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Your Playbook to Build a Powerful CX Culture

“This playlbook will
guide you through
ten interconnected
Plays designed to
help your SME build
a winning CX Culture,
directly impacting
customer loyalty and
uhnlocking significant
profit potential. “
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( PLAY #1 )

The Untapped

Goldmine
Your CX Culture

For Small and Medium-sized This isn't just an abstract statistic; it's a
Enterprises (SMEs), the relentless tangible opportunity for your SME.
pursuit of profit is a daily reality. But

what if one of the most significant And the bedrock of exceptional

levers for profit growth lies within your Customer Experience (CX) that drives
grasp, often underexploited? this retention?

Research, notably by Bain & Company, A deeply embedded CX Culture.

has consistently shown that even a
5% increase in customer retention
can boost profits by an astonishing
25% to as much as 95%.

Your Playbook to Build a Powerful CX Culture
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<€
“Your CX North Star isn't just
a goal; it's the guiding light
for every decision your CX
Culture will make. ”
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Key Assumptions & Factors Driving the Uplift

Retention Impact Retention rate improves from 70% to 75% due to better CX culture
Acquisition Cost Each new customer costs £400 to acquire; fewer are needed at higher retention
Revenue Per Customer Retained customers spend 10% more on average: £2,000 - £2,200
o (] o Referral Value Improved CX drives additional £7,000 net profit via referrals
H ow a 5 /() Retentl o n U p I I ft Customer Base Size Total customer count remains constant at 500

Cost to Serve £1,520 per customer annually; remains constant across both scenarios

I g n ites P IFOfit G rowt h Efficiency Gains No additional cost savings assumed beyond acquisition and loyalty effects

* Referral Profit is not included in the £1.1M revenue

A ‘ : a I C u IC ate d E Xa m p I e It reflects net profit from additional customers gained via word-of-mouth, assumed to require minimal acquisition cost.

Innovate Ltd" Baseline Annual Figures

Metric Before 5% CX Uplift After 5% CX Uplift Change (4)
Customer Retention Rate (CRR) 70% 75% +5%

Annual Revenue £1,000,000 £1,100,000 + £1,000,000*

Customers Lost Annually (Churn) 150 - 25 customers

Annual Customer Acquisition Cost (CAC) £60,000 : - £10,000

Cost to Serve All Customers £760,000

Total Operating Costs £820,000 - £10,000

Profit Before Referral Bonus £180,000 £110,000
Net Profit from Referrals

Total Annual Profit £180,000 £117,000
Profit Uplift (£)

Profit Uplift (%)

* “Innovate Ltd." is a hypothetical SME www.culturenav.co.uk | 4
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“Your most unhappy
customers are your
greatest source of
learning "
- Bill Gates

How a 574 Retention Uplift
Ignites Profit Growth
A Calculcated Example

Improving customer retention by just 5 percentage points, from 70% to 75% has a compounding
effect on profit. Here's how it plays out for a business like Innovate Ltd":

1. You lose fewer customers 3. Happy customers bring in new ones
Fewer people leave, so you don't need to People who have great experiences are
spend as much replacing them. This cuts more likely to refer others.You gain extra
your customer acquisition costs. customers at very little cost, adding

pure profit.

2. The customers you keep spend more
Loyal customers are more engaged and 4. Your profit grows faster than
tend to buy more over time.Each one your revenue
becomes more valuable, boosting revenue. While revenue goes up by 10%, profit

increases by 65%. Small improvements in
retention unlock big financial returns.

* “Innovate Ltd.” is a hypothetical SME www.culturenav.co.uk | 5
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>
“ A strong CX Culture
means that delighting

This playbook is e
designed for SME ow varyome i your
leaders who want to S 20t and
move beyond hoping

for good customer

experiences and start

engineering them.

It's about building a robust CX Culture —

an environment where every employee is
empowered and motivated to deliver outstanding
value to your customers, leading directly to that
coveted profit uplift.

We'll explore 10 practical ‘Plays’ that use data and

cultural insights (culture analytics) to build this < TO TH E PLAYS %)

powerful CX Culture, turning your organisation
into a customer-centric powerhouse.

www.culturenav.co.uk | 6
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( PLAY #1 )

“Your CX North Star isn't just
a goal; it's the guiding light
for every decision your CX
Culture will make. ”

Define Your CX
North Star:
Linking customer
delight to your
business DNA

Concept Why it matters for CEOs/COOs

Before you can build a CX Culture, you A vague CX goal leads to a vague culture.
must define what exceptional customer If you want to achieve that 25-95%
experience and delight mean for your profit boost from improved CX and

SME. This Play is about establishing retention, your entire team needs

a clear vision for your target CX and to know exactly what “great CX"”
identifying the core cultural traits. looks like and how their cultural

behaviours contribute.

www.culturenav.couk | 7
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( PLAY #1 ) AcTionsTEPs

D Articulate Your Signature CX
What unique feeling or outcome do you want every customer to associate
with your brand? Example: For a local bakery, it might be “ A moment of pure,
handcrafted joy with every bite.”

D Identify Supporting Cultural Traits
What values and daily behaviours must be ingrained in your team to deliver this
signature CX? Example: For the bakery, traits might include: Passion for quality,
attention to detail, friendly service, and community focus.

D Align with Your Brand Promise
Ensure your internal vision for a CX Culture perfectly matches your external
promises to customers.

Expected
Outcomes

(] Communicate Relentlessly A crystal-clear, shared
Every employee must understand this CX North Star and the cultural . . i
) vision of the desired
DNA required. .
customer experience
and the specific cultural
DNA needed to build
your CX Culture, sets
the stage for profit-
driving improvements

www.culturenav.couk | 8
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( PLAY #2 )

Tune Into Your Team:

Deep Employee
Listening for
CX Culture Insights

Concept

Your employees are the lifeblood of your
CX Culture. They live it daily, see its
strengths and weaknesses firsthand,
and often have brilliant, practical

ideas for improvement.

This Play is about moving beyond
occasional feedback to establishing
robust, ongoing “employee listening”
mechanismes. It's about truly hearing
their voices to understand their
perspectives, challenges, and innovative
solutions for delighting customers.

Why it matters for CEOs/COOs

To build a CX Culture that genuinely
thrives and drives profit, you need
authentic buy-in and insights from your
team.

They know what truly hinders or helps
them deliver exceptional customer
experiences. Ignoring their input is like
trying to navigate without a compass.
Effective listening uncovers the ground
truth, fosters engagement, and unlocks a
wealth of practical knowledge.

Your Playbook to Build a Powerful CX Culture

“Your team holds the
keys to unlocking your
CX Culture. Listening
deeply isn't just polite;
it's profitable. ”

www.culturenav.co.uk
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( PLAY #2 )

The Importance
of Active and
Empathetic Listening

Uncovers Hidden Barriers

Employees often see process flaws or cultural norms that inadvertently
create poor CX, which leaders might miss. Example: A sales team might
reveal that pressure to hit short-term targets (a cultural norm) forcesv
them to oversell, leading to later customer dissatisfaction.

Sparks Innovation
Frontline staff interact with customers constantly and often have ingenious
ideas for service improvements if given a platform.

Builds Trust and Engagement

When employees feel heard and see their feedback acted upon, their
engagement with the company and its CX goals skyrockets. This directly
impacts their motivation to deliver great service.

Identifies Training Needs
Listening can reveal gaps in skills or knowledge that prevent employees
from delivering the desired CX.

Your Playbook to Build a Powerful CX Culture

www.culturenav.co.uk
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( PLAY #2 )

Structured Feedback Channels
Anonymous Employee
Engagement Platforms: Digital
tools (e.g., Culture Amp, Peakon,

or simpler survey tools like
SurveyMonkey if tailored correctly)
allow for regular, anonymous
feedback on specific aspects of
culture, leadership, and CX delivery.
Focus questions on CX-related
behaviours and empowerment.

Targeted “Voice of Employee for
CX" Surveys: Shorter, more frequent
surveys specifically asking about

CX challenges, tools, training, and
customer feedback they're hearing.

Suggestion Schemes
(Modernised): Not just a dusty box,
but a well-promoted digital platform
where ideas for CX improvement are
submitted, reviewed transparently,
and rewarded.

2.

Qualitative Listening Methods
Regular Team Huddles/Meetings
with a CX Focus: Dedicate agenda
time to discuss recent customer
interactions (good and bad) and

brainstorm improvements. Example:

A weekly 15-minute “CX Wins &
Woes” huddle.

“Stay” Interviews: Proactive
conversations with valued
employees to understand what
keeps them at the company

and what would make their role
(especially in serving customers)
even better.

Exit Interviews (CX Lens): When
employees leave, specifically ask
about their perceptions of the
company'’s customer focus and any
cultural barriers they observed.

Leadership “Walkabouts” or
“Gemba Walks": Managers and
leaders spending time on the
frontline, observing and informally
chatting with staff about their work
and customer interactions.

3.

Collaborative Approaches
Co-Design Workshops for
CX Solutions: This is a powerful
technique. Bring together cross-
functional groups of employees
(e.g. sales, service, operations)
to collaboratively map current
customer journeys from an
internal perspective and then
co-design improved processes,
communication strategies, or
cultural initiatives to enhance CX.

How it works: Facilitate workshops
where employees share their
experiences, identify pain

points (for both customers and
themselves), and brainstorm
solutions. This fosters ownership
and ensures solutions are practical.

Example: A co-design workshop
could tackle the problem of “long
waiting times for technical support”
by bringing together support

staff, product developers, and
salespeople to redesign the support
escalation process and identify
knowledge gaps.

. Creating Psychological Safety

Your Playbook to Build a Powerful CX Culture

Crucially, for any listening method
to be effective, employees must
feel psychologically safe to share
honest, even critical, feedback
without fear of blame or negative
repercussions. Leaders must
actively cultivate this environment.

Start boosting your
CX culture today

Get your FREE CX Culture
Outside Insights report.

See clearly how potential
customers and the talent
you need for exceptional
customer experience view
your culture when they
research you.

www.culturenav.co.uk
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( PLAY #2 ) acTionsTePs

D Commit to Continuous Listening
Make it an ongoing process, not a one-off event.

D Use a Mix of Tools
Combine quantitative data from surveys with rich qualitative insights from
discussions and workshops. ideas for service improvements if given a platform.

Expected
Outcomes

D Focus Questions on CX & Culture
Tailor your listening to uncover insights directly relevant to building your desired CX
Culture.

A continuous flow of

D Facilitate Co-Design Workshops rich actionable insights
Actively involve employees in designing the solutions to CX challenges they identify. fron’n your team about

Act on Feedback & Communicate Back the current state of your
Show your team that their voice matters by implementing changes based on their CX Culture, along with
input and telling them what you've done. This closes the loop and builds trust. employee-generated
solutions, fostering
deep engagement

and highlighting clear
pathways to achieving
your CX North Star

Is your culture CX ready?

For a limited time, get an engagement and
culture diagnostic usually priced at £4,950 for

only £975, and discover if your culture is ready
to boost profit by up to 95%. GET YOURS HERE

www.culturenav.couk | 12
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( PLAY #3 )

“Every customer touchpoint is
a reflection of your internal CX
Culture. Map it to master it.”

Map the
Customer’'s Worid
Connecting

Your Culture to
Their Experience

Concept Why it matters for CEOs/COOs

This Play is about mapping your Understanding precisely where and how

customer’s journey and identifying how your internal ways of working affect the

your SME's internal culture. customer allows you to make targeted
cultural adjustments that enhance CX

The way your teams work, communicate, and, ultimately, retention and profit.

and make decisions — directly impacts
customer feelings and outcomes at each
touchpoint. This is vital for building an
effective CX Culture.

www.culturenav.couk | 13
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( PLAY H#3 ) ACTION STEPS

D Detail Key Customer Touchpoints

From their first awareness of your brand to post-purchase interactions and
ongoing support. Example: For an e-commerce business, this includes website
browsing, checkout, delivery, returns, and customer service enquiries.

D Analyse Cultural Impact at Each Stage

For each touchpoint, ask:

* What is the customer trying to achieve? What are their expectations?

« How does our internal culture (e.g., speed of response, inter-departmental
collaboration, employee empowerment, accuracy of information) help or
hinder them?

« Example: During the e-commerce checkout, if the internal culture
prioritises data accuracy and system reliability, the customer
experiences a smooth, error-free transaction. If the culture is siloed and
systems aren’t integrated, they might face payment errors or stock
issues, leading to frustration

Gather Multi-Source Evidence
Combine employee feedback (Play #2) with any existing customer feedback

(complaints, reviews, satisfaction scores) to understand these culture-CX links.

Visualise the Culture-CX Connection

Create a map showing how specific cultural elements (e.g., “empowerment to
resolve issues on first contact”) influence specific CX outcomes (e.g., “quick
problem resolution, high satisfaction”) along the journey.

Expected

Outcomes

A clear understanding
of how your SME's
internal CX Culture
currently shapes the
customer journey,
pinpoints where cultural
strengths enhance it
and where weaknesses
damage it

www.culturenav.co.uk
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( PLAY #4 ) [

“Your CX Culture is
either your greatest
asset for customer
loyalty or your biggest
roadblock. Data will tell
you which.”

Spot CX Strengths
S Weaknesses
Analysing Your
Culture’'s Real
lmpact

Concept Why it matters for CEOs/COOs

Using insights from the previous Plays, This diagnostic step helps you focus
this step focuses on objectively your efforts. Knowing your specific
analysing where your current culture cultural strengths and weaknesses

acts as an enabler for your desired related to CX allows you to make

CX Culture (“strengths”) and where it targeted changes that will contribute to
creates barriers (“weaknesses”) to increased customer loyalty and profit.

delighting customers.

www.culturenav.couk | 15
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( PLAY #4 ) acTionsTEPs

(] Compare Vision with Reality
How does your actual culture (from Plays #2 & #3) measure up against your CX
North Star and the cultural DNA required for it? (Play #1)

D Identify CX-Boosting Cultural Assets
Combine quantitative data from surveys with rich qualitative insights from
discussions and workshops. ideas for service improvements if given a platform.

D Pinpoint CX-Damaging Cultural Liabilities
What current cultural traits naturally help you deliver great CX? Example: A small
software firm might have a highly collaborative engineering culture. This is a
huge asset for quickly fixing bugs reported by customers, directly improving CX.

Expected
Outcomes

D Prioritise for Impact
Focus on addressing the cultural weaknesses that cause the most significant A clear prioritised =
14

customer pain or offer the biggest opportunity for CX improvement and profit gain.
P &8 PP Y P P g of cultural elements to

reinforce (strengths)
and address
(weaknesses) to build
a more effective CX
Culture and drive
customer retention

www.culturenav.couk | 16
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( PLAY #5 )

Lead the CX

Charge

Championing
a "Customer
First” Ethos

Concept

Building a powerful CX Culture requires
unwavering commitment and visible
championship from the top. This Play

is about how CEOs and COOs actively
lead and embed a “customer first” ethos
throughout the SME.

Why it matters for CEOs/COOs

Your team takes cues from you. If

they see you consistently prioritising
customer needs and the cultural
behaviours that support good CX,

they will too. This leadership is
fundamental to achieving the kind of CX
improvements that boost profits.

Your Playbook to Build a Powerful CX Culture

“The CEO's passion for
the customer is the
spark that ignites the
entire CX Culture.”

www.culturenav.couk | 17
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( PLAY H#5 ) ACTION STEPS

(] Be the Chief CX Storyteller

Constantly communicate why outstanding CX is vital for the SME's success, linking
it back to your vision and potential profit impact (e.g., the 5% -> 65% example on
Page 3). Share customer success stories and how the team made them happen.

Model Customer-Centricity

Demonstrate the desired cultural behaviours in your own actions. How do you
handle customer feedback, even negative? How do you talk about customers in
internal meetings? Do you allocate time to speak directly with customers?

Embed CX in Every Decision

Make “What's the impact on our customers and our CX Culture?” a standard
question in all strategic and operational decision-making, from product
development to hiring.

Celebrate CX Wins

Publicly recognise and reward employees and teams who exemplify your desired
CX Culture and deliver outstanding customer experiences. Make heroes of your CX
champions.

Invest in Your CX Culture
Allocate budget, time, and resources to the initiatives (training, tools, process
improvements identified in other Plays) needed to build and sustain it.

Expected

Outcomes

VARV o) \VA[=F-Te [T e [gAV/=13!
commitment to a
“customer first”

CX Culture, inspiring
the entire SME to
prioritise customer
delight and contribute
to improved retention
and profitability

www.culturenav.co.uk
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( PLAY #6 )

Empower Your CX
Champions
Equipping Teams to
Wow Customers

Concept

A great CX Culture isn't just wished into
existence; it's built by employees who are
skilled, motivated, and empowered to act
in the customer’s best interest. This Play
focuses on giving your teams what they
need to become true CX Champions

Why it matters for CEOs/COOs
Your frontline employees are where
your CX Culture meets the customer.
Empowering them directly impacts

service quality, customer satisfaction,

problem resolution, and ultimately,
loyalty and profit.

Your Playbook to Build a Powerful CX Culture

“"Empowered employees
don't just deliver good
CX; they champion it.
That's the heart of a
thriving CX Culture.”

www.culturenav.co.uk
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( PLAY H#6 ) ACTION STEPS

0

0

Provide CX-Specific Training
Build CX skills aligned to your North Star (Play #1), from empathy to cultural gaps
(Play #4) solving and communication.

Delegate Authority for CX

Give frontline teams autonomy to resolve issues fast, within clear boundaries..
Example: Allow a customer service agent to offer a specific level of discount or a
goodwill gesture to resolve an issue without needing multiple approvals.

Equip with Right Tools & Information
Ensure easy access to customer history, product details, and internal
support systems.

Foster a Supportive CX Environment
Encourage cross-team problem solving and reward proactive CX behaviours and
successful outcomes.

Remove CX Roadblocks
Remove internal blockers - outdated processes, tech gaps, or policies that hinder
CX delivery.

Your Playbook to Build a Powerful CX Culture

Expected
Outcomes

A highly engaged,
skilled, and empowered
workforce that
consistently delivers
exceptional customer
experiences, solidifying
your CX Culture and
driving customer loyalty

www.culturenav.co.uk
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( PLAY #7 )

Measure What

Matters

KPlIs for CX Culture,
Customer Lovalty,

and Profit

Concept

To effectively build a CX Culture that
demonstrably improves profit, you need
to measure your progress.

This Play is about selecting Key
Performance Indicators (KPIs) that track
your internal CX Culture development,
external customer loyalty, and the
resulting financial gains.

Why it matters for CEOs/COOs
Clear metrics show whether your CX
Culture initiatives are having the
desired effect.

This helps you make data-driven
adjustments and prove the value of
your efforts, especially when aiming for
significant profit uplift via CX.

Your Playbook to Build a Powerful CX Culture

’

“1If you're not measuring
your CX Culture and its
impact on loyalty and
profit, you're
flying blind.”

www.culturenav.co.uk
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( PLAY #7 ) AcTionsTEPsS

D CX Culture KPIs

Examples: Employee Net Promoter Score (eNPS) specifically asking about
CX support, participation rates in CX training, scores on “empowerment to
help customers” from engagement platforms, speed of internal response to
customer issues escalated by frontline staff.

Customer Loyalty & CX KPlIs:

Crucial Examples: Customer Retention Rate (CRR), Customer Lifetime Value
(CLV), Net Promoter Score (NPS), Customer Satisfaction (CSAT), Customer Effort
Score (CES), repeat purchase rate, average order value for

repeat customers.

Profit & Growth KPIs (linked to CX)

Examples: Revenue growth from retained customers (as seen in the Page 3
example), profit margin per customer segment, reduction in service costs
due to fewer complaints/escalations, sales conversion rates from referrals
generated by happy customers.

Focus and Simplicity
Choose a handful of the most impactful KPIs for your SME. Don’t overwhelm
your team.

Establish Baselines
Know your starting numbers for each KPI so you can clearly track the uplift from
building your CX Culture.

Expected

Outcomes

A concise, powerful
dashboard of KPlIs
providing clear visibility
into how your evolving
CX Culture is impacting
customer loyalty

and driving towards
that 25-957% profit
improvement potential

www.culturenav.co.uk
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( PLAY #8 )

“Data doesn't just
talk; it shows you
exactly how your CX
Culture is fattening
your bottom line.”

Link Culture to Cash
Building Your CX
Culture-to-Profit
Dashlboard

Concept Why it matters for CEOs/COOs

This Play focuses on systematically This is where you build the undeniable
tracking your chosen KPIs (from Play #7). business case. By showing how specific
Actively looking for correlations between CX Culture initiatives lead to better CX
the strengthening of your CX Culture, outcomes that directly translate into
improvements in customer loyalty increased profit, you justify continued
metrics, and tangible financial results, investment and effort.

much like the calculation on Page 3.

Your Playbook to Build a Powerful CX Culture

www.culturenav.couk | 23
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( PLAY H#S ) ACTION STEPS

0

U

Regularly Track KPls
Implement simple systems (spreadsheets, CRM dashboards, HR tools, or dedicated
CX platforms) to consistently gather data on your CX Culture, CX, and profit KPIs.

Seek Correlations & Causations (where possible)

Example: “After implementing the co-designed ‘First Call Resolution’ process
(CX Culture initiative), our Employee Empowerment score (CX Culture KPI)

rose by 15%. Over the following six months, our Customer Effort Score (CX

KPI) improved by 10 points, and we saw a 4% increase in Customer Retention
(Loyalty KPI), which we estimate contributed an additional £X in profit, similar to
the uplift shown in our Page 3 model.”

Visualise the Connections

Use simple charts and graphs to illustrate how improvements in one area (e.g.,
employee training hours on CX) lead to gains in another (e.g.,, CSAT scores, then
repeat purchases and overall profit

Segment for Deeper Insight (if possible)
Can you see if CX Culture improvements in a specific team or for a particular
product line correlate with higher loyalty or profit from that segment?

Be Patient, Be Persistent
Building these correlations takes time. Look for consistent patterns and trends
rather than isolated incidents.

Your Playbook to Build a Powerful CX Culture

Expected

Outcomes

An evolving evidence
base, visualised in

a simple dashlboard,
clearly demonstrating
the pathway from

a stronger CX
Culture to improved
customer loyalty and
increased profitability

www.culturenav.co.uk
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3

éﬂ'r

( PLAY #9 )

“When your CX
Culture speaks the
language of RO,
everyone listens.”

Prove the Pay-off
Conmmunicating the
ROI of Your

CX Culture

Concept Why it matters for CEOs/COOs

It's crucial to translate the data and Demonstrating financial returns is key
correlations from Play #8 into a to sustaining momentum, securing
compelling narrative that clearly shows resources, and reinforcing the strategic
the Return on Investment (ROI) from importance of your CX Culture, especially
building your CX Culture. when aiming for the significant profit

impact highlighted in the title.
This makes the value tangible to all
stakeholders, referencing the potential
shown in the Page 3 example.

www.culturenav.couk | 25
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( PLAY H#9 ) ACTION STEPS

D Quantify the Gains
Connect your investment in CX Culture initiatives (e.g., cost of training, time spent in
workshops, software for listening tools) to specific financial outcomes.
Example: “Our £5,000 investment in the [CX Co-Design Workshops & Subsequent
Process Changes] led to a 15% reduction in customer complaints within six
months, saving an estimated £1,500 in service recovery costs. More importantly,
the associated 3% uplift in customer retention is projected to add £30,000 to our
annual profit, reflecting the principles shown in our Page 3 financial illustration.”

D Highlight Key Financial Levers
Show how your CX Culture impacts:
* Increased Customer Lifetime Value (CLV) through higher ExpeCted
retention and advocacy. Outcomes
« Lower Customer Acquisition Costs (CAC) via more word-of-mouth referrals.
* Higher Average Revenue Per Customer (ARPC) through increased loyalty
and cross-selling/upselling to happy customers.

A\ clear, credible,

« Reduced operational costs from fewer complaints, service failures, and data-backed
and employee churn (as engaged employees in a good culture stay longer). demonstration of
() Tell the ROI Story Simply how Investing In
Use clear, straightforward language. Focus on the “investment in culture -> better CX -> and nurturing your
more profit” equation. Use visuals if possible. CX Culture delivers
() Share Successes Widely substantial financial

Communicate these ROl wins with your team (to motivate and reinforce behaviours), returns for the SME
leadership, and any investors or board members (to build confidence and support for
ongoing investment).

www.culturenav.couk | 26
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( PLAY #10 )

“The best CX Cultures
are always learning,
always adapting,
always striving to be
even better for their
customers — and

their bottom line.”

Evolve & Excel
Emlbedding
Continuous
CX Culture

Concept Why it matters for CEOs/COOs
Building a profit-driving CX Culture is not The market doesn’t stand still, and
a one-time fix. It's a continuous journey customer expectations are always rising.
of learning, adapting, and innovating
to keep pace with changing customer A CX Culture that doesn't evolve will
expectations and market dynamics. eventually lose its competitive edge

and its ability to drive profit. Continuous
This Play is about making that improvement ensures sustained success.

continuous improvement part of
your SME's DNA.
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C PLAY #10 ) ACTION STEPS

D Schedule Regular CX Culture Reviews
Use your KPI dashboard (Play #8) and ROl assessments (Play #9) to periodically
(e.g., quarterly or bi-annually) review what's working, what's not, and what needs to
evolve in your CX Culture.”

D Maintain Open Feedback Loops
Continue active employee listening (Play #2) and systematically gather, analyse,
and act upon customer feedback. Create clear channels for ongoing CX
improvement suggestions from all levels.

D Encourage CX Innovation & Experimentation
Empower teams to pilot new ideas or approaches to enhance the customer EXpECted
experience, based on insights and data. Not every experiment will be a success, m
but the learning is invaluable. OUtCO ==

D Learn from All Outcomes (Successes and Failures)
Foster a culture where it's safe to discuss both CX successes and failures openly.

A dynamic and

Extract lessons from each to refine your CX Culture, processes, and training. resilient CX Culture
that constantly adapts
(] Stay Agile & Adapt to improve customer

Use your SME advantage of agility to quickly implement beneficial changes to your
CX Culture and customer-facing processes.

delight, strengthen
loyalty, and drive
ongoing profit growth
for your SME

www.culturenav.couk | 28
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Your SME
Advantage in

Your Playbook to Build a Powerful CX Culture

i
“w>

“This iterative approach
is how you'll unlock that
iIMmpressive profit potential
linked to enhanced customer

experience and loyalty.

Building a CX Culture

SMEs are uniquely positioned to rapidly build a
powerful, profit-driving CX Culture. Your inherent
strengths can turn these Plays into quick wins:

Agility & Speed:

“SMEs can pivot their CX Culture initiatives faster than
large corporations, turning insights into action and
profit much quicker.”

Fewer layers of bureaucracy mean you can implement
changes based on cultural insights (from employee
listening in Play #2, for example) or customer feedback
swiftly. An SME can trial a new CX approach suggested
in a co-design workshop, measure its impact, and

roll it out or refine it in a fraction of the time a larger
company might take.

Direct Leadership Impact

As CEO or COQ, your direct involvement and visible
commitment to the CX Culture (Play #5) have an
immediate and powerful influence throughout the
organisation. Your passion sets the tone and can
inspire rapid adoption of new cultural norms.

Closer Customer Connection

SME leaders and teams often have more direct,
personal interactions with customers. This provides
immediate, unfiltered feedback on how your CX Culture
is being perceived and allows for rapid adjustments.

Example: The owner of a small retail shop can
directly hear from customers if a new staff training
initiative (Play #6) focused on product knowledge
and friendly service is improving their shopping
experience and encouraging them to return.

11

Visible Employee Contribution

In an SME, each employee can more clearly see how
their individual efforts and adherence to the CX
Culture directly contribute to customer happiness
(Play #7 KPIs) and business success (Play #8 financial
links, as illustrated on Page 3). This fosters a stronger
sense of ownership and engagement.

The power for SMEs lies not just in adopting these
Plays, but in leveraging your natural agility to create

a learning loop: build your CX Culture, measure its
impact on CX and profit, learn from both employee and
customer listening, and adapt quickly.
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( CONCLUSION )

Your CX Culture
= Your Profit Engine

The journey to increasing your SME's profit by up to 95% (as
illustrated by the 65% uplift in our Page 3 example) through
a 5% boost in customer experience begins and ends with

your CX Culture.

It's the engine that drives customer
loyalty, retention, and advocacy — the
core elements that translate directly
into a healthier bottom line.

These ten Plays provide a practical
framework for SME leaders to stop
merely managing customer interactions
and start strategically cultivating a
powerful CX Culture.

By using data, listening deeply to your
team and customers, and leading with
a relentless focus on customer delight,
you can transform your organisation.

The result?
Not just a better place to work or

happier customers, but a more resilient,

profitable, and market-leading SME
poised for sustainable success.

& )

L

ﬁl:_.'

Your Playbook to Build a Powerful CX Culture

" Stop leaving customer
experience to chance. Start
building your CX Culture
with intent, and watch your
profits grow.”

What's Your Next Play?
Ready to build a CX
Cultur Telaliile=1atd!

W’S profit?

.“*.--._‘__
S WP

Which of these 10 Plays
wiII- yOou implement first?

'\

k!

i’n

b "‘/Qharew our CX!
goals aﬂa*chélf"

#CXCulture #SMEProfit #CustomerExperience #Playbook #CEO #COO
#BusinessGrowth #CustomerLoyalty #Employeelistening #ProfitGrowth
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