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The Power of Positive
Experiences:
Why Service Isn't Enough

Focusing solely on service delivery creates a gap between what
businesses offer & what stakeholders truly value, leading to decreased
customer loyalty, employee disengagement, and ultimately, hindered
business growth.

Prioritizing service delivery over creating positive stakeholder
experiences hinders business growth by fostering transactional
relationships, diminishing brand differentiation, and neglecting
employee engagement.

Remember the last time you went to a restaurant? Did a speedy meal and polite server leave you
satisfied, or did something more create a lasting impression? Perhaps it was the ambiance, the
personalized recommendations, or the way the staff went above and beyond to celebrate a special
occasion. This is the power of experience - it transcends simple service to create a memorable

connection.
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Here are some inspiring examples of customer experience excellence that
highlights various instances of exceptional customer service from different
companies. These stories demonstrate how businesses can go beyond
their customers’ expectations to create memorable experiences.

© A pilot at Indigo Airlines wished a passenger a happy birthday during a
flight, and soon after the air hostesses appeared carrying a
hand-written card with a pastry to wish the flyer a happy birthday
making his day special and memorable.

A Domino's store checked on a regular customer who had not ordered
in two weeks, discovering he was in need of medical attention and
calling 911 to ensure his safety.

When a customer's package was lost due to a courier error, Zappos
upgraded his account to VIP and provided free overnight shipping,
earning him a lifelong customer.

Despite initial logistical issues, Flipkart's delivery team went the extra
mile to deliver a book to a customer on time, ensuring he could enjoy it
during his travel.

A flight attendant on Singapore International Airline showed exceptional
care and attention to a family whose daughter was unwell during the
flight, cleaning up the mess and ensuring their comfort.

A representative at B. Dalton store went out of their way to reserve a
book from Borders (a competitor) for a customer who could not find it
in their store.

A receptionist at Mahindra Holidays resort in Coorg went out of his way
to deliver lunch to a guest stuck in traffic, ensuring the guest's children
did not go hungry.

However, many companies remain focused solely on service delivery, mistakenly believing that
efficiency & functionality are the keys to success. This approach, while it may appear logical, overlooks
a crucial reality: in today's competitive landscape, good service is simply table stakes. What truly
differentiates businesses and fosters long-term loyalty is the ability to craft positive and memorable
experiences for all stakeholders. Not surprising and unrelated therefore is that a recent study by
Forbes found that 90%' of business executives think customers highly trust their companies, while
only 30% of consumers actually do. One reason, as per the study, companies may be overly
optimistic about trust levels is that they don’t have internal structures in place to consistently
identify where the trust expectation gap exists
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1. https:/ fwww.forbes.com/sites/edwardsegal/2024/03/16/the-trust-consumers-have-in-businesses-continues-to-decline/)
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In their highly praised book titled "Priceless: Transforming Everyday Products into Exceptional
Experiences,” seasoned experience consultants Diana LaSalle and Terry A. Britton contend that many
managers are entrenched in a mindset that fixates on the features and advantages of a product. They
argue that this focus must change to consider what a product or service provides and its impact on
customers' lives. LaSalle and Britton emphasize the significance of comprehending the connection
between value and experience for businesses. They suggest that once this understanding is achieved,
businesses can utilize it to elevate ordinary products and services into experiences that customers
perceive as exceptional, and even invaluable - priceless, in other words.
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© Businesses need to recognize the importance of all stakeholders, from employees
& investors to vendors and community partners

© Elevate ordinary products and services into experiences that customers perceive
as exceptional, and even invaluable - priceless.

This article delves into the consequences of prioritizing service over experience. We shall explore how
this focus can hinder business growth and highlight the importance of shifting the paradigm towards
experience-driven strategies. By the end, you shall understand why creating positive experiences is no
longer a luxury, but a strategic imperative for businesses of all sizes.

At Fayredge, we understand the critical role experiences play in stakeholder satisfaction. Our mission is
to empower businesses to quantify and elevate the experiences they deliver across the board. We go
beyond traditional customer satisfaction surveys by recognizing the importance of all stakeholders,
from employees & investors to vendors and community partners. Recently, we launched India’s
first-ever platform specifically designed to gather stakeholder feedback and empower businesses to
bridge the gap between service delivery and exceptional experiences.
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The Service Trap:
Why Focusing on
Functionality Falls Short

The Definition of o
Shortcomings Samvers i) Limitations of
of §erv1ce - Experience Service Focus
Centric Approach

While service delivery is undeniably important, it's just one piece of the puzzle. Let's differentiate
between service and experience.

Service is the functional aspect - it is the act of delivering a product or completing a task. It's the
waiter taking your order, the bank teller processing your transaction, or the plumber fixing your leak.
Experience, on the other hand, is the emotional impact of those interactions. It is the feeling you get
when the waiter remembers your favorite dish, the bank offers personalized financial advice, or the
plumber leaves your kitchen spotless and explains preventative measures. Here's where the limitations
of a service-centric approach become apparent.

Firstly, service offerings can become easily commoditized. In today's globalized market, competitors
can quickly replicate basic services, leading to price wars and diminishing returns. Remember the era
of 'me-too” low-cost airlines? All offered similar services, leading to a race to the bottom on ticket
prices. Focusing solely on service creates a race to be the cheapest, not the best.
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Secondly, a service-centric approach fosters transactional interactions devoid of loyalty.
Customers become price-sensitive, easily swayed by competitors offering marginally lower prices. This
lack of emotional connection hinders brand loyalty and advocacy. Think of a bank that only focuses on
processing transactions. You might use them because they are convenient, but you wouldn't hesitate
to switch if another bank offered a slightly better interest rate.

Thirdly, focusing solely on service delivery can lead to companies missing the mark on
stakeholder expectations. Employees crave a positive work environment that fosters growth and
engagement. Simply providing a paycheck and benefits isn't enough. Investors seek not just financial
returns, but also a commitment to social responsibility & environmental sustainability. A purely
service-centric approach fails to consider the holistic needs of all stakeholders.

Let’s look at some real-world examples

Remember the Indian telecom companies that focused solely on offering the cheapest data plans?
While they initially attracted customers, they neglected to invest in network infrastructure, leading to
poor call quality and frustrating user experiences. This ultimately led to customer churn and a shift
towards service providers who prioritized network quality alongside competitive pricing.

Another example is the global fashion brand? that failed to adapt to changing consumer preferences.
They focused on churning out low-cost garments, neglecting ethical sourcing and sustainable
practices. As consumers became more environmentally conscious, the brand lost market share to
competitors who offered ethically sourced and sustainable clothing lines.

These cases illustrate the pitfalls of a service-centric approach. In the next section, we shall explore the
power of experience-driven strategies and how they can help businesses thrive.

Companies focused on delivering
the service often end up with
one-off interactions and
unhappy customers, in the
process compromising building
long-term relationships.

2. https://earth.org/fast-fashion-brands-greenwashing/#:~text=1,items%20and%20designs%20every%20year.
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The Experience
Advantage: Cultivating
Loyalty and Growth

Benefits of experience focus, and the power of experience-driven
strategy

Fayredge's platform helps companies quantify and measure
stakeholder experiences, enabling data-driven decisions.

Success stories of companies that thrived by prioritizing experience
design.

The global consumer class is projected to reach 5 billion people by 2031, with significant growth
opportunities®. Shifting the focus from service to experience would unlock a wealth of benefits for
businesses. Here is how creating positive experiences fosters a competitive edge and drives
long-term success.

There are companies that have outsmarted competitors and thrived thro
adept use of user experience strategies.

These businesses credit their success to a keen focus on the end user, leac
enhanced usability and heightened customer satisfaction.

This approach has not only bolstered user retention but also propelled the
companies to achieve remarkable growth and acclaim within their indust

Nhe PwWC Voice of the Consumer Survey 2024




Firstly, experience becomes a powerful
differentiator in a crowded marketplace.
When you prioritize creating positive
experiences, you cultivate brand loyalty and
positive word-of-mouth. Think of the local
coffee shop that remembers your order,
offers a loyalty program with personalized
rewards, and creates a warm & welcoming
atmosphere. You are more likely to become
a regular customer and recommend it to
friends, not just because of the coffee (which
competitors can easily replicate), but
because of the overall experience. This
translates to increased customer lifetime
value and a loyal customer base.

In a crowded market, great
experiences build loyalty.

THE EXPERIENCE ADVANTAGE: Cultivating Loyalty and Growth

Positive experiences also foster deeper
stakeholder relationships that go beyond
simple transactions. When employees feel
valued, empowered, and part of a larger
mission, they become more engaged and
productive. Imagine a company that invests
in employee well-being programs, offers
opportunities for professional development,
& fosters a collaborative work environment.
Employees are more likely to be passionate
brand advocates, leading to increased
innovation and a more positive company
culture.

The same principle applies to other stakeholders. Investors are more likely to be attracted to
companies that demonstrate a commitment to environmental, social, and governance (ESG)
principles, creating a positive social impact alongside strong financial performance.

But how do companies measure the impact of experience design? Traditionally, gauging customer
satisfaction relied on surveys and metrics like Net Promoter Score (NPS). While valuable, these methods
often lack a holistic view. Fayredge bridges this gap by providing a comprehensive platform specifically
designed to capture stakeholder feedback across all stakeholder groups. Imagine a platform where
customers can share their experience at your store, employees can provide feedback on company
culture, and vendors can rate their interactions with your procurement team. This data empowers
businesses to identify areas for improvement, track progress over time, and make data-driven
decisions to optimize the stakeholder experience journey.
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Let's look at some inspiring case studies

Amazon's success as d leading company is
attributed to its effective user experience
strategies. The company offers a user-friendly
web application that fulfills users’' needs by
providing a seamless shopping experience with
doorstep delivery. Key features such as the
search engine, one-click shopping, and
customization contribute to Amazon'’s status as a
top e-commerce leader. Unlike competitors who
often prioritize visually appealing interfaces over
functionality and usability, Amazon focuses on a
comprehensive user experience approach. This includes not only interface design but also functionality
and usability, ensuring optimized performance such as fast content loading and quick response times
during the checkout process. While some may argue that Amazon's UX efforts could be more extensive,
its sales figures prove otherwise. Amazon's success story showcases the importance of continuous
improvements in user experience strategies for business success.

Focusing on user experience isn't just about
customer satisfaction, it's a powerful strategy
for businesses to thrive.
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Companies that have thrived by prioritizing experience design include IDEO, Apple, Walmart, and
Sephora. IDEO, known for its empathy-driven design process, redesigned a shopping cart for a grocery
store chain, enhancing the shopping experience for customers and improving operational efficiency.
Apple is renowned for putting the user first, creating intuitive interfaces and seamless hardware-
software integration. Walmart invested significantly in technology, hiring tech employees, appointing
new executives, and deploying digital strategies across all aspects of the business, leading to
improved operations and customer experiences. Sephora merged digital & in-store teams to provide
customers with tools for confident purchases, showcasing a customer-centric digital strategy. These
companies’ success stories highlight the transformative power of prioritizing experience design in
achieving business growth and customer satisfaction.

Another example is Tata Steel, a global leader in the steel industry. Recognizing the growing
importance of sustainability, they implemented eco-friendly manufacturing practices and invested in
community development initiatives. This commitment to ESG principles resonated with stakeholders,
leading to positive brand perception and attracting environmentally conscious investors.

|
'

These success stories illustrate the power of experience-driven strategies. By creating positive and
memorable experiences for all stakeholders, businesses can build lasting loyalty, foster innovation, and
achieve sustainable growth.
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From Service to Experience:
Putting the Plan into Action

Implementing an experience-centric approach

Shifting the Mindset - The need for a cultural shift within organizations,
focusing on customer journey mapping and understanding
stakeholder needs.

Actionable Steps: Implementing an experience-centric approach within
organizations (e.g., employee experience teams, stakeholder feedback
loops, etc.)

How FayrEdge's platform can be leveraged to collect stakeholder
feedback, identify improvement areas, and measure the success of
experience-driven initiatives.

Shifting from a service-centric approach to an experience-centric one requires a cultural
transformation within organizations (see box). Leaders must move beyond a narrow focus on service
delivery and embrace a holistic understanding of the stakeholder journey. This means mapping out
the touchpoints where stakeholders interact with the business, from initial contact to ongoing
engagement. By understanding these touchpoints and the emotions they evoke, companies can
identify opportunities to create positive and memorable experiences throughout the entire journey.

Shifting from a service-centric approach to an experience-centric one
indeed necessitates a cultural transformation within organizations.

This change involves prioritizing customer-centric values and behaviors,
enhancing the overall customer experience, and fostering a culture that
champions customer needs in decision-making processes.

Successful cultural transformations often involve aligning core values,
business strategies, commmunication structures, and fostering
collaboration across teams to create an environment where employees
actively champion customer experience initiatives and prioritize
customer needs.

This shift enables organizations to be more agile, responsive, &
committed to exceeding customer expectations, ultimately leading to
greater success and differentiation from competitors.
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Here are some actionable steps to implement this approach:

(".‘.‘ Establish Employee Create Stakeholder

Experience Teams: Feedback Loops:
Dedicate resources to understanding and Develop systems for soliciting feedback from all
improving employee experiences. These teams stakeholder groups — customers,
can gather feedback, identify pain points, and employees, vendors, partners, investors, and the
develop initiatives that foster engagement and community. This can be done through surveys,
well-being. focus groups, or online platforms

like FayrEdge.

-

—
C — Integrate Customer Journey Mapping:

Map out the customer experience from initial awareness to post-purchase interactions. Identify
opportunities to streamline processes, personalize interactions, and exceed expectations. Similar
journeys can be mapped for other stakeholder groups.

Companies can move beyond just providing services and create a company
culture that consistently delights everyone involved. This will build loyalty,
positive word-of-mouth, and long-term success.

FayrEdge becomes a powerful tool in this process. Its platform provides a centralized hub for
collecting and analyzing stakeholder feedback. Companies can gain insights into stakeholder
perceptions, identify areas for improvement, and track progress over time. The data gathered through
Fayredge allows for data-driven decision making, ensuring experience-driven initiatives are targeted
and impactful. Furthermore, Fayredge can be used to measure the success of these initiatives,
demonstrating the return on investment (ROI) of prioritizing stakeholder experiences.

By taking these steps, companies can break free from the limitations of a service-centric approach
and cultivate a culture that consistently delivers positive experiences for all stakeholders. This, in turn,
will lead to increased loyalty, stronger brand advocacy, and ultimately, sustainable business growth.
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The Experience Imperative:
Shaping Your Business
for the Future

The negative consequences of prioritizing service and the benefits of
focusing on experience is quite evident.

A call to action encouraging Board members, CEOs, and CXOs to
consider integrating experience design into their company strategies.

The evolving landscape of stakeholder engagement and how a focus
on experience becomes even more crucial.

Customers want more than just a transaction, they want a positive ex
Focusing just on delivering a service isn't enough. Businesses that crea
positive experiences win.
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THE EXPERIENCE IMPERATIVE: Shaping Your Business for the Future

In conclusion, prioritizing service delivery over crafting positive experiences creates a significant gap
between what businesses offer and what stakeholders truly value. This approach fosters transactional
relationships, diminishes brand differentiation, and neglects employee engagement — ultimately
hindering business growth.

The power lies in shifting the focus towards experience. By creating positive and memorable
experiences, businesses cultivate loyalty, drive innovation, and achieve sustainable success.
Experience fosters brand advocacy, attracts environmentally conscious investors, and empowers
employees to become passionate brand ambassadors.

We have just seen success stories of companies that have excelled by implementing effective user
experience strategies. These companies attribute their success to focusing on the end user, enhancing
ease of use, and ultimately improving customer satisfaction, user retention, and business success. By
prioritizing user experience, these companies have achieved significant growth and recognition in their
respective industries.

For Board members, CEOs, and CXOs, the message is clear: experience design is no longer a luxury,
but a strategic imperative. Integrating experience-centric strategies into your company's DNA is
crucial for navigating the ever-evolving business landscape. FayrEdge's platform empowers you to do
just that. It provides a comprehensive solution for collecting stakeholder feedback, measuring the
impact of experience initiatives, and making data-driven decisions that elevate the experience journey
for all stakeholders.

The future of stakeholder engagement is experience-driven. Consumers are increasingly selective,
demanding not just products or services, but positive interactions and a connection with the brands
they support. Similarly, employees seek a sense of purpose and belonging, and investors prioritize
companies that demonstrate social responsibility. By prioritizing experience, businesses position
themselves to thrive in this evolving landscape, building strong relationships with all stakeholders and
ensuring long-term success.
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Don't let your competitors steal the experience advantage.

Embrace the power of FayrEdge and start creating
exceptional experiences today!
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