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| 6 STEP ROADMAP
HOW TO BUILD A STRONG 
CUSTOMER EXPERIENCE 
BUSINESS CASE
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Building a Business Case 101

Think like this

Obtain 3RD PARTY
INFORMATION
to see how you
are performing
on a business level

Then use YOUR OWN DATA 
to identify where, if you 
were to improve the 
business drivers, you 
would improve your
overall financials.

LOOK OUTWARD REVIEW INWARDthen

...But NOT like this

WARNING:

New way of thinking

Because your plan has to be
something that anyone could
look at and be able to make an
educated projection that is
BELIEVABLE. 

Build your business case
to address improvement
at the enterprise level for
 a minimum 3-year
time frame.

(We’re talking believable to the people that are 
actually making the decision to approve or reject 
your business plan.)

Most business cases are rejected
because the time frame is too 
short and the scope is too narrow.

TO DO LIST:

Building a business case is a 
considerable undertaking—
you don’t want to go it alone!

Get the financial
decision makers to
TAKE OWNERSHIP
EARLY and make
CX THEIR business
case too.

Don’t rely on this logical “daisy chain” 
where your plan can start to fall apart.

START with THE END: “I will use customer experience as a tool to improve business results.”

Create Champions of Your Plan

Make the leaders of the financial team a 
champion of your business plan. Being on the 
defense from the get-go is the LAST thing you 
want to do.

Step One
Team

with CFO

Step Three
Benchmark!

Step Four
Focus on

moments 
of truth

Step Six
Widen the
scope &

time frame

Step Two
Reverse

typical thinking

Step Five
Gauge

financial impact

Step One: Team with CFO

Step Two: Reverse typical thinking

Step Three: Benchmark business drivers

“I need to increase 
business results, and there 

are certain business results that 
are more responsive to customer 
experience than others. I will use 
customer experience as a tool to 
improve business results...”

“If I improve my customer
experience by X, my business 
results will go  up by Y...”

Step Four: Focus on the #MomentsOfTruth

Step Five: Use your customer 
data to gauge financial impact 

#CXBusinessCase101 #JDPVox

* It doesn’t matter where you are in the customer experience journey, but that
you are learning as you go and tapping into the right resources to do so!

Learn more about J.D. Power’s approach to improving the customer experience >

REMIND YOURSELF*

Step Six: Widen the scope 
and time frame

#TimeToAct #WhenItCounts

Give your plan a
chance to succeed!

#BrandDefiningMoment

WHY?

#1 Reason for
Business Case DOA?

Our CX Strategy

TIP on delivering at
“Moments of Truth”

Think about how you want
the customer to FEEL after
their experience with your 
company is over.

Deliver an optimal experience at critical “moments of 
truth.” These “moments of truth” tend to be the 
business drivers identified in Step Three. Once you 
identify which business drivers to improve, identify 
where you have gaps, and the things you can use to 
influence those gaps.
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http://www.jdpower.com/advisory-services/customer-experience-management
https://twitter.com/home?status=Cool%20infographic!%20How%20to%20build%20a%20successful%20CX%20Business%20Case%3A%20http%3A//bit.ly/2answXv%20%23JDPowerVoX
https://www.linkedin.com/shareArticle?mini=true&url=http%3A//bit.ly/2answXv&title=%5BInfographic%5D%20How%20to%20Build%20a%20Successful%20CX%20Business%20Case&summary=Don't%20just%20get%20your%20bosses%20attention,%20get%20them%20to%20invest%20in%20a%20strong%20customer%20experience%20strategy.%20Insights%20from%20the%20one%20and%20only,%20J.D.%20Power!&source=

