How to “Define Your Medallia

Why” for Modern CX

Without a clear purpose for modernizing your customer experience program,
your teams will lose direction and revert to working in isolation. Defining this
purpose will guide your efforts and protect your progress when challenges arise.

Define your "why." An omnichannel CX program will enable our
organization to...

What'’s the reason your company needs to

modernize CX? Include a problem statement

that explains what you're trying to solve (e.g.,

fragmented data, lagging responses to

customer issues, no clear line from experience

to ROI, or teams missing the insights to fix

what'’s really broken.)

Tie it to your brand promise. Our brand promise is....

If you promise “effortless,” but customers
repeat themselves across channels? You aren’t
catching it, you aren't fixing it, and you're
breaking your promise. Without omnichannel
CX, you can't deliver on what you stand for.

We can’t deliver on it without omnichannel CX
because....

Show the cost of inaction. Not having an omnichannel CX program means our
organization struggles with:

Broken hand-offs. Unmet promises.
Higher churn. That's how brands lose
customers and credibility.



Frame the business case
in executive terms.

Make money > Capture missed sales
(e.g., fixing broken digital
flows).

Savemoney > Reduce call volume by
addressing root causes.

Reducerisk — Spot compliance and service
issues faster.

Define success from the start.

Document clear objectives to guide
decisions and fend off distractions.

Omnichannel CX will help our organization...

Make money:

Save money:

Reduce risk:

Our success metrics include:

Discover the complete framework for transforming your customer experience
program. Our full guide gives you practical, proven strategies for aligning your
teams, overcoming obstacles, and driving lasting change.

Modern CX, Made Achievable: Your Step-by-Step Guide /1



https://go2.medallia.com/guide-to-modern-cx

	A4 - 20
	A4 - 21

