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Competing on price, product or service alone
is no longer enough and a focus on
cementing and strengthening customer
relationships will be key

Figure 2
Banks often leave customers asking, “If you don’t know me, how can you help me?”

2H A 22| (Customer Experience)
I#OI “M|cro Moments”E =WMH o2 o|slst 22|5t=

My bank “does not understand my individual needs”
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L My bank “is not helping me achieve financial goals”
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Source: Cisco Consulting Services, 2015
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Customer experience is about seizing on
the moments when consumers are open to
influence of brands

Being able to engage at critical touch
points and orchestrate a frictionless
customer journey

l-want-to-know
l-want-to-go
l-want-to-buy
l-want-to-do

“You’ve got to start with the
customer experience and work back

toward the technology — not the

other way around”
Steve Jobs
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