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“Customer-experience leaders gain rapid 
insights to build customer loyalty, make 

employees happier, achieve revenue gains 
of 5 to 10% and reduce costs by 15 to 

25% within 2 to 3 years.”
MCKINSEY
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W H A T  A R E  W E  T R Y I N G  T O  A C H I E V E  W I T H
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T W O  W O R L D S  C O L L I D E

WEB CONTENT SEARCH MOBILE SOCIALADVERTISING

PR DIRECT MAIL EMAIL PROMO CALL CENTER

Database 
Marketing

Digital 
Marketing

WEB CONTENT SEARCH MOBILE SOCIALADVERTISING

PR DIRECT MAIL EMAIL PROMO CALL CENTER

Hybrid
Marketing
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C U S T O M E R  E N G A G E M E N T  C A P A B I L I T I E S

UNDERSTAND

DECIDEACT

LISTEN

MEASURE
PLAN

Hi Mary. Based on your recent 
purchase we thought you 
might enjoy…
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C U S T O M E R  E N G A G E M E N T  C A P A B I L I T I E S

PLAN

If we take this 
approach…
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C U S T O M E R  E N G A G E M E N T  C A P A B I L I T I E S

LISTEN

Whoa, there’s 
a lot going 
on here!
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C U S T O M E R  E N G A G E M E N T  C A P A B I L I T I E S

+

What we’ve learned.

UNDERSTAND

= What we understand.What we already know.
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C U S T O M E R  E N G A G E M E N T  C A P A B I L I T I E SC U S T O M E R  E N G A G E M E N T  C A P A B I L I T I E S

What’s our 
best, next 
action?

DECIDE

Gather 
more data.

Offer them 
advice.

Offer a 
compliment
.

Offer a 
kind word.

Continu
e to 

listen.

Communicat
e with the 
customer.
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C U S T O M E R  E N G A G E M E N T  C A P A B I L I T I E SC U S T O M E R  E N G A G E M E N T  C A P A B I L I T I E S

Based on your 
needs, here’s what 
we recommend…

ACT
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C U S T O M E R  E N G A G E M E N T  C A P A B I L I T I E S

MEASURE

z

Aha! We can make this even better.
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C U S T O M E R  E N G A G E M E N T  C A P A B I L I T I E S

PLAN

Based on what we’ve 
learned, let’s take 
this approach.
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DEMO
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Questions?


