Customer Experience Enhancement
Consulting Strategy Plan

1. Executive Summary

This strategy plan outlines a comprehensive consulting approach to enhance the customer experience by assessing
current practices, identifying improvement opportunities, and implementing targeted initiatives for sustainable growth
and client satisfaction.

2. Project Objectives

e Assess the current customer journey and touchpoints.
¢ |dentify key areas for experience improvement.

e Develop actionable strategies and frameworks.

e Supportimplementation and change management.

e Establish metrics and a feedback loop for continuous improvement.

3. Approach & Methodology

Phase 1: Discovery

e Stakeholder interviews
e Review of existing customer feedback
e Mapping of current customer journey

Phase 2: Analysis

e Customer segmentation
e Gap analysis (current vs. desired state)
e |dentification of pain points and opportunities

Phase 3: Strategy Design

e |deation and prioritization of solutions
e Creation of customer experience frameworks

¢ Roadmap development

Phase 4: Execution & Monitoring

* |mplementation support
e Training and enablement

o KPIs and feedback mechanisms

4. Timeline

Phase Month 1 Month 2 Month 3 Month 4



Phase Month 1 Month 2 Month 3 Month 4

Discovery X

Analysis X

Strategy Design X X

Execution & Monitoring X X

5. Key Success Metrics

e Customer Satisfaction Score (CSAT)
¢ Net Promoter Score (NPS)
e Customer Retention Rate

e Operational Efficiency Gains

6. Next Steps

Approval of project plan and timeline

Kickoff meeting with key stakeholders

Initiation of discovery phase activities
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