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My Experience
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Mindsight Contact Center Principal Consultant                                                
with 18  years of experience

Joined Mindsight 4 years ago

13 years focusing on Cisco contact centers

Involved in the full project lifecycle

Expertise in technical sales, design,                                                                  
implementation and support for enterprise                                                      
and SMB organizations

Vast product knowledge: UCCX, UCCE, CVP, IP, IVR,                                       
Finesse, WFM, AQM



What Is Digital 
CX?



Customer Experience (CX)

Harvard Business Review:
Customer experience has been defined as 
the quality of all of a consumer’s encounters 
with a company’s products, services, and 
brand.
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Why Does Digital 
CX Matter?
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Customers are changing.  They 
have a lower tolerance in the 
digital world for hiccups. 

Patience is a thing of the past.
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Competition is Changing

• Gartner found that 89% of businesses 
planned to compete primarily on 
experience.

• Your customers are not comparing you to 
just your competition, they are comparing 
you to anyone delivery great CX.

10



Digital CX Can Be Powerful
• Revenue growth when DCX is a 

priority
• Generation Y already prefers 

social media
• Customers are willing to pay more
• One in three consumers will leave 

brand after just one bad 
experience
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Shifting Toward Mobile
• 91% of U.S. adults own 

smartphones
• 63% of U.S. adults use mobile 

devices to seek service
• 75% of people ages 35-44 seek 

support via mobile more than    
once a month

• 42% have used live chat on mobile 
devices

12https://www.softwareadvice.com/resources/improve-cx-with-mobile-support/



Who, Me? I Do B2B!

A recent study by Google and the 
Boston Consulting Group found 
that 80% of B2B buyers are using 
mobile at work and 50% of B2B 
search queries are made on 
smartphones.
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https://www.thinkwithgoogle.com/marketing-resources/experience-design/b2b-marketing-reshaping-growth/



What To Look At,
What To Do



Start Slow
You are not going to be Zappos on day 1, but 
you should not abandon hope.  Most 
companies are still figuring this out.

Examine the basics.
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Look At Touch Points

Many companies will go 
through a journey mapping 
exercise to identify moments 
of truth and examine the 
high friction areas.

What do your service levels 
look like?
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Add Channels Where Needed

• Live Chat
• Email
• Self-Service
• Social
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Examples



Expectations
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VS
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Then: Now:
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Where To Start?



• You need to lead.
• Start with what you have.
• Identify the moments of 

truth and the friction points.
• Is an existing channel 

lagging?
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Thank You!
John Irey
jirey@gomindsight.com


