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Your Presenter, Michael Hinshaw: President, McorpCX
 Teacher (and student) of customer experience 

design, innovation and digital strategy
 Mapping customer journeys and improving 

customer experiences since 1998
 CMO.com columnist and best-selling author: 

Smart Customers, Stupid Companies: Why Only 
Intelligent Companies Will Thrive, and How To Be 
One of Them  

 Mentor and Teaching Fellow at UC Berkeley’s Haas 
School of Business
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Engaging globally, across industries with leading brands
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Wide recognition as experience strategy and design leaders
Media recognition for 

our thought leadership
Best-selling book on 

digital and CX innovation
Analyst Recognition as a 

global customer experience 
and digital strategy leader

“One of the most exciting business 
books I’ve ever read.” 

- Don Peppers
Founder, Peppers & Rogers
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Build 
Customer-Centric 

Capabilities

Improve
Customer 

Experiences

Understand
Their 

Customers

Helping the companies we work for do three things: 
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Today, we’re going to discuss: 
What CX Design is (and why it 
matters), Experience design pitfalls 
to avoid, CX Design frameworks 
and tools, and How to enable CX 
design in your organization.
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In a world of radically changing customer expectations, 
there is only one sustainable competitive advantage: 

Deliver a better customer (and employee, and partner) 
experience, across all channels and interactions 
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Plus, customer experience drives significant value

1) HBR, August 2014: The Value of Customer Experience, Quantified 2) Forbes, March 2014:  'Customer Experience' Is Today's Business Benchmark 
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But great customer experience doesn’t “just happen.”

It’s designed. 

A defined process 
for solving business 

problems

Integrating customer 
needs and business 

requirements
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Customer experience design is a core capability of 
best-in-class CX leaders – and a driver of CX Maturity  

Customer Experience 
Strategy

Customer 
Understanding

Design and 
Innovation

Governance Culture Technology

Developing better customer experiences requires: 

Delivering better customer experiences requires: 

Measurement Processes
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Why? Because experience design is smart business
It is the link 
between 
strategy and 
execution 

It creates 
emotional 
bonds 
with your 
customers 

It drives 
innovation 
and market 
differentiation

And is a 
source of 
competitive 
advantage



© 2016 McorpCX, Inc., All Rights Reserved

As a business discipline, there’s a structured approach...
Outside-In
Customer 

Understanding

CX Design 
and Experience 

Blueprinting

Prototype, 
Test and 
Iterate 

Implement, 
Monitor and 

Improve

Pickup Item 
in Store

Check if Item 
is available in 
Store

Website: 
Store Inv
Request

Transfer 
Inventory 
from Store

Receive 
Inventory in 
Store

Store 
Inventory 

Mgmt

Receive 
phone call 
from Store

Place Order 
(Store 
Pickup)

Collect Info & 
Place Order 
(In Stock)

Follow-up w/ 
Customer on 
Item Wanted

POS: Call List 
of Customer 
Requests

POS: Place 
Order with 
Payment

Pickup Item 
in Store

Place Order 
(Store Pickup 
w/Transfer)

Find Item on 
Hold

Lookup Order 
# & Give Item 
to Customer

Receive 
Notice from 
Store

POS: Place 
Order with 
Payment

Collect Info & 
Place Order 
(Store Transfer)

Find Item on 
Hold & 
Release It

Store 
Inventory 

Mgmt

Store 
Inventory 

Mgmt

Transfer 
Inventory 
from Store

Order 
Mgmt

Store 
Inventory 

Mgmt

Order 
Mgmt

Confirm Item 
On Hand

Update 
Customer 
Call List
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Order (Store Pickup
w/Inventory Transfers)

Order 
Mgmt

CRM 
System

Store 
Inventory 

Mgmt

Email 
Service 
Provider

Order 
MgmtCRMCRM

CRM CRM CRMCRM

Lookup Order 
# & Give Item 
to Customer

Starts with Deeply 
Understanding Customer 

Wants and Needs

Unmet Needs 
Drive Design and 

Blueprinting Initiatives

Designs are Tested with 
Customers, Improved 
Based on Feedback

Sustained by Monitoring
Results to Continually

Improve Over Time
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Today, we’re going to discuss: 
What CX Design is (and why it 
matters), Experience design pitfalls 
to avoid, CX Design frameworks 
and tools, and How to enable CX 
design in your organization.
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Interactions

Devices and
Channels

Journeys

Different 
Segments

Discover

Learn

Try

Buy

Use

Advocate

Delivering great customer experience requires “seeing” 
experience through their eyes, and doing so across…
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Common CX design issues occur when…
Decision making 
criteria is unclear 

Experiences are 
not personalized 
based on 
customer needs 

Companies 
don’t “remember” 
their customers 

The process is 
more complex 
than it needs to be

Expectations 
are not clearly set 
(or are set, but 
incorrectly) 

Customer 
emotions or 
feelings aren’t 
considered
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Bad CX designs are needlessly complex and erect 
barriers to achieving the customer’s goals
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They confuse customers when decision making 
criteria is unclear 
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They annoy when companies 
don’t “remember” customers
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They undermine the relationship when customer 
emotions aren’t taken into account
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11%

1) HBR, August 2012: Marketers Flunk the Big Data Test

Question: What percentage of Fortune 1000 marketers 
depend on data for customer-related decisions? 
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Today, we’re going to discuss: 
What CX Design is (and why it 
matters), Experience design pitfalls 
to avoid, CX Design frameworks 
and tools, and How to enable CX 
design in your organization.
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Four steps to great experience design

1.
Integrate 

CX with your 
business 

and brand 
strategies

2.
Listen to 

and deeply 
understand 

your 
customers

3.
Design 

solutions to 
meet customer 

wants and 
needs

4.
Prototype, 
test and 

iterate on 
those 

solutions 
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Integrate CX with your business and brand strategies

Brand
Strategy

What are 
customer 
expectations of 
your brand? 

Business
Strategy

What are your 
strategies for 
business 
success? 

Experience 
Design

Experience 
Strategy

What are your 
plans for meeting 
customer 
expectations? 

How will individual 
experiences best 
deliver on customer 
expectations? 
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Integrated strategies in action: Apple

Business 
Strategy

Brand
Strategy

Experience
Strategy

Experience
Design

Product 
Innovation

Cool, 
Easy-to-Use 

Products

What customers 
expect from the Apple 

brand 

Apple’s strategy for 
business success

Apple’s strategy 
to meet these 
expectations

How Apple 
delivers on these 

expectations

Simplicity 
by Design
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Listen to and deeply understand your customers
Voice-
of-the 

Business

Identify 
Segments + 

Journeys

Qualitative 
Customer 
Research

Quantitative 
Customer 
Research

Data 
Analytics

Know whose 
experience we’re 
trying to improve 

Gather internal 
views of that 
experience

Gather open-
ended customer 

perspectives

Quantify all 
aspects of the 

experience

Analyze data to 
identify gaps and 

opportunities
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And socialize with customer persona and journey maps
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Design solutions to meet customer wants and needs
Prioritize 

Improvement
Opportunities 

Filter 
Through CX 

strategy

Apply 
Design 

Frameworks

“Tailored 
Intimacy”

Business Strategy: 
The Discipline of 

Customer Intimacy

Experiences 
that are: 

Personalized, 
Empathetic, 

and Insightful[Define the Problem]
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Prototype design solutions, considering many options

Time to Develop

Fi
de

lit
y 

Storyboards 
and Sketches

Wireframes

Functional Prototypes

Digital
Mockups
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Test and refine with customers, iterate on improvements
Test (and Develop) 

In Person: 
Co-Creation

Conduct Online 
Customer 
Research 

Measure 
Performance 
Against KPIs

[Repeat as Needed]
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This discipline helps move you from context to execution
Outside-In
Customer 

Understanding

CX Design 
and Experience 

Blueprinting

Prototype, 
Test and 
Iterate 

Pickup Item 
in Store

Check if Item 
is available in 
Store

Website: 
Store Inv
Request

Transfer 
Inventory 
from Store

Receive 
Inventory in 
Store

Store 
Inventory 

Mgmt

Receive 
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Place Order 
(Store 
Pickup)

Collect Info & 
Place Order 
(In Stock)

Follow-up w/ 
Customer on 
Item Wanted

POS: Call List 
of Customer 
Requests

POS: Place 
Order with 
Payment

Pickup Item 
in Store

Place Order 
(Store Pickup 
w/Transfer)

Find Item on 
Hold

Lookup Order 
# & Give Item 
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Receive 
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Collect Info & 
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(Store Transfer)
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Hold & 
Release It
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Mgmt

Store 
Inventory 
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Mgmt
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Store 
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Mgmt

Email 
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Order 
MgmtCRMCRM
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Lookup Order 
# & Give Item 
to Customer

“Context”
Primary and 

Secondary Research 
and Analytics

“Design”
Hands-on Workshops, 

Wireframes, and 
Experience Blueprints

“Execution”
Plan, Develop, 

Deliver, Iterate and 
Improve on Designs

From 
context to 
design…

And 
design to  

execution…
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Today, we’re going to discuss: 
What CX Design is (and why it 
matters), Experience design pitfalls 
to avoid, CX Design frameworks 
and tools, and How to enable CX 
design in your organization.
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Experience design (and innovation) can be little or big 

Impact

Va
lu

e 

Incremental 
Change

Transformative
Change

Closing “expectations 
gaps” in existing 

experiences

Identifying unmet needs 
and meeting them, or pain, 

and removing it
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There are many things you can do: Start with these six
Develop a  
common 
understanding of 
customer journeys

Make customer 
understanding 
(VoC, analytics) a 
key input to design

Use design to 
solve problems: 
“Baked In” not 
“Sprayed On”

Put your 
customers and 
their needs at the 
center of design

Learn to identify 
improvement 
opportunities, and 
prioritize them

Follow a defined 
process for the 
design of customer 
experiences 
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Start with Journey Mapping 
Workshops, and move on from there

Develop a common understanding of customer journeys
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Make customer understanding a key input to design
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Use design as a tool to solve defined business problems
Design Baked In: Design Sprayed On:
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Put customers and their needs at the center of design
Discover

Learn

Try

Buy

Use

Advocate



© 2016 McorpCX, Inc., All Rights Reserved

Identify and prioritize improvement opportunities

Dissatisfaction 
drivers: Got to get 
these right.

Loyalty drivers that 
surprise and delight 
because they’re 
unexpected

D
er
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ed
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Stated ImportanceLow High

Fix Third:
Exciters and 
Delighters

The better you deliver 
on these, the greater 
loyalty you’ll drive. Fix Second: 

Key Loyalty 
Drivers

Fix First: 
Basic 

Factors

Lo
w

H
ig

h

Fix Last:
Lower Value

Factors
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Have a defined process: “Design thinking” can help
Design 

Thinking is Not:

New
A Secret

Hard
Complex
Closed

Design 
Thinking is:

Open
Observant

Future-
Focused

A Process

Define the 
Problem

Analyze and
Research

Ideate Many
Options

Prototype 
Solutions

Implement 
and Test

Learn from 
the Process

6 Major Steps of the 
Design Thinking Process   

Repeat as 
Needed
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Your Company Barriers to 
Future Success Your Customers
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Bonus thought: Last but not least - think like a startup. 



© 2016 McorpCX, Inc., All Rights Reserved

In closing, a few takeaways…
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Customer experience design - 5 key takeaways...
1. CX leaders have integrated business, brand and 

experience strategies, executed through CX design
2. Start by deeply understanding your customers
3. Use data to help prioritize and design solutions that 

meet customer wants and needs
4. Test and iterate, moving from lower-fidelity designs to 

functional prototypes to “live” solutions
5. Learn, practice and embed CX design processes to 

continuously deliver better experiences
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Any questions? Let’s talk…
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Free CX design review with Michael… 
For webinar registrants only!
He’ll discuss:
 Opportunities to improve your CX design process
 Practical steps to accelerate your design efforts
 Where to focus efforts to outshine competitors

Respond to our follow up email or contact Tim at (440) 285-1837 
or tmaynard@mcorp.cx
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Contact: Michael Hinshaw, President
Direct: 1-415-526-2651
Email: mhinshaw@mcorp.cx
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