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Where big data and small 
data converge - It's still just 

me
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57Amidst all of the 

change we are 

experiencing 

in the world, 

machines aren’t 

reducing the role 

of humanity, they’re 

amplifying it.



By 2017, 89% of businesses expect 
customer experience to be their 
primary differentiator.

Gartner



Listen to the 
customer and invent 
for the customer.

Jeff Bezos, 

Founder and CEO, Amazon



Every company wants to 
become more customer-led, 

obsessed, centric.

But Why?



Ultimately, 

it’s about the

Relationship



My Opinion 

Matters.

Products and 

Services That 

Better Meet My 

Needs.

Always-on Voice of 

the Customer. 

Better Business 

Decisions.

Being customer-led means more than just 
a transactional exchange

This mutualism isn’t just something that we’ve cooked up.

Value 

to the 

brand

Value 

to the 

customer

Shared Value



Long-term 

customer 

relationships

Greater 

customer

lifetime value

Being customer-led means 
building better customer relationships



Uncover insight without starting from 

scratch every time.

Without asking repetitive questions.

..or without asking questions at all. 

Relationship
Memory

The Importance of



Three examples











Thank you

Matt Meffan

Director

Vision Critical


