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Whether you’re a sole proprietor
or the CEO of a Fortune 100 com-
pany the key to your success is
attracting and retaining the right
customers. Successful companies
do not gain customers by chance,
they choose them carefully. They
seek the markets, segments and
individuals that create the most
value. They create a customer
experience that promotes value for

both the customer and the business. The value to the customer
is an experience that provides benefits that are both personal-
ized and differentiated. The value to the business is profitabili-
ty and significant loyalty.

Creating and delivering an exceptional customer experience is
a challenge every business faces. The exceptional customer
experience is carefully designed, developed, managed, meas-
ured and continually improved upon. There are five essential
activities that, if followed, will ensure that the customer’s expe-
rience is exceptional and that you develop a long-lasting, mutu-
ally beneficial relationship.

Develop a customer-centric culture.
Successful organizations orient their entire business in support
of the customer experience. This requires a true business com-
mitment to customers. It requires leadership, associate empow-
erment, competencies (including the knowledge, skills and
behaviors), mutual goals, measurements and rewards.

Understand what matters most to the customer.
The challenge organizations face is to understand what matters
most to their customers; often customers don’t even know. This
understanding encompasses all aspects of the customer experi-
ence, including the purchase, service and price. By gaining an
understanding, this will enable the organization to focus its
efforts avoiding underperformance in crucial areas and perhaps
over delivery in others.

Align the business.
Integration is key to delivering an exceptional customer expe-
rience. Breaking down functional silos, working together for
the customer will ensure the right level of focus. Integrating the
business in support of the customer includes the alignment of
people, goals, processes, systems and technology, measure-
ments and rewards. 

Measure and manage the experience.
Customer-centric organizations not only measure the financial
results of their business, they measure the customer experience.
Customer satisfaction is a key metric, when expended to
include customer retention and loyalty you can truly under-
stand your customer and your ability to deliver the exceptional
experience. 

Continually explore ideas of improvement.
Successful companies are constantly seeking to improve all
aspects of the customer experience. Opportunities for improve-
ment exist in every situation, use the 5 “w’s” (who, what, why,
when and where) plus “how” to analyze every interaction you
have with your customers. 

The goal is to create the right experience, for the right customer
every time. 

Renate Rooney is president of RCR Associates. She can be
reached at 978-456-7377 or rrooney@rcr-associates.com

“The exceptional customer 

experience is carefully designed, 

developed, managed, measured 

and continually improved upon.”


