
Driving CX in Today’s 
Demanding World
Customer journeys are complex, non-linear, and highly contextual to 
businesses and their end customers. Brillio’s holistic approach to CX 
transformation focuses on realizing strong ROI outcomes.



This is why we hear over and over again from CXOs that they want to partner with experts who will find the right solutions for 
them in their business context.

According to Salesforce, more than four out of five consumers say the experience a company provides is as important as its 
products and services. And Adobe research finds that 90% of consumers are more likely to buy from a brand that delivers a 
good customer experience—and to stay loyal to that brand. So it’s not surprising that 75% of CX leaders are increasing their 
investment in analytics to gain deeper insights into customer behaviour and preferences, according to Forrester.

What Good Looks Like

The case for investing in CX is irrefutable. What’s harder to define is how and where that investment should be made, and what 
outcomes justify it. In other words: In CX, what does good look like?

As we unpack this complex problem, we believe A.I.R creates good customer experiences: 

• Authentic. This is the key to loyalty and connection. Deliver value in line with your purpose—serve not merely your most
pressing need, but rather the underlying longings and narratives of your customers. Serve your customers with integrity
and consistency.

• Inclusive. Let customers know they are part of something. Here you’re inviting them to become involved in the larger cause.
They are not a mere consumer, but a partner-contributor. Your tone is personal, inviting and familiar.

• Responsive. You communicate with speed, context and focus. Your customer interaction is data-driven and smart; you’re
continuously learning and adapting. Your products and services are there to alleviate pain points.

Customer journeys are nonlinear in nature. And with the number of 
touchpoints increasing, there’s a parallel increase in social channels 
such as Marketplace and the Metaverse. Thus, organizations must 
observe, analyze and be there for the client at the right place, at 
the right time, and with the right content and offerings.
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deeper insights into customer behaviour and preferences
Source: Forrester



Holistic Approach to CX Transformation is Key to Realizing Desired ROI

Organizations that want to lead the way in CX and maximize ROI need to embrace a holistic approach that focuses on investing 
in designing frictionless customer journeys and customer engagement platforms that enable those journeys across the life cycle; 
transforming the enterprise to deliver CX excellence across touchpoints; leveraging data to continuously learn and personalize 
experiences; and leveraging technology innovations to fundamentally re-imagine customer experience.

The ‘how’ of CX Transformation—Leveraging a Studio Approach

As organizations begin to answer the key questions—What does good look like? More importantly, How do we transform to 
achieve desired business outcomes?—we urge them to keep in mind this modifier: “for us”. It’s a crucial distinction while charting 
the path of transformation. Success lies in making these very contextual to the business and its end customers. 

Therefore, we advocate a flexible Studio approach that engages a true multi-disciplinary team of experts (business strategy, 
experience design, technology, product, data, analytics and more) focused on the desired business outcome; guided by a unified 
methodology and tools. This team brings the right balance of contextual outside-in and inside-out perspectives to craft the 
optimal path to CX transformation—strategy through execution. 

A unified, outcome-led approach is key in seamlessly orchestrating multi-disciplinary teams to solve complex end-to-end CX 
transformation problems. As the following CX I2R (Idea to Realization) Lifecycle (figure 2) illustrates, our studio uses a holistic 
business outcome-led approach to CX transformation that mirrors its non-linear challenges.
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RETURN ON 
EXPERIENCE

Experience Innovation 
Technology innovation to re-imagine journeys
Leverage innovations in experience technologies 

like Metaverse, AR/VR and digital twins to re-
imagine the customer journey 

360 Degrees - Knowing Who 
They Are
CRM and customer data platforms
Create and enrich customer profiles in real 
time and democratize it across the enterprise

Journey Innovation
Speed & agile Innovation 

Human-centric & data-informed 
journeys that enhance customer 
experience, delivered with speed 

and agility

Enterprise Front Office Transformation
Empowerment, culture & training 
Technology solutions and processes that enable employees & 
partners to drive excellence across all customer touchpoints 
(marketing, sales, service, fulfilment, finance)

Omni-Channel Customer 
Engagement Platforms

Available, easy, seamless, contextual, agile, secure 
Omni strategies and digital platforms that enable 

end-to-end customer life cycle: awareness, 
consideration, purchase, retention, advocacy 

Frictionless Brand 
Experience
Hyper-personalized human centric
Leverage 360 to activate meaningful 
moments across the customer journey

Listening Systems
Understanding & learning
Analytics that measure customer impact to 
continuously improve CX strategy and its execution

CX Strategy 
Holistic & business impact oriented 

Binds entire organization together – a mission 
bigger than core products and services
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CX Transformation 
Enables our clients to drive growth, improve profitability and enhance brand connection with their end customers

Figure 1
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Real-World Success

CX transformations can be broadly sorted into three categories:

Ideation Discovery

Improving Existing Products
& Services to Drive Growth

Enterprise Transformation
for CX Excellence

Create New Products & Services 
Through Customer Delight

CX Baseline

Experience Audit

Opportunity 
Mapping

SEO & Analytics

Platform Evolution

Experience Optimization

Measurement

Target OP 
Model Solution 

Architectu re

Customer Insight

Target Opportunity 
Mapping
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A/B Testing

Rollout

Experience 
Prototype

Wireframe/ 
Visualization

Concept 
& Content 
Strategy

Customer 
Touchpoint

Analysis
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(Research)

Segmentation 
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Experience 
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and Maturity

Experience 
Prioritization

Experience 
Analytics 
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Return on 
Customer 
Experience 

Design 
Thinking

 Platform
Build
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Competitive Analysis
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Talent / Capabilities

Process Redesign

Market Positioning

Personalized
Campaigns

Experience 
Roadmap

Omni - 
Channel 
Experience 
Design

Customer 
Journey 
Mapping

Experience 
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Interaction 
Design
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CX I2R Lifecycle
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1. Improving existing services and products to drive growth. In situations in which clients have challenges with their existing digital product

or service, our experts conduct a CX assessment to understand the depth of the issues, then come back with quick-turnaround solutions 
that start showing improvements in overall CX.

Case study: Working with a leading pest-control company, we designed an end-to-end roadmap that both enabled localized, relevant 
experiences for customers, and drove better brand awareness and lead generation. We then developed a detailed plan to help the 
client accelerate implementation of critical features, while advising on its future-state solution architecture. The client saw a 15% 
increase in on-site engagement and a 10% boost in its conversion rate.



Summary and Next Steps

Customer experiences need to be Authentic, Inclusive and Responsive. Strong business outcomes are achieved through 
focusing on contextual, holistic orchestration of “The 8 Dimensions” via relevant multi-disciplinary teams focused on business 
outcomes—all seamlessly orchestrated through a unified methodology and tools. 

To learn more about our Studio approach, the 8 dimensions of CX transformation, and our client success stories, contact us.
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2. Enterprise front-office transformation for CX excellence. As enterprises scale and move into revenue of $1 billion and up, it
becomes important to revisit the entire marketing, sales, service and other go-to-market application ecosystem to provide a 
better experience for internal users, partners, and customers. These applications come into play during the sales and service 
component of the customer journey, and a break in that experience can have a big impact on overall CX ratings.

Case study: This engagement involved an end-to-end digital front office transformation. Working with a communications 
leader, we built a digital architecture to help the client create a next-generation cellular network to unleash the power of 5G, 
develop new revenue streams by creating a consolidated GTM across the spectrum. As part of the transformation, the entire 
lead-to-order life cycle was simplified to reduce cycle time from 45 days to 10 days while streamlining the service experience 
for customers and partners through an omni-channel approach.

Create connections through customer delight. Digital marketing and commerce are the main parts of a customer journey, and 
a sharp focus is needed to continuously monitor, measure, and improve. User expectations keep changing with time—especially 
in today’s fast-paced environment. Keeping on top of this and responding in an agile fashion is a key to success for any 
organization.

Case study: We helped a leading software firm reimagine its UX and customer experience. After assessing the client’s existing 
platform, we recommended a platform architecture that included customer data platforms and marketing automation 
platforms to enable data-driven decisioning and orchestration. We then built out the required data pipelines and integrated 
them with the platforms. The client saw an additional $4 million in revenue attributable to the improved CX.

3.

https://www.brillio.com/lets-connect/
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About Brillio 

Brillio is the partner of choice for many Fortune 1000 companies seeking to turn disruption into a competitive advantage through innovative digital 
adoption. Backed by Bain Capital, Brillio is one of the fastest growing digital technology service providers. We help clients harness the transformative 
potential of the four superpowers of technology: cloud computing, Internet of Things (IoT), artificial intelligence (AI) and mobility. Born digital in 
2014, we apply our expertise in customer experience solutions, data analytics and AI, digital infrastructure and security, and platform and product 
engineering to help clients quickly innovate for growth, create digital products, build service platforms and drive smarter, data-driven performance. 
With 17 locations across the U.S., UK, Romania, Canada, Mexico and India, our growing global workforce of over 6,000 Brillians blends the latest 
technology and design thinking with digital fluency to solve complex business problems and drive competitive differentiation for our clients. Brillio was 
certified by Great Place to Work in 2021 and 2022. Learn more at www.Brillio.com.

About Brillio Research 

Brillio Research develops original thought leadership that addresses emerging business-technology trends, delivering guidance and insights for getting 
ahead in today’s vital digital economy. We actively collaborate with industry, technical and academic experts to drive critical insights that help your 
business avoid hidden obstacles and achieve a competitive edge. Brillio’s thought leadership provides practical ways to manage your immediate 
business goals and pursue longer term digital strategies that are essential for growth. To learn more, visit Brillio.com/insights, or contact April Vadnais, 
Head of Global Thought Leadership Programs, at April.Vadnais@brillio.com.
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