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Driven by communication

Securing management and 
customer engagement are 

connected

Management 
engagement

Customer 
engagement

Customer 
interactions

Customer 
achievements



Management engagement – why?
(including wider employee engagement)

• Reinforces management decision to focus on the 
customer experience

– If they haven’t this is a strategy not comms issue?

• Raises awareness of the customer issues

– Generically and specifically

• Profiles you and your team

• Helps maintain and develop available resources

• Supports the case for additional resources

• Helps others learn from your successes



Customer engagement – why?

• Shows to customers you are listening and acting 
upon their feedback

• Encourages additional feedback

• Rewards loyalty

• Illustrates to stakeholders that your customer 
strategy is working

• Can act as a differentiator
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Customer Sat, complaints etc

Tell mgmt. & employees what 
customers are saying

Company decides what to do 
about findings

Company sets up action teams to 
implement the Action Plan

Tell customers that company 
has listened and is making 

the following changes to 
improve things

95%
5%

10% 30%

50%

Communications impact
on customer engagement  
through management engagement

Source: Customer Champions survey of 100 European companies
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MEASUREMENT

COMMUNICATION

COMMUNICATION

ACTION PLANNING
ACTION DEPLOYMENT



THROUGH EXAMPLES

Focusing on communicating 
customer successes



Segment your audiences

15%

50%

20%

10%

5%

Senior management All employees Key functions / teams Customers External stakeholders

Understand their needs and 
priorities

Vary detail level
Make it clear what you want 

them to do
Consider multiple channels
Link to other programmes
Help them achieve their 

objectives
Keep it simple



Decide if you want to talk about 
specific customers or generically

Customer specific tools

• Case studies

• Testimonial

• Customer visit to you

• Joint papers

• Red flag reports

Generic tools

• Customer Service Week

• Employees celebrate 
success

• Link to employee R&R
– Generates success story 

material

• Longer term seek 3rd

party endorsement e.g. 
awards

• Use of customer journey 
mapping



What makes a good success story?

• Clear original customer issue

• Its impact upon their organisation

• How you captured / measured the experience

• How you identified the root cause

• What changes you implemented (and why)

– Previous improvements and impact

• Evidence that it has been successful

• What you plan to do next

• Customer reinforcement of success



PLANNED OR DELIVERED

Examples of communicating success



Think different approaches for 
different audiences

Shareholders, generic 
update - Lloyds

Customers, billing specific
– Severn Trent



Consider more than one communication 
channel to each customer group – also 

pre and post – Chiltern Railways



Careful not to make it too generic-
Southern Railways



BOTH GOOD AND BAD

Communication around customer 
success experiences can be led by 
customers



Ultimately you want the customer 
to communicate for you



But remember if you don’t 
communicate, customers will 

communicate for you …



Thank you

Any questions?

Supporting articles available on 
www.customerchampions.co.uk

http://www.customerchampions.co.uk/

