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Did you know that failing to provide exceptional customer or user 
experiences could mean that you're at a significant disadvantage 
to your competitors? How a customer feels when interacting with a 
brand is now just as important as product and price. Get it right and 
they'll tell friends and colleagues, get it wrong and they'll tell even 
more. Companies investing in UX Strategy are now enjoying 
increases in turnover of around 40% and triple ROI on UX expertise.

Today you’ll be learning why UX and service design are being used 
as strategic tools by some of the highest performing companies in 
the world and how you can start your journey to UX maturity.



A bit of an 
introduction...
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I’ve worked with start-ups, SMEs and global companies who 
have started using UX and service design as transformational 
tools and have seen triple digit ROI as well as production of 
services and products that are customer and user-centric. 
Larger organisations have started on a journey of positive 
internal change.



The problem

‘By  2020 customer experience 
will overtake price and product 
as the key brand differentiator 
when making consumer 
choices.’ (Forrester, 2014)

https://www.slideshare.net/ProvideSupport/customers-2020-the-future-of-btob-customer-experience-infographic
https://www.slideshare.net/ProvideSupport/customers-2020-the-future-of-btob-customer-experience-infographic






5 Pillars of UX (according to Helena) 

YOUR BUSINESS







Who has done this well?



I know what you’re 
thinking...

Icons made by 
"https://www.flaticon.com/authors/monkik" 



What about B2B?

Icons made by 
"https://www.flaticon.com/authors/monkik" 



Who has done this well?



B2B customers now 
expect the same 
buying experience 
as B2C companies 
offer them. 



Two major B2B Challenges:

There are generally more touch points in the 
B2B purchase and decision making process

The buyer and the user are often different 
people with differing needs, priorities, 
constraints (such as budget), frustrations and 
problems



DESIGN OBSERVE 

YOUR PRODUCT YOUR  CUSTOMER

WHAT WHY



Who are these people?! 



A staggering 95% of us don’t really know! 





Mission: “to be Earth’s most 
customer-centric company, 
where customers can find and 
discover anything they might 
want to buy online and 
endeavors to offer its 
customers the lowest possible 
prices.”



Kindle: Easy to read on the go

Prime: Anything you want, 

quickly delivered

Marketplace: Sell better, sell 

more

https://fourweekmba.com/amazon-value-proposition/

https://fourweekmba.com/amazon-value-proposition/






The ROI of UX 

Increases bottom line

Higher conversions & increased 
sales

Increased customer engagement, 
loyalty & advocacy

Provides a frictionless journey for 
the user & customer 

Reduces cost to serve 

Photo by Johan Godínez on Unsplash

https://unsplash.com/@johanemanuel?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/s/photos/happy-customer?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText


Journey Mapping 

User journey through a digital asset or while using a 
physical product

Customer journey with a brand 

Service design, looking beneath the surface including 
processes, staff roles and technology



Icons made by <a href="https://www.flaticon.com/authors/freepik" title="Freepik">Freepik</a> from <a href="https://www.flaticon.com/" title="Flaticon"> www.flaticon.com</a>



Stages of the customer journey 

Icons made by <a href="https://www.flaticon.com/authors/freepik" title="Freepik">Freepik</a> from <a href="https://www.flaticon.com/" title="Flaticon"> www.flaticon.com</a>



Awareness

Your potential customers or 
clients become aware that they 
need your service or product or 
they have heard about or seen 
your brand or another that 
provides a similar service or 
product.



Consideration/Evaluation

Your potential buyer or customer 
want to purchase your service or 
product but are keen to evaluate 
the pros and cons of between 3-5 
then 1-2 suppliers before making 
a decision.



Conversion

The point where a website visitor 
or a browser parts with either 
cash or personal information and 
makes a purchase, signs up to a 
newsletter or creates an account, 
for example.



Engagement & Retention 

Arguably the most important part 
of the customer journey and yet 
often forgotten. How do you keep 
your clients and customers 
engaged with your brand after 
they’ve parted with cash or 
information? 



Advocacy

‘How likely would you be to 
recommend our business to a 
colleague or friend?’

The point at which a client or 
customer will pass on the 
experience of working or 
interacting with you to friends, 
family and colleagues. 



The why of service design: NPS





What does this approach 
potentially mean for your 
company? 



Reduced cost to serve

https://icons8.com/icons/set/customer-support



A series of impactful stages 
of transformation directly in 
alignment with 
organisational strategic 
goals.

https://icons8.com/icons/set/one-way-transition



Development costs slashed

https://icons8.com/icons/set/price-comparison



A set of KPIs validated by 
qualitative & quantitative data 
to drive transformation

https://icons8.com/icons/set/laptop-metrics



A company-wide 
approach to process, 
product or service design

https://icons8.com/icons/set/service



An elevation of the 
customer in 
decision-making 
processes

https://icons8.com/icons/set/customer-insigh
t



Increased revenue, brand 
recognition and growth.

https://icons8.com/icons/set/economic-improvement



Why you can’t afford to ignore service design

95% of companies say they regularly 
listen to their customers. 

84% of companies say they 
regularly ask for feedback...BUT...

...only 29% of firms...incorporate 
insights about customer needs 
into their decision-making 
processes.



As this airline famously remarked, 

“We realize you have a 
choice of airlines, and 
so we thank you for 
flying Delta.” 

https://dlpng.com/png/6729202

https://dlpng.com/png/6729202


All customers have a choice. 

Photo by Adi Goldstein on Unsplash

Experience Design is about 
making them... 

CHOOSE YOU

https://unsplash.com/@adigold1?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText
https://unsplash.com/s/photos/man-pointing?utm_source=unsplash&utm_medium=referral&utm_content=creditCopyText


Let me help 
you get 
started! 

helena@helenahill.com

https://calendly.com/helena-hill



Thank you 
& Any 
Questions! 

E: helena@helenahill.com

T: @helenahillUXCX

LinkedIn: /helenajhill


