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	CUSTOMER EXPERIENCE
Strategy Template
Map Touchpoints, Set KPIs, and Build Brand Loyalty at Every Stage


	Brand / Organisation
	Enter company name

	Strategy Owner
	Name, title

	Date Created
	DD/MM/YYYY

	Review Date
	DD/MM/YYYY

	Primary CX Goal
	e.g. Reduce churn / Improve NPS / Increase advocacy

	Target Audience
	Primary customer segment this strategy serves


WHAT IS A CUSTOMER EXPERIENCE STRATEGY?
A customer experience strategy is a deliberate, organisation-wide plan for shaping how customers feel at every stage of their relationship with your brand. It goes beyond fixing complaints — it is about proactively engineering positive emotions. Brands that invest in CX strategy see measurable gains in Net Promoter Score, Customer Lifetime Value, and organic word-of-mouth growth.

Customer service handles problems after they occur; customer experience design prevents those problems from arising in the first place. CX strategy encompasses the full arc of a customer relationship — from first impression through to post-purchase advocacy.
PHASE OVERVIEW
	Phase
	Name
	Key Activity
	Output

	01
	Audit Current CX
	Evaluate every touchpoint
	CX audit report + baselines

	02
	Define Customer Personas
	Build research-based profiles
	3–5 detailed personas

	03
	Map the Customer Journey
	Visualise full arc of experience
	Journey map with friction points

	04
	Align CX with Brand Identity
	Connect experience to positioning
	CX communication guide

	05
	Set Goals & KPIs
	Define success metrics
	CX scorecard

	06
	Implement & Iterate
	Execute, measure, improve
	Ongoing improvement log


	Phase 01: Audit Your Current Customer Experience
Establish an honest baseline before designing anything new


Touchpoint Audit
	Touchpoint / Channel
	Consistency (1–5)
	Clarity (1–5)
	Emotional Impact (1–5)
	Notes

	Website
	
	
	
	

	Social media
	
	
	
	

	Sales / outreach calls
	
	
	
	

	Onboarding emails
	
	
	
	

	Support / service
	
	
	
	

	Packaging / delivery
	
	
	
	

	Post-purchase comms
	
	
	
	

	Other: ___________
	
	
	
	


Baseline Metrics
	Metric
	Current Score
	Target Score
	Tool Used
	Frequency

	NPS (Net Promoter Score)
	
	
	
	

	CSAT (Customer Satisfaction)
	
	
	
	

	CES (Customer Effort Score)
	
	
	
	

	Churn Rate
	
	
	
	

	Customer Lifetime Value (CLV)
	
	
	
	


	Phase 02: Define Your Customer Personas
Build research-based profiles of the key segments you are designing for


Build 3–5 detailed personas. The most valuable information is psychographic and behavioural — not just demographic. Personas must connect to your customer segmentation strategy and be reviewed at least once per year.
Persona Profile (duplicate for each persona)
	Persona Name & Summary

	Persona Name
	e.g. 'The Growth-Stage Founder'

	Age / Role / Location
	

	Primary Goal
	What are they trying to achieve?

	Key Frustrations
	What does a bad experience cost them emotionally?

	Preferred Communication
	Email / Phone / Chat / In-person

	Decision-Making Style
	Data-driven / Relationship-driven / Speed-focused

	Likely Drop-Off Stage
	Where in the journey are they most likely to disengage?

	What Builds Their Trust
	


Persona Tracker
	Persona Name
	Segment Size
	Last Updated
	Owner

	
	
	
	

	
	
	
	

	
	
	
	


	Phase 03: Map the Customer Journey
Visualise every step from first awareness to loyal advocacy


Build your journey map around the stages most relevant to your business model. For each stage, document the touchpoints, the customer goal, their likely emotional state, and any barriers they face.
	Stage
	Key Touchpoints
	Customer Goal
	Emotional State
	Friction / Barriers
	Improvement Action

	Awareness
	
	
	
	
	

	Consideration
	
	
	
	
	

	Purchase
	
	
	
	
	

	Onboarding
	
	
	
	
	

	Retention
	
	
	
	
	

	Advocacy
	
	
	
	
	


High-Leverage Moments (Prioritise These First)
	Moment / Touchpoint
	Why High Leverage
	Current Experience
	Target Experience

	First meaningful product use
	
	
	

	First time something goes wrong
	
	
	

	
	
	
	

	
	
	
	


	Phase 04: Align CX with Brand Identity
Ensure every experience delivers on your brand promise


The way a customer feels when they interact with you is, in practice, what your brand is to them. Review your brand positioning statement and ask whether your current experiences actually deliver on that promise.
Brand-CX Alignment Check
	Brand Promise / Value
	Does Current CX Reflect This?
	Where Is the Gap?
	Action Required

	
	Yes / Partially / No
	
	

	
	Yes / Partially / No
	
	

	
	Yes / Partially / No
	
	

	
	Yes / Partially / No
	
	


CX Communication Guide — Tone by Touchpoint
	Touchpoint
	Brand Personality to Express
	Language Style
	Avoid

	Support / service responses
	
	
	

	Onboarding emails
	
	
	

	Error messages / 404 pages
	
	
	

	Post-purchase follow-up
	
	
	

	Social media replies
	
	
	


	Phase 05: Set Goals & KPIs
Define what success looks like and how you will measure it


Every CX goal should connect to a business outcome. Pair each metric with a target, an owner, and a review cadence. Avoid tracking vanity metrics — only include what you will act on.
CX Scorecard
	KPI
	Baseline
	Q1 Target
	Q2 Target
	Q3 Target
	Owner

	Net Promoter Score (NPS)
	
	
	
	
	

	CSAT Score
	
	
	
	
	

	Customer Effort Score (CES)
	
	
	
	
	

	Churn Rate
	
	
	
	
	

	Customer Lifetime Value
	
	
	
	
	

	First Response Time
	
	
	
	
	

	Onboarding Completion Rate
	
	
	
	
	

	Referral / Advocacy Rate
	
	
	
	
	


OKR-Style CX Goals
	Objective
	Key Result 1
	Key Result 2

	e.g. Become the lowest-effort brand in our category
	Reduce CES to X by Q2
	Resolve 90% of tickets in first contact

	
	
	

	
	
	


	Phase 06: Implement & Iterate
Execute your strategy, measure impact, and improve continuously


CX improvement is a continuous cycle, not a one-time project. Schedule formal reviews at 30, 60, and 90 days after any major change, and maintain a living improvement log so progress is visible across teams.
Implementation Roadmap
	CX Improvement Initiative
	Owner
	Target Completion
	Status
	Impact (H/M/L)

	
	
	
	Not Started
	

	
	
	
	In Progress
	

	
	
	
	Not Started
	

	
	
	
	Not Started
	

	
	
	
	Not Started
	


30 / 60 / 90 Day Review Log
	Review
	Date
	Reviewer
	Key Findings
	Actions Agreed

	30 Days
	
	
	
	

	60 Days
	
	
	
	

	90 Days
	
	
	
	


Continuous Improvement Log
	Date
	Issue Identified
	Change Made
	Outcome / Result

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


STRATEGY SIGN-OFF
	Approver
	Role
	Date Approved
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