
Research shows that field service companies have recently begun to embrace a mentality 

whereby customer experience is the focus and driver of business decisions - something 

that technology giants like Zappos and Apple began doing a few years ago. Focusing on 

customer experience is now table stakes for companies wishing to stay ahead of their 

competitors. 

Understand your customer journey

Laying out your customer journey can be done 

in many different ways. This can be as simple 

as having some direct interviews with your 

customers to understand what their experiences 

have been like engaging with your organization. 

This process helps to lay out your initial 

understanding of your customer experience 

and will help you track change over time as you 

continue to collect this data. 
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Solicit customer feedback

Seek to understand where you can make 

improvements and identify key areas where you 

would like to gather additional feedback. This 

is typically done in problem areas (i.e. a poor 

sales process). Ensure you have a split of both 

quantitative and qualitative data.
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Helpful links:

Leverage jobs to be done to improve customer conversations: https://hbr.org/2016/09/know-your-customers-jobs-to-be-done

Better understand the NPS Framework: https://www.medallia.com/net-promoter-score/

Get started with simple surveys: https://www.surveymonkey.com/

Understand customer needs

Leveraging the data you’ve collected, attempt to 

answer questions like: what can happen to create 

to make someone not want to use your service 

again? Or, what might cause someone to fire your 

business? With this feedback gathered, identify 

some higher-level themes and use this to direct 

resources in the right areas to provide the most 

meaningful changes for your customers.

Take action

Find ways to take what you’ve learned from your 

customer data and other sources to bring forth 

positive change at your organization. Get the 

information in the hands of those who can make 

the biggest impact with it.
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Use all available data

Information that can help us continually improve 

our businesses can come from anywhere, 

including business intelligence data and even 

financial data. View these sources as puzzle 

pieces and review them with your customers 

experience in mind.both quantitative and 

qualitative data.

Rinse and repeat

This process is cyclical and takes time. Don’t 

give up and keep gathering data. Companies like 

Zappos and Apple did not get it right the first 

time, but they stayed persistent and the results 

speak for themselves!
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