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Defining customer experience

Tim Wade



Experiences

Services

Products

Customer-

focused

Functional

Emotional
• Consistent 
• Intentional
• Valuable
• Differentiated 

The market is changing
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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



VALUES: Fun, entertainment, irreverence, innovation

VALUES: Fun, entertainment, irreverence, innovation



THE VIRGIN CUSTOMER JOURNEY







2. Focus on the important 

things
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3. Empower your people







4. Be authentic





5. Bring the story alive





Does this really make a difference?





The background narrative

PwC UK Hotels forecast for 2010 & 2011 

The middle market is getting killed”

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





A good story needs a bad guy





Focus on 
those that 

love you



Create the hallmark moments
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Reward & Recognition





10%
Growth 

each year 

since launch

over

7.4%
Increase in 

guests 

recommending

Best Western



38%
Increase in 

hotel 

satisfaction

91%
Increase in 

brand index
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Then…..at the beginning of 2014

Best Western became…

YouGov Brand Index




