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smith+co Defining customer experience



The market is changing

Experiences

Emotional
« Consistent
e Intentional
 Valuable

« Differentiated

Services
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Satisfaction is not enough
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How do you build an experience that people remember?



1. Create your hallmark
Moments



THE CUSTOMER JOURNEY

Arrival

Getting to

Destination

Customer Getting to the Comfort until .
Toichling airport Check-In Flight In-Flight Comfort
Customer e Stressful e Long, frustrating e Want/needto e Planes are
SOCEUCHE o Complicated lines work uncomfortable by
Issues o Parking e Security hassles e Want/need to nature
o Lugging relax e Long-time spent
in a seat
® Boredom
CUSTOMER EXPERIENCE

Pleasure

e Unkempt
e Un-showered

e Clothes a mess

e Traffic

e Unfamiliar
place
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VALUES: Fun, entertainment, irreverence, innovation



THE VIRGIN CUSTOMER JOURNEY

Arrival

Getting to

Destination

Customer Getting to the Comfort until .
Toichling airport Check-In Flight In-Flight Comfort
Customer e Stressful e Long, frustrating e Want/needto e Planes are
SOCEUCHE o Complicated lines work uncomfortable by
Issues o Parking e Security hassles e Want/need to nature
o Lugging relax e Long-time spent
in a seat
® Boredom
CUSTOMER EXPERIENCE

Pleasure

e Unkempt
e Un-showered

e Clothes a mess

e Traffic

e Unfamiliar
place
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2. Focus on the important
things






V-PQ+SQ
Price+Hassle




3. Empower your people






LV =

LIVERPOOL VICTORIA



4. Be authentic
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5. Bring the story alive



COSMETICS
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Rosewood Oil Find your nearest
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Does this really make a differencee






The background narrative

“Budget sector will grow, luxury and upscale will do well

The middle market is getting killed”

PwC UK Hotels forecast for 2010 & 2011
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Create the hallmark moments

3.5

2.5

1.5

0.5

Research

Booking

— e
Pre/Arrival

Bedroom

Internet

Facilities

E e ———
Restaurant
/Bar

Conf/

Banquet

Breakfast

Service

Departure

Post Stay

e Current

e Desired
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MODULE 1 MODULE 2 MODULE 3

- Vision of the Best Western brand - What makes us a Hotel with Personality? - Our people personality and how we make the
- The value it brings - How we bring our personality to life through the difference
- Expectations guests have of a Best Western key touchpoints of a guest journey and hallmark - Welcome | Engage | Remember
experience opportunities

MODULE 4 MODULE 5 MODULE 6

- Telling our hotel story - Get upstream - Surprise and delight
- Creating intrigue - Stop it in the tracks - Magic moments
- Inviting them in (up-sell) - Show empathy - Sincerity not novelty

- End it well



Reward & Recognition
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Then.....at the beginning of 2014

Best Western became...

YouGov Brand Index
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