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It comes from simple routines that help teams
know their customers, craft better moments,
align behind the scenes, and keep learning.
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CUSTOMER
UNDERSTANDING

Who they are, what they need,
what frustrates them, and

what they expect.

A strong CX framework brings order to scattered
efforts. It connects four simple layers:

JOURNEY AND
TOUCHPOINTS

Where they meet us, which
moments matter most, and

where things go wrong.

SERVICE & PROCESS
ALIGNMENT

How our teams, systems, and
rules support the experience

we promise.

MEASUREMENT
AND IMPROVEMENT

How we track satisfaction,
effort, trust, and loyalty and

turn learning into action.



Its real power is not the framework
itself, but how it helps people focus,

speak the same language, and
create experiences that feel simple,

consistent, and human.
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