vojenské komunity
e Member-owned model

e Omnichannel excellence

 Proactive service (disaster response)

Vysledky: #1 v customer loyalty mezi bankami, NPS 75+, 98% retention rate.

Souvisejici témata

e Service Design

UX Design a uzivatelska zkusenost
Design Thinking

Customer Relationship Management
Digital Transformation

Marketing Automation

Business Process Management
Change Management

Externi odkazy

Customer Experience Professionals Association
Experience Matters - Bruce Temkin

Forrester CX Research

MyCustomer

CustomerThink
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