CX BUSINESS GAME

In a restaurant, creating a seamless and unforgettable dining experience is not only up to the chef or the restaurant owner.
Everyone, from the kitchen help to the waiters to the cleaners, all play a role in taking the customers on a culinary trip.

The same is true for any organisation delivering products or services. It's not just the actions of your sales and marketing
teams that determine how your customers experience your product or service. It's rather a result from the joined efforts
of everybody in front of and behind the scenes. This also means that innovations to improve the customer experience in

one way or another can be found throughout your entire organisation.

With our customer excellence business game, we help participants understand the benefits of putting the customer first in
a fun and interactive way. We lay the groundwork for a customer centric mindset and for customer driven innovation.
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Learn
Understand what customer centric organisations
are and why they outperform the market.

Experience

The game revolves around a specific customer journey.
Step into the shoes of different types of customers and
organisations. Walk the journey and find improvements

in a fun and interactive environment.
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REFLECT EXPERIENCE Discuss lessons learned and translate the experience
to your own context.
Awareness Ideation Transformation
* Generalistic Business game * Based on journey custom made * Use a custom made business game as

* Plug and play

e Create awareness

» Create a customer centric mindset

to your organisation

* Generate implementable ideas that will
improve your customer experience

framework to quickly generate a lot
of innovative improvement ideas

Implement Cx initiatives while

creating buy in with all employees

* Create awareness/Cx mindset * Empower employees to think

* Find innovative opportunities to
improve your product or service

‘customer first' and motivate them
to work on improvements

* Awareness + ideation +

implementation

» Convince internal stakeholders
of the importance of Cx

Inspire during (management)
team offsites, teambuildings, etc.

* Can be integrated in our ‘customer
experience trainings’

+ Great as a ‘Cx awareness' initiative/culture + Use for organisation (or business

project within a specific business unit

* Capture what ‘lives’ within your
organisation. ;
) e impact
+ Capture innovative ideas from all levels
and functions within your organisation

unit)-wide implementation of
customer experience improvements,
with a strong ‘bottom up’/cultural
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OUR CUSTOMER EXCELLENCE FIELDS OF EXPERTISE:

Customer research and measurement

Truly knowing your customer is a key prerequisite for any customer oriented organisation.
We help you gain actionable insights on your customer, combining both qualitative and
quantitative research tools and techniques.

Sales effectiveness
Having a ‘well oiled’ sales machine is crucial in any growing organisation. We help you create
the optimal conditions for your sales teams to achieve maximal performance.

Customer experience design
We will support you in improving your existing products and services or building new ones
that will guarantee an improved customer experience.

Customer oriented culture

Customer satisfaction for a big part is driven by how your employees behave and communicate
to customers. We measure your company's current culture state and guide you towards

a more customer oriented culture.

BDO STRATEGY & TRANSFORMATION

BDO Strategy & Transformation supports your organisation in its transformation journey:

@ strategy Services
test the maturity of your approach to strategy according to your market, identify
and implement the right strategy choices, challenge your current business model

to increase competitiveness Strategy Services
@ Customer Excellence o)
Align your services to your customers' needs /O\,
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© Operational Excellence
Focus on effl.aency and productivity and improve your organisation's Organisation & Custalner
way of working People Transformation Excellence

@ Organisation & People Transformation
Design and implement your organisation and guide your people through
the transformations

Operational Excellence

Interested in customer excellence? Get in touch with:

EVA VANDERVELDEN JAN WILLEKENS

Advisor Senior Manager

E-mail: eva.vandervelden@bdo.be E-mail: jan.willekens@bdo.be
Tel.: +32 (0)494 9112 16 Tel.: +32 (0)473 46 80 02

» Followus [ M O

» www.bdo.be
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