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Digital Customer
Experience Best Practices
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1.HOW IS DIGITAL CX DIFFERENT FROM HUMAN

INTERACTION CX?

Digital customer experience refers to the interactions and experiences that customers have with a
company through digital channels such as websites, mobile apps, and chatbots. This type of customer
experience is typically characterised by quick and convenient access to information, personalisation
through the use of data and algorithms, and the ability to complete transactions and receive support in

real time.

Human interaction customer experience, on the other hand, refers to the experiences customers
have when interacting with a company's employees, either in person or over the phone. This type of
customer experience is typically characterised by personalised, human-to-human interactions and the

ability to receive more in-depth and tailored support.

The main difference between digital customer experience and human interaction customer
experience is the level of personalisation and the speed and efficiency of the interactions. Digital customer
experience is typically faster and more convenient but may lack the personal touch and emotional
connection of human interactions. Human interaction customer experience, on the other hand, can
provide a deeper level of personalisation and empathy but may be slower and less efficient. There are
several best practices that can be applied to achieve an optimal digital customer experience that can lead

to new customer growth and customer loyalty.

2.HOW TO MAXIMISE DIGITAL CUSTOMER

EXPERIENCES USING BEST PRACTICES

Digital customer experience has become a critical differentiator for organisations as customers
increasingly turn to digital channels for information, support, and transactions. As a result, organisations
must focus on delivering exceptional digital customer experiences to build loyalty, increase engagement,

and drive growth.
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There are several best practices that organisations can adopt to enhance their digital customer

experience. Some of these best practices include:

User-centred Design: User-centred Design (UCD) is a design approach that puts the needs and goals
of the customer at the centre of the design process. This approach involves conducting user research, such
as surveys, interviews, or usability tests, to understand how customers interact with digital assets and what
they value. Based on this understanding, organisations can design digital assets that are intuitive, easy to

use and provide a seamless experience.

Personalisation: Personalisation is the process of tailoring the digital customer experience to the
individual needs and preferences of each customer. Personalisation can involve customising content,
recommendations, or promotions based on customer data, such as browsing history, purchase history, or
demographic information. Personalisation can help organisations build deeper connections with customers

and drive engagement, as customers feel that the experience is tailored specifically for them.

Responsive Design: Responsive Design is a design approach that enables digital assets to adjust to
the size and orientation of the device used, such as a desktop computer, tablet, or smartphone. This
approach ensures that digital assets are optimised for different screen sizes and provide an optimal
experience regardless of the device used. With the increasing use of mobile devices, responsive design has

become a critical aspect of the digital customer experience.

Omni-Channel Integration: Omni-Channel Integration connects the customer journey across
multiple digital channels, such as websites, mobile apps, social media, or chatbots. This approach ensures
that customers have a consistent and seamless experience as they move between channels, regardless of
the device used. Omni-channel integration can help organisations build stronger customer relationships, as

customers feel they can interact with the organisation through their preferred channels.

Data-Driven Insights: Data-Driven Insights are insights generated from customer data, such as
browsing history, purchase history, or demographic information. These insights can be used to understand
customer behaviour, preferences, and pain points and inform the design of digital assets and experiences.
By leveraging data-driven insights, organisations can make informed decisions about enhancing the digital

customer experience and delivering value to customers.

The benefits of adopting these digital customer experience best practices are numerous. Some of

the benefits include:

1. Increased Customer Loyalty: By delivering exceptional digital customer experiences,

organisations can build stronger customer relationships and increase customer loyalty. Loyal
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customers are more likely to return for repeat purchases, recommend the organisation to

others, and provide positive reviews and feedback.

2. Improved customer engagement: Digital customer experience best practices can help
businesses engage customers in new and innovative ways by leveraging data and
technology to create personalised experiences. This can lead to increased customer

engagement and brand loyalty.

3. Increased efficiency: By automating routine customer interactions through digital channels,
businesses can free up their employees to focus on more complex and value-adding tasks.

This can lead to increased efficiency and reduced costs.

4. Increased customer insights: Businesses can gain valuable insights into customer behaviour
and preferences by collecting and analysing customer data through digital channels. This
information can be used to inform product development and improve the overall customer

experience.

5. Increased revenue: By providing a superior digital customer experience, businesses can
increase customer loyalty, reduce churn, and drive upsell opportunities. All of these factors

can lead to increased revenue over time.

6. Competitive advantage: Adopting digital customer experience best practices can give
businesses a competitive edge, by allowing them to provide a superior customer experience

compared to their competitors

Finally, companies should continuously monitor and improve their digital CX. This means regularly
gathering customer feedback and using data and analytics to understand how customers are using digital
channels and how the customer experience can be improved. Companies should also continuously test and

refine their digital experiences to meet customer needs and expectations.




KINETIC Digital Customer Experience Best Practices

CONSULTING

3.COMPANIES THAT HAVE SUCCESSFULLY GROWN

FROM DIGITAL CX BEST PRACTICES

It is not surprising that some of the largest and most successful consumer companies attribute their

growth to their relentless application of digital customer experience best practices. In this section, we

examine some of the leaders:

e Amazon is a prime example of a company that has leveraged best practice digital customer
experience to grow its business. Amazon's customer-
centric approach is reflected in its vast product offerings, a m a zo n
easy-to-use website, and fast delivery options. Amazon v’
also uses customer data to personalise recommendations and offers, creating a highly

individualised shopping experience for each customer. This focus on customer experience

has driven Amazon's growth and made it one of the world's largest online retailers.

e Netflix has disrupted the entertainment industry by providing an unparalleled digital
customer experience. Based on customer viewing history,
the company's recommendation algorithms have made it N ET F L I x
easy for subscribers to find new content they'll enjoy. The
user-friendly interface, seamless streaming, and personalised recommendations have all

contributed to Netflix's rapid growth and increased customer loyalty.

e Zappos is a company that has built its reputation on delivering a best-in-class digital

customer experience. The company's focus on customer

service is evident in its 24/7 customer support, free

shipping, and easy returns. Zappos' customer-centric Za p OS @

eCOMK X

approach has helped it to become a leading online retailer

and establish a loyal customer base.
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e Uber has disrupted the transportation industry by providing a seamless, convenient, and
personalised digital customer experience. The app's user-
friendly interface, real-time tracking, and driver ratings u b
have helped create a smooth and efficient ride experience e r
for customers. The company's focus on customer

experience has driven its growth and made it a leading player in the transportation industry.

e Airbnb has changed how people travel by providing a unique and personalised digital
customer experience. The company's platform allows °
travellers to easily find and book unique @ alrbnb
accommodation experiences in their desired location.

Airbnb's focus on customer experience has driven its growth and made it a leading player in

the travel industry.

These are just a few examples of companies that have used best practice digital customer
experience to grow their business. Companies can increase customer satisfaction, build brand loyalty, and
drive growth by prioritising the customer experience and using technology to create a seamless and

personalised experience.

In today's rapidly changing digital landscape, companies must find a balance between digital and
human interactions to provide the best overall customer experience. This may involve leveraging digital
technologies to streamline and automate routine interactions while reserving human interactions for more
complex or emotional customer interactions. By combining the strengths of both digital and human
interactions, companies can create a customer experience that is both efficient and personalised, providing

real value to their customers.

Want to learn how we can help design a unique

digital or human centred customer experience?

KINETIC

CONSULTING

Contact Joe Tawfik, CEO of Kinetic Consulting at

help@kineticcs.com

Kinetic Consulting Services is a boutique business growth consultancy Contact us at:
providing private and public sector clients with the full suite of consulting E:help@kineticcs.com

services to accelerate growth, build brand value, and achieve market www.kineticcs.com

differentiation. Kinetic has offices in Dubai and Sydney Australia. Phone AUS: 1300 780 556

Phone UAE: +971 44558410
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