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Walden shows why most customer experience management fails to improve the customer’s real experience
and how to concentrate on the subjective emotional perceptions that drive the customer’s actual “experience”
rather than the quantitative service efficiency metrics gathered by most CX tools.

Customer experience management is not about managing every objective “experience” your customers have
with you. It’s about understanding, measuring and creating “experiences” that customers “value”.

So while service and efficiency are wonderful things, they represent "business as usual"; the ticket to the
game, the platform from which “experiences” are created not the experience itself!

The message of this book is that businesses are at risk!  Their uber focus on efficiency is leading them to
miss the chance to connect more closely with their customer base and deliver on the creative potential of
their brand. They ignore the fact that technology is an enabler of the “experience” it is not “the experience”.
Customers are not data – they are people: living, breathing, contradictory, infuriating bundles of cognitive
and emotionally-driven responses to stimuli.

“Experience” deals with how customers think, feel and behave – the things that motivate them to act which
go beyond frequently forgettable efficiency. This means differentiating by providing new and better
experiences based on a deeper understanding of what motivates customers to buy. To do that we must leave
the objective, quantitative, world of quality management and enter the subjective, qualitative, world of
customer’s psychology.  

Walden reboots our understanding of customer experience, showing us what it means, how to measure it,
what we need to do to manage it and how we can gain financially from it.

Understand, measure, create and do – but first of all, understand.
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From reader reviews:

Martha McKee:

In this 21st hundred years, people become competitive in every single way. By being competitive now,
people have do something to make all of them survives, being in the middle of the actual crowded place and
notice through surrounding. One thing that sometimes many people have underestimated the item for a while
is reading. Yes, by reading a reserve your ability to survive increase then having chance to stay than other is
high. For yourself who want to start reading any book, we give you this Customer Experience Management
Rebooted: Are you an Experience brand or an Efficiency brand? book as basic and daily reading book. Why,
because this book is usually more than just a book.

Robert Hatch:

Do you certainly one of people who can't read satisfying if the sentence chained in the straightway, hold on
guys this kind of aren't like that. This Customer Experience Management Rebooted: Are you an Experience
brand or an Efficiency brand? book is readable by simply you who hate those perfect word style. You will
find the facts here are arrange for enjoyable reading experience without leaving perhaps decrease the
knowledge that want to offer to you. The writer involving Customer Experience Management Rebooted: Are
you an Experience brand or an Efficiency brand? content conveys objective easily to understand by most
people. The printed and e-book are not different in the articles but it just different such as it. So , do you even
now thinking Customer Experience Management Rebooted: Are you an Experience brand or an Efficiency
brand? is not loveable to be your top list reading book?

Arthur Coe:

The book with title Customer Experience Management Rebooted: Are you an Experience brand or an
Efficiency brand? has lot of information that you can learn it. You can get a lot of benefit after read this
book. This kind of book exist new expertise the information that exist in this reserve represented the
condition of the world at this point. That is important to yo7u to know how the improvement of the world.
That book will bring you throughout new era of the glowbal growth. You can read the e-book on the smart
phone, so you can read the idea anywhere you want.

Katie Duffy:

What is your hobby? Have you heard that question when you got students? We believe that that problem was
given by teacher on their students. Many kinds of hobby, Everyone has different hobby. Therefore you know
that little person including reading or as reading through become their hobby. You have to know that reading
is very important and book as to be the thing. Book is important thing to increase you knowledge, except
your own teacher or lecturer. You get good news or update about something by book. Numerous books that
can you decide to try be your object. One of them is Customer Experience Management Rebooted: Are you
an Experience brand or an Efficiency brand?.
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