The Six Laws of
CUSTOMER EXPERIENCE

Just like the three laws that govern all of
physics, there are a set of fundamental truths
about how customer experience operates,
called the Six Laws of Customer Experience.
Anyone looking to improve customer
experience must understand and comply with
these underlying realities.

Law #1

Every Action Creates A
Personal Reaction

People Are Instinctively
Self-Centered

Customer Familiarity
Breeds Alignment

.?:7_) Talk about customer needs, not personal preferences.

Unengaged Employees Don't
Create Engaged Customers i\l

o)
ﬁv/Don'l under-spend on training.

.. Employees Do What Is

Measured, Incented, & Celebrated

Law #6
You Can't Fake It

{® Don’t hide behind a 4th priority.

IF YOURE NOT COMMITTED TO CUSTOMER EXPERIENCE, YOU CAN ONLY FOOL YOURSELF.

LDUN'T BREAK THE 6 LAWS

Treat them as Make sure
~ sacred. you’re not breaking Share them with
‘While it may be possible to them. others.
find isolated exceptions to all Look at these laws regularly, The six laws will have the
of these laws, they accurately especially when you are largest impact when they are
describe the basic behavior of starting a new initiative. And widely understood across your
people and organizations. So ask yourself: Is this effort organization. So share this
don’t spend your time breaking any of the 6 laws of document with as many
rationalizing why they customer experience? people as possible.
don’t apply to you.
@
To read all of the 50 CX Tips, go to the Customer Experience Matters™ blog at TE Mm
ExperienceMatters.wordpess.com.
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