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Introduction

Experience optimisation is a critical strategy for enhancing customer satisfaction,
engagement, and loyalty by refining every touchpoint in the customer journey. This
guide provides actionable steps, templates, and best practices to help teams
implement effective optimisation strategies and achieve measurable results.
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Why Experience Optimisation Matters

Key Benefits:

1. Increased Customer Retention: Satisfied customers are more likely to
remain loyal.

2. Higher Conversion Rates: Optimised experiences drive better engagement
and sales.

3. Stronger Brand Loyalty: Consistently excellent experiences build trust and
advocacy.

Framework for Experience Optimisation Workshops

Workshop Agenda:

1. Introduction (10 minutes): Overview of experience optimisation goals and
benefits.

2. Touchpoint Mapping (30 minutes): Identify and analyse key customer
journey stages.

3. Prioritisation (20 minutes): Use frameworks like RICE (Reach, Impact,
Confidence, Effort) to prioritise areas for optimisation.

4. Solution Development (40 minutes): Brainstorm and document actionable
improvements for high-priority touchpoints.

5. Review and Assign Ownership (20 minutes): Finalise optimisation plans
and assign responsibilities.

Facilitation Tools:

« Use for virtual touchpoint mapping.
o Collaborate with or to track tasks and owners.
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https://miro.com/
https://sheets.google.com/
https://trello.com/

Templates for Teams

Touchpoint Evaluation Template:

Website _ o T .
Homepage High bounce rate | Simplify navigation | High
Customer Support ![-irC:]neg resolution Train support staff | Medium

Optimisation Plan Template:

Checkout Process | Add guest checkout E-commerce Lead |1 month
option

Mobile App Jmprove loading speed ]T Manager 3 weeks

Usability
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Best Practices for Testing

Testing Techniques:

1. A/B Testing:
o Compare two versions of a webpage or process to identify which
performs better.
o Example: Test different CTA button colours on a landing page to
increase click-through rates.
2. Multivariate Testing:
o Test multiple variables simultaneously to understand their combined
impact.
o Example: Test variations in headline, imagery, and CTA to optimise
conversions.
3. Usability Testing:
o Observe customers interacting with the product or service to identify
pain points.
o Example: Conduct usability tests for a new app feature to refine its
design.

Recommended Tools:

. (£40+/mo): A/B and multivariate testing.
. (£32+/mo): Heatmaps and user behaviour analysis.
. (Free): Integrated A/B testing with Google Analytics.
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https://www.optimizely.com/
https://www.hotjar.com/
https://optimize.google.com/

Key Metrics and Dashboards

Metrics to Track:

1. Conversion Rates:
o Percentage of users completing a desired action (e.g., purchase, form
submission).
2. Net Promoter Score (NPS):
o Measures customer likelihood to recommend your brand.
3. Customer Satisfaction Score (CSAT):
o Rates satisfaction with specific interactions.
4. Churn Rate:
o Percentage of customers lost over a given period.

Visualisation Tools:

. (£58+/mo per user): Create interactive dashboards.
. (E7+/mo per user): Analyse and visualise optimisation metrics.
. (£20+/mo): Track metrics in real time.

Continuous Improvement Framework

Checklist for Iterative Optimisation:

1. Collect Feedback:
o Conduct regular surveys and usability tests.
2. Review Metrics:
o Analyse key performance indicators monthly or quarterly.
3. Refine Strategies:
o Adjust solutions based on performance data and customer feedback.
4. Test Improvements:
o Validate changes with A/B or usability testing before full
implementation.
5. Document Outcomes:
o Maintain records of successful and unsuccessful strategies to guide
future decisions.
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https://www.tableau.com/
https://powerbi.microsoft.com/
https://www.klipfolio.com/

Common Pitfalls and Solutions

Challenges:

1. Insufficient Customer Data:
o Solution: Use tools like Hotjar or Google Analytics to gather user
insights.
2. Resistance to Change:
o Solution: Involve stakeholders early and present data-driven
recommendations.
3. Resource Constraints:
o Solution: Prioritise optimisations with the highest potential impact
(e.g., high RICE scores).

Real-World Example: Optimising a Checkout Process

Scenario:

« An online retailer faced high cart abandonment rates.

Approach:

1. Risk Identification:
o Customer feedback highlighted frustrations with the account creation
requirement.
2. Optimisation Plan:
o Implemented a guest checkout option and streamlined form fields.
3. Outcome:
o Reduced cart abandonment by 20%, leading to a 15% increase in
completed sales.

Tools and Resources

Recommended Tools with Price Tiers:

. (Free - £10.99/mo): Visual content creation.

. (£12+/mo): Collaborative planning.

. (£32+/mo): Heatmaps and customer behaviour.
. (£40+/mo): Testing and experimentation.

. (£58+/mo): Data visualisation.
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https://www.canva.com/
https://miro.com/
https://www.hotjar.com/
https://www.optimizely.com/
https://www.tableau.com/
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