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In the current digital landscape, merely competing on goods and services falls short. 

To stay competitive, businesses must provide a compelling customer experience (CX) 

that not only meets but surpasses ever-evolving customer expectations. Customers 

now anticipate the same level of satisfaction they receive from industry leaders like 

Amazon and Apple. 

When businesses fail to comprehend or address these expectations, gaps appear in 

the customer journey. Consequently, CX quality declines, leading to increased 

customer churn and difficulties in acquiring new customers. 

What is CX Transformation? 

CX Transformation is a strategic initiative aimed at enhancing customer interactions 

with your business. It involves streamlining sales and services across the entire 

customer journey. By embracing CX transformation, your business can create 

memorable experiences that genuinely resonate with customers, making the overall 

CX “sticky.” This approach is likely to improve customer loyalty, encouraging them to 

stay engaged longer, increase their spending, and even refer others. 

Adapting your customer experience (CX) to meet ever-increasing consumer 

expectations is akin to aiming at a moving target. Indeed, this presents a formidable 

challenge. However, despite the difficulties, CX transformation is crucial for 

maintaining competitiveness and ensuring customer satisfaction. 

Why is CX Transformation so challenging? 
Traditionally, businesses tend to view customer experience (CX) through a narrow 

lens, focusing solely on individual interactions and touchpoints. However, high 

performance at an isolated touchpoint does not necessarily guarantee an exceptional 



overall experience. To truly create a compelling CX, it is essential to consider the 

entire customer journey, which often involves complex interactions across multiple 

channels and touchpoints. Successful CX transformation demands an integrated, 

value-driven approach that optimizes end-to-end journeys. 

Value-driven Approach to CX Transformation 

To achieve successful CX transformation, it is crucial to establish a strong link 

between the customer journey and value creation. Here is how it can be done: 

1. Customer Journey Mapping: Begin by mapping out the entire customer 

journey. Understand each touchpoint, interaction, and step that a customer 

goes through—from initial awareness to post-purchase support. This 

perspective helps you see the journey from the customer’s eyes. 

 

2. Value Model Creation: 

o Business Perspective: Develop a value model that describes how your 

business creates value. Identify the key components, such as your core 

capabilities, resources, and processes. 

o Value Propositions: Define the value propositions your business offers to 

customers. What unique benefits do they receive? 

o Value Streams: Understand how value flows—how your business delivers 

value to customers and how customers reciprocate (e.g., payment, 

loyalty). 

 

3. Linking Perspectives: 

o Identify Pain Points: Overlay the customer journey map with the value 

model. Identify pain points where customer needs are not adequately 

met or where value exchange is suboptimal. 

o Innovate and Optimize: Use this insight to innovate and optimize. 

Address pain points by enhancing capabilities, streamlining processes, 

and improving value delivery. 



o Differentiation: By optimizing the end-to-end journey, you differentiate 

your business. Customers will appreciate the seamless experience and 

value you provide. 

CX transformation is an ongoing process that requires alignment across the 

organization and a commitment to continuous improvement. 

 

AEACGi has helped clients improve customer 

experience transformation and improve the market 

reputation.  

 

 

 

 

How can we help in customer 

experience transformation?  

https://aeacgi.ca/industries/retail
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