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INVENTORY TURNOVER

CART ABANDONMENT

EMPLOYEE ATTRITION
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PROFITABILITY




CUSTOMER SATISFACTION

PURCHASE INTENT

BRAND PERCEPTION

EMPLOYEE ENGAGEMENT J

PRODUCT FEEDBACK

experience

DATA




turn customers Iinto fanatics
products into obsessions
employees into ambassacdors
and brands into religions




1 he experience economy is changing the way we compete.
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A SUPERIOR
EXPERIENCE

THE EXPERIENCE GAP




FORTUNE 100 HEALTHCARE CO. /. $ I 00

per year



TOP 10 GLOBAL TELECOM CO.
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Top 15 Best Global Brands Ranking
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Brand Value $m

Nekiay 34827

McDonald’s 32280

Google 32044

iloyotal 31301
Tl 30649

ney 28452

4P 24115

es-Benz 23882
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Gillette 22845

Cisco 22037
BMW: 21682

Microsoft 56687
GE 47758

€oca¥Calal 68739
Coca-Cola

DA

BVl 60241

TOP
GROWING

Apple (+37%)
. Google (+36%)
BlackBerry (+32%)

| J.P. Morgan (+29%)

Allianz (+28%)

/2010
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RIDE HAILING

Wyt Uber




PEER-TO-PEER PAYMENTS

P PayPal B
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CUSTOMERS




CUSTOMERS
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HIGHER
EDUCATION

6,000 ONLINE
CLASSES




HIGHER 12,000 ONLINE
EDUCATION CLASES

6,000 ONLINE
CLASSES




COMMODITY

SERVICES




CONSUMER
PRICE
INDEX
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qualtrics.

customer EXPERIENCE®

O Omni channe
measurement

[ ~ ] In-app and
website feedback

~ CXreporting,

analytics
P~ & dashboards
I‘\&/'I
Follow-up
[f;\] & case management
"
Operational

integration

qualtrics.

employee EXPERIENCE’
(). Employee
~Z  engagement
/‘:)“\
¢a5 360 employee
7 feedback
”_E‘&" Pulse
Surveys
E —XIT
interviews
I/_L_;,\
v Pre-hire

& onboarding

qualtrics.

Drand EXPERIENCE®

‘ 3rand
awareness
3rand

equity
[%_]7 Advertising
& copy testing
\“. Brand strategy
research
\ - “!
% Segmentation
& positioning

qualtrics.

- DrodUCT EXPERIENCE’

Concept
testing

Pricing
research

User
experience

Market
analysis

Conjoint
analysis



Shared Vision

NMOANTAS  qualtrics ss seme

\QANTAS GROUP

| 2 M 3

Holistic CX Management
System & Strategy

Manage Customer 8 Employee
EXperiences together

“SIMPLIFY
STANDARDISE
RATIONALISE”







