
Customer Research, Journey Mapping & 
Experience Design

Defining Digital Engagement





259.1M 88.1M

34%

79.0M 326.3M

Digital in Indonesia
Total 

Population
Active Internet 

Users
Active Social 
Media Users

Mobile 
Connections

Active Mobile 
Social Users

66.0M

30% 126% 25%
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Your Customers are in Control

Customer are sharing
experiences online;
Social Media has the
power to significantly
impact your business, so
ignoring this channel is no
longer an option;
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400m+ Facebook Users; 
2b + photos on FB/month; 
1b+ tweets on Twitter; 
100m+ videos on You-tube; 
200m blogs;





WHAT IS YOUR 
BRAND PROMISE?



THE 3 KEYS TO
DIGITAL ENGAGEMENT



ANALYTICS
THE DATA IS THERE. WHAT YOU NEED IS INSIGHT.



Getting Actionable Insights

Customer Interaction
Predictive analytics
Churn reduction
Cross/Up-sell

Operational Efficiencies
Unified Experience
Lower cost

Empower people
Delivering the Human
Interaction



MAP THE JOURNEY
A CONTINUUM OF CUSTOMER EXPERIENCES + 

EXPECTATIONS



CUSTOMER EXPERIENCE

PRE-PURCHASE PURCHASE POST-PURCHASE
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DESIGN THE EXPEREINCE
(People + Process) x Technology = DELIVERING THE BRAND 

PROMISE



Hire & Train the 
workforce in line with 
Capabilities and Fit

Design and build
around customers
and users, with focus 
on continuous 
improvements

Leveraged to maximize 
& optimize the 
technology platform to 
deliver the customer 
experience



The Holistic 
Approach

Cost Management &
Efficiencies

Talent Fit, Talent 
Development &

Engagement

Improve TAT, reduce
Errors and redundancies 

Enhanced and 
Consistent in 

Customer Delivery
Doing things right

The 1st time and all
The time

Growth, Scalability &
Profitability

PEOPLE

QUALITY

OPERATIONS

Business
Performance

PROCESS

SERVICE

Unifying The Customer Experience





IN THE DIGITAL AGE

When people talk about great digital experiences, 
it’s almost ALWAYS EMOTIONAL.

Never underestimate the power of human 
interaction.



• ‘Customer Experience-By Design’ is our 
holistic approach to deliver outstanding 
and consistent customer experience.

• The secret lies in tailoring customer 
experience on the basis of a brand’s 
promise to its customers to ensure their 
allegiance,

• Then comes the technology and the 
ability to interface the customer 
engagement platform with the other 
backend systems.

Our approach to building exceptional customer experience is 
based on 3D’s – Discover, Design and Deliver. 

Customer experience by Design



Our Consulting Approach
SUSTAIN
The commitment to 
exceptional 
customer 
experiences must be 
ongoing. 

DEPLOY
Our deployment process is 
measured and disciplined to 
ensure that an organization’s 
transformation is uniform and 
contiguous.

BUSINESS CASE
Customer Experience is more 
than enhancing customer 
satisfaction—it’s a business 
imperative.

DISCOVER
Our discovery and 
assessment reach into every 
corner of a business and 
define the customer’s 
experience with pinpoint 
accuracy. 

DESIGN
The design phase of our work 
provides structure, goals, 
benchmarks, and guides to increase 
both the efficacy of the process and 
the alignment of an organization. 


	Slide Number 1
	Slide Number 2
	Slide Number 3
	Slide Number 4
	Slide Number 5
	Slide Number 6
	Slide Number 7
	Slide Number 8
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Slide Number 14
	Slide Number 15
	Slide Number 16
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Slide Number 20
	Slide Number 21
	Slide Number 22
	Slide Number 23
	Slide Number 24
	Slide Number 25
	Slide Number 26
	Getting Actionable Insights
	Slide Number 28
	Slide Number 29
	Slide Number 30
	Slide Number 31
	Slide Number 32
	Slide Number 33
	Unifying The Customer Experience
	Slide Number 35
	Slide Number 36
	Slide Number 37
	Slide Number 38
	Slide Number 39
	Slide Number 40
	Slide Number 41
	Slide Number 42
	Slide Number 43
	Slide Number 44
	Customer experience by Design
	Our Consulting Approach
	Slide Number 47
	Slide Number 48



