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Customer experience (CX) is present in every interaction a customer has with
a given company, from the moment they first have contact with it, to the point
where they become loyal customers and start expanding operations.

In the digital age, where customers have more access to brands and
companies, CX has gained even more relevance.

It is about much more than making customers happy; it can actually be
a powerful revenue generator for businesses by driving company growth.

CXis the hidden secret to company



INTRODUCTION: THE STEPS TO GENERATING REVENUE WITH CX

These are the essential steps to generating revenue
through CX based on our experience with 80+
clients:

. Coordinate customer support processes

2. Listen to customer feedback

3. Automate processes and increase efficiency
4.Use retention as a pathway to loyalty
5.Boost your sales
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Gustomer Support



Coordination is the Dbasis
of success Iin CX. It involves
organizing and managing
the various steps and tasks
involved in providing support
to customers. To accomplish
this well, it is important to have
clear processes in place.



CUSTOMER SUPPORT PROCESSES

Animportantaspectofcoordinatingcustomersupportprocessesisensuring
that customer inquiries are being handled effectively. This involves:

( 29 w
nn"‘  Setting up systems for tracking customer interactions, such
(S @m as a customer relationship management (CRM) system, to
help ensure that each customer receives the support they
need in a timely manner.
"ﬁfr" & din atimely

» Having clear processes in place for triaging and prioritizing
customer inquiries, can ensure that urgent issues can be
addressed efficiently.



CUSTOMER SUPPORT PROCESSES

In addition to managing customer inquiries, coordinating
customer support processes tends to involve handling customer
complaints and working to resolve any issues that arise.

« This can involve working closely with other teams, such as
product development or quality assurance, to address and fix any
underlying issues that may be causing problems for customers.

As the key component in sustaining quality throughout all
channels, coordinating customer support processes is an
important aspect of running a successful business.

* It ensures that customers receive the exceptional support and
assistancetheyneedinatimely,effectiveserviceineveryinteraction.



CUSTOMER SUPPORT PROCESSES

This is where Horatio can step
In and assist you in centralizing
everything, such as your data
and metrics, so you can make
informed decisions regarding
your business, and present
a unified, clear front to your
customers.
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GLIENT GASE STUDY
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Listen to customer

leedback
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LISTEN TO CUSTOMER FEEDBACK
& ADJUST ACCORDINGLY

Customer-centric businesses are the new
trend for good reason: they are the heart of
any company. Listening to their feedback
can make or break businesses of all sizes
and industries, as they provide valuable
insights into how customers perceive a
company and its products or services.

horatio| 14



Gathering and analyzing customer feedback is
a clear pathway for businesses to identify and
addressanyissuesorconcernsthatmaybecausing
dissatisfaction among customers. Leading to an
increase in customer satisfaction and loyalty.

It is important for businesses to regularly seek
out and analyze customer feedback in order to
continuously improve and meet the needs of their
customers.

1o



CUSTOMER FEEDBACK PROVIDES MANY BENEFITS,
SUCH AS:

 Helping businesses identify new opportunities for
product or service development.

» Identifying gaps in the market or areas where they can
differentiatethemselvesfromthecompetition,streamline
processes or improve efficiency.

* Reducing costs.

* Increasing profitability.

16



When businesses listen to customer feedback
and take steps to address any issues or
concerns, it can build trust and strengthen the
relationship with their customers.

Horatio is great at providing feedback based
on day-to-day interactions with customers
and can be a great ally on the path to
effectively adjusting strategies and plans
according to the real needs of the buyers.
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GLIENT GASE STUDY
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AUTOMATE PROGESSES
& INCREASE EFFICIENCY
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AUTOMATE PROCESSES
& INCREASE EFFICIENCY

The concept of automating processes in CX
refers to the use of technology to streamline
and optimize the various steps and tasks
involved in providing support to customers.

This process is vital in businesses that are
looking to improve efficiency, reduce costs,
and enhance the overallimage of the brand.

21



AUTOMATE PROCESSES & INCREASE EFFICIENCY

Automating processes can help streamline and optimize various tasks
and steps involved in providing customer support. This has many
positive impacts on customers, such as:

« Reducing the amount of time and effort required to
complete these tasks, allowing businesses to handle more

customer inquiries and requests in a shorter amount of time.

» Lowering labor costs and other expenses by limiting the
need for manual labor and eliminating the need for certain
tasks to be performed manually.

22



AUTOMATE PROCESSES
& INCREASE EFFICIENCY

Faster and more accurate responses to
customer inquiries and requests can be a
deciding factor especially when something
has gone wrong. Delays, product issues,
dissatisfied customers.

Itis essentialto handle theseissuesinatimely
manner before they escalate, which can turn
them into a much bigger problem than it
could’ve been.

rati




AUTOMATE PROCESSES
& INCREASE EFFICIENCY

Automating customer support, without
compromising the human factor, can
help increase customer satisfaction
andloyalty, withoutaffectingaccuracy.

In fact, with certain processes
automated, the risk of errors and
mistakes is significantly reduced, as
tasks are performed by technology
rather than humans. Ensuring even
more that customers receive accurate
and reliable support.



AUTOMATE PROCESSES
& INCREASE EFFICIENCY

Itisimportantforbusinessestocarefullyassesstheir
CX processes and identify areas where automation
could be beneficial, and Horatio’s forward-thinking
has proven decisive throughout this process.

With a wide range of solutions under our belt,
Horatio is prepared to automate whatever your
company heeds to reduce costs and issues while
maximizing efficiency and satisfaction.
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BUILD A
COMMUNITY




BUILD A COMMUNITY

In this overly saturated world, where customers
have an endless supply of options to choose from,
the connection between the customer and the
brand is more important than ever. Maintaining
a cohesive message, that supports and builds a
community through real, human connection, is
challenging, but imperative to stand out in the
modern era.

horatio| 29



BUILD A COMMUNITY

When customers have a positive
experience with acompany, theyare:

* Less likely to switch to a competitor.
 Create a deeper connection with the brand.
« Become more invested in the brand,

and in many cases, even a promoter of it.
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BOOST YOUR
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BOOST YOUR SALES

Customers come to a decision on the buying of a product or
service within seconds of their first interaction with a brand,

making CX increasingly more relevant in sales.

« CX can significantly impact a customer’s decision
to make a purchase, as it is present throughout every

step of the buying process.
 Providing a positive and seamless CX allows

businesses to build trust and credibility with
customers, which can lead to increased sales and

customer loyalty.
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BOOST YOUR SALES

Excellent customer support + a seamless and
enjoyable experience = a strong firstimpression
and a higher chance of closing sales.

Through reliable and helpful support,
businesses can establish trust and credibility,
while demonstrating that they are committed
to meeting the needs of their customers.

39



BOOST YOUR SALES

A customer’'s impression of a brand is only
beneficial to the overall sales process by:

 Making it easier and more enjoyable for
customers to make purchases.

e Optimizing the process and addressing any
potential issues or concerns that customers
may have.

* Making the sales process more efficient and
increasing the likelihood of a sale.

Overall,CXisanimportantaspect
of the sales process, as it can
significantlyimpactacustomer’s
decision to make a purchase
and their overall perception

of a business. Businesses can
build trust and credibility with
customers when they provide
an enjoyable and seamless CX,
whichcanleadtoincreasedsales
and customer loyalty.
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CONGLUSION

Maximizing Revenue
through Exceptional
Customer Experiences

A
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CONCLUSION: MAXIMIZING REVENUE THROUGH
EXCEPTIONAL CUSTOMER EXPERIENCES

Overall, investing in CX can be a smart business decision
because it can drive revenue through increased customer
loyalty, retention, satisfaction, and word-of-mouth
marketing.Byfocusingonimprovingthecustomerexperience,
companies can foster long-term growth and success.

Interested in providing excellent CX to generate more
revenue? Horatio can help. We are there every step of the
way supporting your ever-changing needs.
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LEARN MORE AT HIREHORATIO.COM.



