
Customer Experience Excellence
Links & Resources - everything referenced in your workbook, by page.

PAGE 8   ·   Customer Personas

Examples of Customer Personas
A visual search for customer persona examples.

PAGE 18   ·   Resources

The Top 20 Traits Of Customer Experience Leaders
Blake Morgan on the attitudes that show up in the customer experience. (Forbes)

2021 Customer Experience Strategies
Camille Rasmussen on three steps to adapt a CX strategy using people, process and technology.

I Was Seduced By Exceptional Customer Service
John Boccuzzi Jr. on why an exceptional first impression pays off. (TED)

6 Ways Successful People Make a Good First Impression
Jeremy Goldman on six areas to focus on. (Inc.)

The Customer Experience Cookbook
Veterans Affairs compiled this as a practical CX reference.

How to Fix All Customer Service Mistakes
We all make mistakes with customers. Ideas on how to rectify them well.

How to Make “Surprise and Delight” a High-Performance CX Strategy
Vebeka Guess on why surprise and delight matters in a digital age. (Adobe)

9 Companies That Nailed The Whole “Surprise and Delight” Thing
Molly St. Louis on the distinction between surprise and delight, with examples. (Inc.)

PAGE 19   ·   Related Courses to Explore

Creating Your Leadership User's Guide
What Makes You Tick? Core values, strengths and personality traits.

Communicating Across Differences
Courageously initiating effective communication across differences.

Strengthening Your Virtual Emotional Intelligence
Being mindful of your own emotions, and how you manage them, in the virtual context.

Prepared for participants of the Customer Experience Excellence workshop.

John Riordan, Leadership & Organization Development
www.JohnRiordan.com

https://www.google.com/search?tbm=isch&q=examples+of+customer+personas
https://www.johnriordan.com/virtual-eq-strengthening-your-virtual-emotional-intelligence
https://www.johnriordan.com/communicating-across-differences
https://www.johnriordan.com/creating-your-leadership-users-guide
https://www.inc.com/molly-reynolds/9-companies-that-nailed-the-whole-surprise-and-del.html
https://blog.adobe.com/en/publish/2016/02/02/surprise-delight-customer-experience-strategy.html
https://acquire.io/blog/how-to-fix-all-customer-service-mistakes/
https://www.va.gov/ve/docs/cx/customer-experience-cookbook.pdf
https://www.inc.com/jeremy-goldman/6-ways-successful-people-make-a-good-first-impression.html
https://www.youtube.com/watch?v=GH1TXfQSwUQ
https://www.youtube.com/watch?v=KeS8fLJzbrQ
https://www.forbes.com/sites/blakemorgan/2018/03/30/the-top-20-traits-of-customer-experience-leaders/

