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7 TIPS TO CONTINUOUSLY IMPROVE 

YOUR CUSTOMER EXPERIENCE 
BY BILL HOGG 

Every company claims to provide good customer service. If you do the same, you are just one of many vying 
for your customers’ business. If you want to break through and truly show you are different, you need to 
create memorable experiences that will spark curiosity and engage customers when they choose to do 
business with you. 

In my experience as a leadership change consultant, customer experience is increasingly proving to be a key 
differentiator; and if your customer experience is subpar, so will your sales numbers.  

As I have argued previously in Tips to Improve Your Customer Experience, “Successful customer 
experiences are scalable and can be managed consistently across multiple channels. Your customers 
experience must be unique. And, for it to be successful, it needs to be clearly defined so that each one of your 
employees understands how to deliver the experience you want to create for your customers.” 

7 Tips to Improve Your Customer Experience 

There is always room for change, especially when it comes to 
your approach to customer service and the customer experiences 
you create. As your customers’ needs evolve over time, so will 
your approach to providing memorable service. If you become 
complacent and fail to realize the need to constantly change your 
approach to customer service, you will lose customers to 
competitors who are willing to continuously change.  

Here are 7 tips to continuously improve your customer experience: 

1. Connect on an emotional level: While your customers’ transactional needs are important, focusing 
on their emotional needs will help you create a more personalized experience and develop your 
relationship with them. This will also help you provide better service. 

2. Make the experience scalable: You never know how or when a customer may connect. Therefore, 
you need to make your experience flexible and scalable across your company. Whether they connect 
with your company through your website or in person, the experience must be consistent.  

3. Make it easy for employees to provide great service: Rules and policies often get in the way of 
providing memorable customer experiences, and they can handcuff your employees’ ability to resolve 
issues and provide effective service. Review your rules and regulations and make sure they are not 
impeding your company’s ability to meet your customers’ needs. 

4. Get frontline team members to buy in: If your frontline employees who communicate with your 
customers on a regular basis do not buy in, the customer experience will fall short. Failure to provide 
a great experience could also be a sign there are issues with internal processes or perceptions about 
your customers’ needs. Work with your employees, provide the necessary training and get their 
feedback to keep them engaged and willing to provide great service.  
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5. Be consistent: People expect consistent customer service, regardless of how or whom they interact 
with from your company. Therefore, it’s important to get all levels of your organization involved. 
Have an internal feedback and review process in place to ensure all team members are on the same 
page.  

6. Don’t make assumptions: Never assume anything about your customers. If you are not sure, ask by 
requesting feedback. Don’t be afraid to be direct. Ask them what your company can do to create a 
better customer service experience. Ask them about the changes they would like to see.  

7. Test, measure and refine: Your customer’s expectations will change over time and as your 
relationship with them evolves. It’s important to always be testing, measuring and refining the value of 
your customer service. Make sure you have the tools in place to measure the strength and 
effectiveness of the experiences you are providing to your customers.  

Continuously changing and improving the experience you provide your customers will help you to better 
understand their needs, create an emotional connection and develop a deep relationship over time.  

For more information about this topic or to book Bill for a leadership speaking engagement, feel free to 
contact Bill Hogg or visit us online at www.BillHogg.ca where you can sign up to receive an article like this 
each month. 

Change Instigator | Transformational Leadership Expert | Professional Speaker  

Bill works with senior leaders to stimulate change -- that excelerates passion, productivity and profits! 
For over 30 years, Bill has been the go to guy when the world’s most recognized brands are faced with 
challenges that require change -- to improve bottom line results. Bill takes no prisoners and his clients 
love him for it. 

Bill provides world class executive consulting, dynamic keynote presentations and transformative 
workshops for clients that include; Adecco, Ontario Teachers’ Pension Plan, Pita Pit, Thompson 
Ahern, Toronto International Film Festival and ServiceOntario. 

For additional articles and information on how to transform your organization, contact bill@billhogg.ca 
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