
Measuring	
Omnichannel	
Customer	
Experience	



It	was	easier	then	



2007	onward…	



At	first	luxury	brands	
were	skepBcal	



Complexity	is	the	norm	



Some	important	
quesBons	



30	years	for	that?	



Feedback	faBgue	



Finding	the	
right	tools	



Start	with	the	
customer	



The	playing	field	is	
larger	than	you	
think	



Peak	and	end	



Lead	and	lag	
indicators	



Dashboard	
madness	



AcBvate	your	data	



Teams,	teams,	
teams	



Any	quesBons?	
	
You	can	find	me	at:	
▫  @Christophecais	
▫  Christophe.cais@cxg-hub.com	
▫  Christophe	Cais	

	

	


