The mability to correlate and calculate CX
return on investment is the main reason
these investments aren't’ funded. The rght
CX investments canand will yield ROTsin
the 1,000's of percent.

Let's stop chasing short-term, unrealistic, purely self- Go ahead and prove it!

serving ROIs, and focus instead

on CX strategy and outcomes that mature overa EmMPLOY ROI CALCULATOR!

reasonable period to yield value for both company

and costomers
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Many CX metrics are used to measure
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contribute to higher growth and :
rvenes. Some .y e the -
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while others are supportive.

You need o know the difference.

There are dozens of company financials but only a few
CX metrics drive sustainable value in exponential ways.
Focus on financials that foster growth, revenue and profits

ACTIVATE FINANCIAL MODELS & REVENUE ESTIMATORS quickly, realistically and predictably.
W hat gets measured gets done and what gets done produces Create value for customers and you'll get value too.

financial outcomes that can be monetized. Stimulate strong
performance in high impact CX metrics and use predictive tools to

CLV can be defined as the total worth of a costomer- et el e e S e el v o L

company relationship over time; it is assessed by W

projecting the customer's present valoe into the future,

using a sct of given business assumptions. CLV is reliant

om a continoum of ongoing relationships that compound 1IN T ON CRO OMPANY A RA N

the financial benefits of loyalty.

) C— The experience of costomers is a highly interdependent endeavor
across the entire company, so it makes good sense forleaders to share
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. 5 — _ I ( )I'l ( }Jl‘l‘ responsibility. Encourage inter-departmental partnerships and
EMPHASIZE CUSTOMER LIFETIME = =

shared accountability to increase teamwork, performance, and
ASSQOCIATES company growth.
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(401) 954-8088 @ loricarrassociates.com @ lori@loricarrassociates.com
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