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20% Direct To Clients & 80% Indirect – “We Make Them Better”

About Us – CXSWAT (CX & Digital Specialists With Tools)

Customer 
Results

McorpCX

inQuba

Clickagy

Contact

Scope

Gestalt

Service 
Specialists 

http://www.customerresults.com/
http://www.customerresults.com/blog
http://www.mcorp.cx/
https://www.inquba.com/
http://www.clickagy.com/
http://www.contactscope.com/
http://www.assetinfinity.com/
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About You - Today Your Customers Are In Charge

Consumers BusinessesBusiness 2 Consumer Business 2 Business

Whether B2B or B2C todays Digital First But Not Digital Only Multichannel defines what you need
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Success is about meeting your customers needs
To succeed you must meet and exceed your customers’ expectations and your competitors’ abilities

Voice of 
Business

Voice of 
Customer 

Voice of 
Analytics 
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What Do We Believe & Do

Selecting 

CX / VoC / EFM Tech
CX Art To CX 

Science 

With McorpCX 

CX Metrics 

Activation

The CX Tech 

Stack

Available for download at http://www.customerresults.com/cxscience/

Building CX 

Capabilities

CX Training Virtual CX Training VoC / EFM / XM 

Systems Building

With McorpCX 

CX Strategy
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We Do Two Things 

Assessing maturity, defining improvement roadmaps 
and activating some or all of the 8 key CX best practice 
capability areas (and 48 key capabilities) to help you 
deliver improved business results

Governance
Organization 

and Culture

Technology 

and Data
Measurement Processes

Customer 

Understanding

Experience 

Strategy

Experience 

Design

CXM 
Capabilities

Build CXM Capabilities

Applying CX/XM techniques and approaches and our 
guides, playbooks and frameworks, capabilities and and 
staff to help deepen customer understanding, design 
and activate improved experiences.

Improve Targeted Experiences

For prioritized 
customer 
persona

Across 
prioritized 
customer 
journeys

Linked to the 
actions, systems 
and capabilities 

to Improve

Elevated By Digital Transformation, Digital Culture & Upskilling
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Experience Design that ‘lands’
The right fidelity persona and journeys but always mapped to your operating model to inform real world 
business impact

From low to high fidelity personas and maps Informed by and informing your operating model
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Real solutions to help you meet real world challenges and deliver real world benefit

What do we do in Detail?

Help You Capture               
CX ROI

Improve your Customer 
Experience Understanding  

& Strategies

Enhance your CX 
Capabilities & Elevate Your 

CX Self Sufficiency

Help you drive business 
improvement through       

CX Science 

▪ Apply CX Science delivering 

business impact:
▪ ‘Why’ of Business Strategy, CX 

Strategy and CX ROI

▪ ‘Who’ of Personas, Segments & 

Audiences

▪ ‘What’ of Customer Journeys 

▪ Improving ‘How’ of Operating 

Model People, Process,  

Information & Technology

▪ Enabled by Experience & Service 

Design 

▪ Measured by improved Customer 

Listening & CX Metrics Programs 

& Capability

▪ CX Skills Training and 

Knowledge transfer 

▪ CX Playbooks 

▪ Project Execution Assistance 

▪ CX Assessments, Clinics, Audits 

& Improvement 

▪ Transformation 

Plans/Roadmaps, 

▪ Business Readiness and 

Customer Centricity & Cultural 

Change Planning

▪ Applying Advanced CX Tools 

(e.g. CX Analytics & 

Orchestration)

▪ Develop Customer Centric 

Strategy 

▪ Conduct Customer Research

▪ Design customer experiences 

through Persona, Journey 

Mapping and Experience 

Blueprinting 

▪ Enable Voice-of-the Customer 

(VoC), Voice of Analytics (VoA) 

and Voice of Employee 

(Employee) 

▪ Clarify your Customer 

Experience Operating Model

▪ CX Business Case creation

▪ Strategize, select, implement and 

apply CX Tech & Data Stack 

improvements

▪ CX Data & Analytics Strategy

▪ CX Metrics & Measurement 

Systems

▪ CX Program & Change 

Management

▪ CX Talent & Staffing including  CX 

Project Management, CX 

Analysts, CX Strategists, CX Tech 

Archs, CX Metrics, CX & XM 

Designers and others
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Who Are We – Deeply Experienced Practitioners

Graham Clark – Founder, Chief Customer Experience Officer & Digital (CX) Transformation Lead - 35 years of 

operationalizing metrics and analytics driven,  technology enabled, multichannel customer experience operating 

models. Recognized CX thought leader and innovations such as the Digital Customer Company & Digital First 

But Not Digital Only Multichannel CX Operating Models .

Jonathan Greenwood – CX Metrics Driven Business Improvement Lead – Certified CX professional & Net 

Promoter Certified Associate. Previously led enterprise customer centric transformation at Schneider Electric, 

leading global loyalty and CSAT. Jonathan has also served as a thought leader in multiple Customer Results 

partners including co-authoring of McorpCX’s CX Metrics Activation Playbook https://bit.ly/2Tfby6l

Catherine Glover – Digital & Workplace Transformation Lead 

20 years of agency, brand, digital, social media, CX analytics, CX activation and workplace transformation 

experience with leadership positions at Ogilvy Social and most recently at AIG in NYC. Recently participated in 

customer centric transformation and strategy work at $4b financial services company and $50b retail leader.

Suzi Earhart – Customer Support, Operations Specialist & Program Leader

Customer Support /  Operations / IT Executive skillful at implementing multi-channel customer experience 

solutions with a heavy emphasis on self-service with American Express, AT&T, Asurion, Avaya, HireRight, Sprint, 

TMobile and Verizon. Recently worked in multiline financial services and automotive components. 

https://bit.ly/2Tfby6l
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Viva La CX Revolution!

Customer Results Because Results MatterSM

Graham V Clark, Founder & Digital & CX Transformation Lead

graham@customerresults.com @gclark2712        +1 404.660.1609 grahamvclark

mailto:graham@customerresults.com

