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Organisations are 
full of humans who 

aren’t allowed to 
act in a human way



85%
Organisations often feel impersonal and have lost their 'human' touch



83%
Organisations take their customers for granted



81%
Organisations are more interested in cutting costs than creating a good experience



78%
Organisations send too many emails and requests asking for feedback



The Three Myths

1. The Myth of Customer Feedback 
2. The Myth of Customer Loyalty
3. The Myth of Return on Investment



The Pointless



The Demanding



The Inappropriate



The Immoral



The Weird



Your role

Focus groups

Complaints analysis

Meet the Managers

Customer surveys

Most customer ‘research’ work 
is usually focussed here

Their real 
world and 

real life

Their hopes
and

ambitions

Their home Their 
business

Their real 
world and 

real life

Their hopes 
and ambitions

Your organisation’s 
role

The services they 
use to help

The things that 
get in the way

Their perfect 
solution 

Their family 
and home



It convinces leaders they’re close to 
what matters to customers, 
when they’re only close to 

customers’ opinions of their business 



The Three Myths

1. The Myth of Customer Feedback 
2. The Myth of Customer Loyalty
3. The Myth of Return on Investment



Lots of cars
Low prices
Pre-book
Cash only

‘Just round the corner’

Some cars
Low prices
Pre-book

Pay by card
Know where car is

Lots of cars
Low prices
Pre-book

Pay by card
Know where car is
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If leaders believe customers 
are ‘loyal’, then they stop 

trying to impress them



So what?





















So, how to do it?



Customer Pioneers



Consistent



Proactive



Respectful



Straightforward



Draw a map 
of the world



Enablers

Ambition
Connection
Freedom
Focus
Perspective



Connection



Your role

Their real 
world and 

real life

Their hopes
and

ambitions

Their home Their 
business

Their real 
world and 

real life

Their hopes 
and ambitions

Your organisation’s 
role

The services they 
use to help

The things that 
get in the way

Their perfect 
solution 

Their family 
and home



‘The more formal the 
forum, the less I learnt’

Alan Riley, Director of Customer Services, 
Chiltern Railways



Enablers

Ambition
Connection
Freedom
Focus
Perspective





It wasn’t the brand I had a 
relationship with, but the people. 

It wasn’t Honest Burgers I was 
recommending; it was Liz.



Empowerment



Enablers

Ambition
Connection
Freedom
Focus
Perspective



47





Enablers

Ambition
Connection
Freedom
Focus
Perspective







Enablers

Ambition
Connection
Freedom
Focus
Perspective





If in doubt, 
be human

JohnJsills

CX_stories

CX Stories



Let’s talk about you

Ambition
Connection
Freedom
Focus
Perspective

Which of the enablers do you think you do well?

What is most important for you to do better?
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