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Digital Transformation 
- Today’s Topic -   

Although most executives believe that digital 
transformation is essential to success in the future, it is 
not always obvious what digital transformation is—or 
how to approach it. What is certain is that customers are 
driving it and the C-suite needs to solve for it. 

  
This discussion will demonstrate why customer experience 

(CX) is the new currency for growth. 
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Digital Transformation | What the heck is it? 
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o  What is Digital Transformation? 

o  Why are “liquid expectations” driving it? 

o  What is the financial impact to your business? 

o  Where do you start? 

o  What should you do next? 
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Today’s Agenda | Answer 5 Questions 





eMaxx Partners | 

What is Digital Transformation?  
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Digital Transformation | The Confusion 
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“Digital Transformation is ‘the reinvention of the 
company’ to deliver insanely great, 360 degree, 
customer experiences. 

 
 Simply put…it’s CX, based on the defined 
purpose of the brand.” 

Digital Transformation 
 

- The Definition -  
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Why are “liquid expectations” driving it? 
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Liquid Expectations 
  

The Way It Was 
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Liquid Expectations| Candidate Experience 
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Liquid Expectations 
  

What Has Changed? 
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Liquid Expectations 
  

The New Paradigm 
 

Because of the 
tech that 
companies like 
amazon and Uber 
are using,  
people have  
“new & different” 
expectations for 
how they  
engage with 
brands. 
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Liquid Expectations 
  

The New Paradigm 
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“They Expect It To Be 
Frictionless” 
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“They Demand 
Transparency” 
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“They Want It To Be 
Seamless” 

eMaxx Partners | ASA 



Liquid Expectations 
  

Meeting The Mandate 
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What is the financial impact for your business?  
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93% 91% 89% 
MORE  

PROFITABLE  
HIGHER NPS 

SCORES 
GREATER 

RETENTION 

Companies with 

Comprehensive CX 

Capabilities: 

Why Great CX  
Drives Business  
Results 

5.1x 
Revenue growth of CX 
leaders over laggards 

4.5x 
Customer willingness to pay a 

price premium when they 
have excellent versus very 

poor experiences. 

Financial Impact 
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Source: CXEvolution Study of CX Stakeholders/Forrester 
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Where do you start? 
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“People don’t 
buy what you do. 

They buy why 
you do it.” 

The Starting Point | Define Your Purpose 

- Simon Sinek 

eMaxx Partners | ASA 



The Starting Point | Grow 
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The Starting Point | Stengel 50 

“The Stengel 50” Performed 3X Better Than 
Their Competitors 
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What should you do next? 
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Today Tomorrow 

GAP 

Gaps 

•  Xxx 
•  Xxx 
•  xxx 

Keys to Success 

Brand Purpose 
 
 
 
Target Assessment 
 
 
 
Market Assessment 
 
 
 
Go-To-Market Strategy 

 
CX-GAP | Today vs Tomorrow 
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o  Vision • Mission • Positioning 
o  Brand Architecture 

o  Messaging Architecture 
o  CX Audit 
o  Candidate Journey Mapping 

o  Competitive Review 
o  Trends Report 

o  Acquisition 
o  Retention 

Brand Purpose 
 
 
 
Target Assessment 
 
 
 
Market Assessment 
 
 
 
Go-To-Market Strategy 

o  Vision • Mission • Positioning 
o  Brand Architecture 

o  Messaging Architecture 
o  CX Audit 
o  Candidate Journey Mapping 

o  Competitive Review 
o  Trends Report 

o  Acquisition 
o  Retention 

•  Xxx 
•  Xxx 
•  xxx 



o  Is your team sharing your “purpose”- consistently 

o  Are you treating candidates like customers? 

o  How complicated is your process? 
 
o  What is included in your CX tech stack?  

o  Can your candidates reach you after hours? 

o  Is your communication personalized? 

o  How are you measuring candidate experience? 
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CX-GAP | Questions That Need Answers! 
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Trigger 

Search 

Evaluation 

Application 

Interview 

Placement 

Advocacy Loyalty 

BRAND 
LOVE 

BRAND 
DEMAND 

BRAND 
ADVOCACY 

ACQUISITION RETENTION 

CX-GAP | Candidate Journey 
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CX-Audit | Google’s Reporting 
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Up to 

53% 
of users abandon a 
mobile site if it takes 
more than 3 seconds 
to load 
	

CX-Audit | Google’s Reporting 
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CX-GAP | CX Tech Solutions 

What’s included in your CX Tech Stack?  
“There’s over 1,000 tech companies offering CX solutions.”  

CX DESIGN 
TOOLS 

CX DELIVERY 
PLATFORMS 

CX MEASUREMENT 
AND IMPROVEMENT  

To Enable: 
•  Listening and Actioning 
•  CX analytics 
•  Journey Orchestration 
•  Process Optimization 
•  Visualization 

To Enable: 
•  Digital Experience 
•  Sales enablement 
•  Contact Centre 
•  Store/Branch 
•  Social Media 

To Enable: 
•  Persona to audience to 

segments 
•  Journeys 
•  Experience Design 

Such As: 
•  Suite CX 
•  Uxpressia 
•  Journifica 
•  Smaply 

•  Genpact 
•  Digsite 
•  Excel 
•  Visio (Still) 

Such As: 
•  Adobe 
•  Verint 
•  Oracle 
•  Salesforce 

•  Sitecore 
•  Nice 
•  Sprinklr 
•  Google 

Such As: 
•  Confirmit 
•  Usermind 
•  Medallia 
•  Qualtrics 

•  Stratified 
•  inMoment 
•  IBM 
•  Zacoustic 
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CX-GAP | Tech Supports Omni-Channel CX 
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Candidate Booking: 
•  Acceptance 
•  Onboarding Process 
•  Work Start 

Billing: 
•  Monthly Bill 
•  Refunds/Credits 

Candidate Performance: 
•  Rating System 
•  Consistency 
•  Feedback Loop 

Compensation: 
•  Payment Cycles 
•  Bonus/Retention 
•  Expense Reimbursement 

Referrals: 
•  Compensation 
•  Complexity 
•  Reputation 

Research: 
•  Search 
•  Compare 
•  Learn (website, 

reviews, social, FAQs, 
etc.) 

Engagement: 
•  Communication (CRM, 

phone calls, email, etc.) 
•  Relationship 
•  Process Complexity 
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CUSTOMER 

CX-GAP | Blend of Customer & Enterprise 

ENTERPRISE 

Customer CX 
Ecosystem 

Business CX 
Ecosystem 

Digitally enhanced product; 
digital services 

Data & Insights 
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CX-GAP 
 

Key Is 
Alignment 
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“Remember, your 
competition is just 
one click away.” 
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Thank you 
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Contact: 
 Timothy A Blett 

949-701-0038 
tblett@emaxxpartners.com 
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