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Positive or
Where you went | Where you negative
Product/Service to start learning | found learning | experiences
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Today

Could Be
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List the paths to prerpurchase knowledge.

1.

List the paths to connect and make a purchase.
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COMPETITOR 1: List the paths to prerpurchase knowledge.

1.

COMPETITOR 1: List the paths to connect and make a purchase.
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COMPETITOR 2: List the paths to prerpurchase knowledge.

1.

COMPETITOR 2: List the paths to connect and make a purchase.
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Your Prospect Score

Competitor 1
Prospect Score

Competitor 2
Prospect Score
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Yes
or No

Minutes
Needed

How long did it take you to find your assigned channel
to engage with?

Once you started your engagement, were questions
asked about you?

Was there information you needed to fill out?

Were there steps in the process that were helpful to
guide you to what you wanted?

Did they know you and connect you with someone
based on your persona or product?

Did they transfer you? Yes or no. If yes, did the data
transfer?

Was it resolved?

Hold minutes (n total to get what you wanted.

Reconnect with the channel of choice just used. Did
machine learning make it smarter? Did it know what
you did before?

10

Do you feel like you have a relationship with the
brand/product? Do you feel special?

Total time invested (customer effort in minutes)
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Yes
or No

1| Did the brand get smarter, and did they use the knowledge from
the last engagement?

2| Is there a self-service option?

3 | Ask a simple question that comes up a lot and go to Google. Can
you find the answer?

4| Is there a place where you can ask the experts on the website or
community?
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Top five reasons customers contact the company:
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Yes
or No

Score
(1-10)

Can I log in and see what | own and details on my
account and profile?

Can I click on my profile and connect with an expert
based on what | own or what | have told the brand?

Do the engagements get smarter and keep building on
what we have learned about each other?

Is the product smart enough to alert me and the brand
when | am not using it correctly?

Are there experts to help me when | need to be sure |
am getting the most out of my products?

Can | share ideas or concerns with the brand about my
experience? Do they do anything or follow up?

Does the brand know me, serve me, and give me an
easy, fun way to let them know more about me?

Do | get volume discounts or some type of recognition
for brand loyalty or for helping others?

Can | connect with my peer groups and the brand to
share ideas and best practices with each other?

10

Does the brand bring customers together to really
listen and learn from them?

Total

OUTSIDE IN by MIKE BETZER




CHAPTER 3 - PAGE 35

Today

Could Be
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Today

Could Be
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Today

Could Be
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List everything from the previous session that matters to you:

1.

10.
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Top 5 areas that can help you improve your business:

1.
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SLA NPS

800 calls

Email

Web chat

In-app messaging (all types)
Social (all channels)
Community
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Idea

Impact

Difficulty
to Achieve

Time to
Implement

Differentiation
to Competition
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Area Action Items

Building an environment of
fun, trust, and a willingness
to fail

Company not campaign

Decide, act, and improve

Empower people

Rewards and recognition

Teamwork

Other

Other

Other
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Channel change savings

Agents needed with change
Training and turnover savings

Total annual savings (1 + 3) or (2 + 3)

L A L
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