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No se puede mostrar la imagen.

80%
de los CEOs 
creen que 
entregan
experiencias
inigualables

Encuesta realizada por Bain & Company entrevistando a 362 empresas y sus clientes? ¡Y la investigación fue realizada por 
Frederick F. Reichheld, inventor del concepto NPS!

de los clientes
estan de acuerdo

8%
Bain & Company via Craig McVoy, CCXP: https://medium.com/@CMcVoy/80-of-ceos-believe-they-deliver-superior-customer-experience-661efabd16b0 

https://medium.com/@CMcVoy/80-of-ceos-believe-they-deliver-superior-customer-experience-661efabd16b0


Experiencia
desconocida

Interacciones
aisladas

Sistemas en
silos



…Usando el poder de X & O

Información sobre sus 
operaciones diarias, como 
ventas, finanzas, ganancias, 
perdidas, etc.

O-data te ayuda a 
dirigir su negocio

El factor humano: 
retroalimentación, 
emociones y 
sentimientos.

X-data ayuda a descubrir qué es lo más 
importante para los clientes

Operational
¿Que esta pasando?

eXperience
¿Por qué estan pasando las cosas?



Social Media

Returns

Call center

Store pickup

Mobile App

Website
In-store

Banner Email
Event

Propensión Ingresos Consumos Resoluciones Estatus

Motivación Valor Disfrute Impacto Lealtad

RecompraSoporteUsoCompraBusqueda

Customer Journey





Your customer knows best. The best run SAP.
EXPERIENCE MANAGEMENT

ACTUARESCUCHAR ENTENDER
Encuentra tendencias ocultas y 
automáticamente obtenga 
recomendaciones sobre qué hacer al 
respecto.

Recopile datos de experiencia de 
clientes en cada punto de 
contacto significativo.

Cerrar las brechas en la experiencia. Lleve 
los datos X y O a los sistemas operativos y 
procesos de negocio para crear 
experiencias atractivas.





INCREASE CUSTOMER ENGAGEMENT AND 
SATISFACTION SCORE

CONVERSION RATE

INCREASE ORDER VALUE

REDUCE WEBSITE/ CART ABANDONMENT

REDUCE UNSUBSCRIBE RATE

REDUCE CHURN

REDUCE BOUNCE RATE

B U S I N E S S  
O U T C O M E SINCREASE CLICK-THROUGH AND 

CONVERSION RATES

INCREASE NPS

Beneficios



C X  +  O

Customer Buying
Experience
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Personalized 
Offer

Customer is 
browsing website
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Personalized 
Offer

Searching for the bike, 
customer has been

interested in for some time
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Personalized 
Offer

CX+O intercept
Powered by Qualtrics, 

user enters his 
browsing experience 
right in the moment
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CX+O intercept
Powered by Qualtrics, user enters his 

browsing experience right in the moment
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CX+O intercept
Powered by Customer Data Cloud and 

Qualtrics, company is recognizing he has 
been visiting the site for 3rd time and pushes 

an Offer after completing a survey

Personalized 
Offer
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…user is asked to provide more 
information about himself…

Personalized 
Offer
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…his interests,…

Personalized 
Offer
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and to provide consent via CDC for 
personalized promotions

Personalized 
Offer
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Marketing Cloud triggers a 
personalized E-Mail offer based on the

feedback provided

Personalized 
Offer
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Personalized browsing
Experience based on the offer

received

Personalized 
Offer
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the checkout…

Check out INSIGHTS

ACTION
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…Customer has to register. 
CDC integration offering social

registration and collecting consent
from Customer 

Check out
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CX+O Intercept
Powered by Qualtrics and the 

Ambassador program, before leaving 
the page Customer is being presented 

an offer to join and avail benefits

Check out
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Marketing Cloud triggers a 
personalized E-Mail offer for
members of the Ambassador

program

Check out
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CX+O Survey
Customer rates his 
product experience 

positively…

Positive 
Feedback
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CX+O Survey
…and wants to share this

experience with his friends

Positive 
Feedback
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CX+O Survey
Customer rates the satisfaction

in a negative way…

Negative 
Feedback
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CX+O Survey
…and has the opportunity to share

with the Company what went
wrong

Negative 
Feedback
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CX+O Insights to Action
The Executive Summary 

gives the Head of Marketing 
the possibility to drill into

NPS per region…

Bringing Insights 
and Action
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CX+O Insights to Action
Powered by Qualtrics, Head of 
Marketing gets insights in the 

conversion rate from website visitors 
as well as…

Bringing Insights 
and Action

X

O
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CX+O Insights to Action
…how Ambassadors are taking 
the opportunity to share their 
experiences on social channels

Bringing Insights 
and Action
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…and the option to leverage
prescriptive insights to take all 
Insights collected during the

customer journey and turn them into
Action

Bringing Insights 
and Action



Customer 
Retention
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Personalized Offer
Powered by Qualtrics, Marketing 

Cloud sends an offer to retain
customers, 
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