
YOUR BRAND IS YOUR CUSTOMER EXPERIENCE. 
YOUR CUSTOMER EXPERIENCE IS YOUR BRAND.

Three reasons why customer experience will be key to the future 
success of your organization:

80% of customers say that 
the experience a company 
provides is as important as 
its products or services.

Customers consider most 

products and services 

commodities. Having a quality 

product or service is just tables 

stakes. Customers expect a 

great experience and if they don’t 

receive it, they’ll go elsewhere 

- 57% of people have said that 

they stopped buying from a 

company because a competitor 

provided a better experience. 

75% of brand perception 
results from customer 
experience.

Customers decide what they 

think of your organization 

based on the experience 

you provide them – not the 

experience that you promise 

them. Customers may not 

remember all interactions with 

your organization, but they will 

remember how you made them 

feel. 

You’re no longer only 
competing with your direct 
competitors. 

Your customers are receiving 

amazing experiences from 

companies like Dominos, 

Amazon and Disney. People 

now expect these types of 

experiences everywhere they 

go, and a subpar experience 

with your organization is more 

impactful than ever.

Written by: Steve Koch
Managing Director

Cast & Hue

1 2 3

Customers define their brands. Every touchpoint makes 
a difference in how the brand is described and whether 
customers believe in the company’s promise.

-Sheryl Pattek, VP & CMO Executive Partner, Forrester Research



Three ways organizations can improve their customer experience:

Measure experience and understand it from your customers perspective. 
Gain a baseline around the current experience you’re delivering to your customers. Go beyond surveys 

– talk to your customers! This helps you gain the context and insights you need to be able to identify 

your best opportunities to improve your overall experience. 

Create better experiences across all touchpoints.
Don’t bite off more than you can chew, but start with touchpoints that you have identified as your best 

opportunities for experience improvement. Explore the power of co-creation – invite your customers 

to co-create with you! 

Benchmark, measure and continuously improve.
In customer experience, there is no finish line. Today’s innovation is tomorrow’s table stakes. No 

matter how you do it, make sure you set a benchmark, consistently measure and constantly look to 

evolve your experience to meet and exceed your customer’s expectations. 
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About Cast & Hue

Cast & Hue is a human-centered design consultancy from Tempe, AZ. Forward-thinking brands partner 

with us to co-create exceptional experiences that elevate customer loyalty, satisfaction, and advocacy. 

We bring together marketing, sales, customer support, and operations to create holistic experiences 

that span online and offline to align a brand’s promise with their customers’ needs. 

Learn more at castandhue.com or feel to reach out to Steve at skoch@castandhue.com


