FIVE STEPS TO A

CUSTOMER-CENTRIC
EXPERIENCE
THAT CUTS THROUGH, STANDS OUT AND SELLS MORE

80% OF CUSTOMERS BASE THEIR BUYING DECISIONS
ON CUSTOMER EXPERIENCE (OVER PRICE).

YET ONLY 23% OF B2B COMPANIES
PROVIDE A GOOD EXPERIENCE.
As technology advances, the line between the physical and digital customer experience is
blurring across all industries, as businesses grapple to engage across every touchpoint.
But with such a heavy focus on digital, is the physical experience getting lost?
A face-to-face interaction today provides new opportunities to gain deeper insight into
the needs not only of your customer in the room, but their end customer too; offering an
immersive, more human, hands on understanding of your product or service in action.
But there’s a real art to creating a joined up journey, in fact only 23% of businesses are
getting it right. JPC have been creating Customer Experience roadshows, events and
centres for over 20 years. Our unique 360º approach has enabled clients to significantly
improve CX outcomes, by connecting brand, sales, marketing and digital with laser precision
around the customer.

We’ve seen uplift in our
pipeline conversion in
excess of 60% since
bringing customers into a
live experience centre.
It’s often the first moment
they realise the true scale
of what we can do and
how it applies to them.
Global Showcase Manager, BT

In this 5 steps intro guide, we share some best practice tips to help ensure you create an
experience that begins long before the customer arrives at your centre or event - and lasts
long after they leave. Creating increased engagement and value for you and for them.

COULD YOUR CUSTOMER EXPERIENCE
BE MORE CUSTOMER-CENTRIC?

Take a VIP tour of our London CX innovation lab, or get a free Quick Start assessment from one of our CX specialists for
potential improvement areas. CLICK HERE to set up an introductory call and book.
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START THE EXPERIENCE
BEFORE THEY ARRIVE

IMPROVING THE CUSTOMER JOURNEY HAS THE POTENTIAL TO
INCREASE CUSTOMER SATISFACTION BY 20%, WHILE DRIVING
REVENUE BY UP TO 15%.
CREATE A BOOKING SYSTEM AND PERSONAL AGENDA BUILDER
To inform and tailor every touch point; from invite, to welcome, to cleverly
automated and targeted content that builds around your customer and
supports every step of their visit.
SET THE BAR HIGH WITH AN INNOVATIVE INVITE
Don’t invite customers to an innovative experience centre with a business
as usual invite! Excite and engage with innovative tech such as AR or VR to
immerse them in the experience that awaits, while delivering practical details
of their visit along the way.
SAVE SOME SURPRISES FOR THE DAY
Deliberately provide minimal (but engaging) teaser information, based
around the problems you’re going to help them solve, to create intrigue
and excitement, setting the tone for the visit.

TOP TIP: Consider AMPLIFYING THE EXPERIENCE by using the
invitation as a means of unlocking a part of the experience, or pre-load
customer details to interact with an automated welcome screen.
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WELCOME THEM, WITH
THE ‘WOW’ FACTOR
94% OF FIRST IMPRESSIONS ARE DESIGN RELATED.
THE FIRST TOUCHPOINT IS JUST AS IMPORTANT AS THE TOUR ITSELF
Make sure every part of the experience personalises and adds value,
including the entry and sign in - why not even have their favourite drink
waiting for them?
IT’S NOT JUST ABOUT DIGITAL
Remove the over-reliance on passive, screen delivered content.
Remember they’ve come to a physical space for a reason. Consider
physical objects, demonstrations and installations that support your
messages and immerse the customer in interesting ways.
USE YOUR OWN TECH TO DELIVER INNOVATION
Don’t tell customers how it works (passive), show them (active). Think
of new, interesting and creative ways to bring outcomes to life with your
products or solutions acting as the enablers while supporting the story.

TOP TIP: A great experience is the sum of all parts, whether it’s a
product showcase or community engagement, the real art is to USE
EVERY TOUCHPOINT to create the sense that each and every journey is
individual and personalised.
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OFFER A HUMAN, PERSONALISED
JOURNEY FOR EVERY CUSTOMER
89% OF BUSINESS BUYERS SAY THEY EXPECT COMPANIES
TO UNDERSTAND THEIR UNIQUE NEEDS AND EXPECTATIONS.
INVOLVE THE CUSTOMER AT EVERY STAGE
Tell me I’ll forget, show me I’ll remember, involve me I’ll understand.
Make the journey interactive wherever you can with a mixture of guided
and self-guided content, so customers can control, influence and
experience the story suited to their unique aspirations.
TAILOR YOUR STORY TO THE AUDIENCE
9 people are involved in the average B2B or large contract buying
journey. Content that suits a CEO won’t necessarily suit an IT or Ops
Manager. Think of it like UX, considering every possible pathway and
outcome to inform and support your content strategy.
PUT THE CUSTOMER FIRMLY AT THE HEART
Make every customer feel like the experience is built around them customise presentations, integrate their branding, use their language, their
environment, their customers and absolutely avoid generic conversations.

TOP TIP: CONTENT IS KING - so focus on content first, then consider
the best way to bring it to life. All the technology in the world isn’t
going to convert customers if it’s not telling the right story.
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HUMANISE & SIMPLIFY COMPLEX
PRODUCTS & SOLUTIONS
74% OF B2B EXECS BELIEVE CUSTOMERS EXPECT THEM
TO UNDERSTAND, DEVELOP AND SELL HYPER-RELEVANT
SOLUTIONS TO THEIR END CONSUMERS’ NEEDS.
CHALLENGE MISCONCEPTIONS AND SHIFT MINDSETS
Emotional connections create lasting impressions. Draw on mega trends,
game changing innovations and your own unique stories to transport
customers away from day-to-day and open their minds to new opinions,
ideas and ways of thinking before exploring possibilities together.
MOVE AWAY FROM A TRADITIONAL PRODUCT FOCUS
Your ‘experience’ should help the customer see how your products can
help solve their problems. Create outcome-led interactive scenarios that
allow customers to explore different challenges simply and clearly.
PUT YOUR PRODUCTS IN THEIR HANDS
50% of people say they’re more likely to buy something if they can try it
first, so resist one way presentations and think of every way possible to
draw them into a collaborative experience through their lens, not yours.

TOP TIP: Immersive, interactive ‘Day-in-the-life’ scenarios offer a
POWERFUL PLATFORM to help your client see the potential of your
solution through the eyes of their customers, employees and
related stakeholders.
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BE FLEXIBLE, FUTURE-PROOF
& FUNCTIONAL

87% OF PROFESSIONALS BELIEVE FACE-TO-FACE EVENTS
ARE ESSENTIAL FOR SEALING A BUSINESS DEAL.
A SEAMLESS AND INTUITIVE CUSTOMER JOURNEY
From hot-houses to workshops, demonstrations, to live prototyping to
immersive innovation, your space needs to actively encourage and adapt
to cultivate collaboration - seamlessly evolving around the conversation
in the room.
DESIGN APPLICATIONS IN A FLEXIBLE, MODULAR WAY
Remember tech ages quickly, so stay current by ensuring components of
your system can be updated where relevant (and possible), without having
to rebuild the entire platform from scratch.
KEEP THE FUTURE FRONT-OF-MIND
Just as tech changes, so does the market and your customer needs - so
periodical reviews, use-case tests and continuous refinement ensure credibility,
accuracy and longevity, while giving a reason for your customers to keep
coming back.

TOP TIP: CREATE AN EASY TO USE BACK-END CMS/AV SYSTEM,
ensuring that your story, offerings and case studies are easy to update,
and as current and relevant to the sector as possible. Reducing the
need for ongoing external support.
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BE
SURPRISING!
62% OF B2B CUSTOMERS SAY THE MOST EFFECTIVE
BRANDS USE INNOVATIVE ENGAGEMENT METHODS.
ALWAYS GO ABOVE AND BEYOND THE EXPECTED!
The extra 10% can sometimes make all the difference. Brilliant customer
experience is more than great technology, the best interior design and
the best content. It’s the sum of all these parts, seamlessly built with your
customer at the heart. So always go the extra mile to personalise, and leave
an impression that lasts long beyond the physical experience.

TOP TIP: TALK TO JPC about how we can help you create a space that
combines all of these elements seamlessly to build an experience that
cuts through, stands out and sells more.
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