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7
keys to launching a 
successful customer 
experience program
Ensure your new customer experience (CX) 
program takes off—from day one

Whether you’re launching your first one or 

hitting refresh, a new CX program can seem 

like a daunting task. But it doesn’t have to be. 

Here are some key steps you can take to 

make sure your transition is smooth and your 

program is built to achieve long-lasting impact. 

Make your program 
rollout official—and 
noteworthy
A new CX program should be a big 

deal. Stage the rollout process by 

communicating proactively at every 

level and explaining how this initiative 

will play in your company’s larger 

strategy. These communications should 

come from the top of your organization 

so everyone knows there’s consistent 

visibility to program results. 

To learn how SMG can help you launch a successful 

CX program, visit smg.com/contact.

Sure, launching a best-in-class 

program takes focus and effort. 

But when you partner with a 

company that’s been there 

before—with hundreds of brands 

facing unique challenges—you can 

rest assured you’re making the 

right move every step of the way. 

Collaborate 
with your CX 
partner to get 
more actionable 
insights
Keep your program on track by 

working with your CX partner to 

share your brand’s strategic focus 

so they can deliver timely, relevant 

insights. Bring in complementary 

datasets and task the program 

expert with asking the right 

research questions at the right 

time. And you should expect the 

same from your partner. 

The best way to keep your front line 

motivated is to highlight quick wins. Do 

this through service alerts that let you 

celebrate exceptional service and by 

sharing customers’ own words in their 

open-ended comments. And don’t 

forget to recognize locations that meet 

or exceed goals. 

Brand your program to 
establish its role in
the organization

Your CX program should embody the 

company-wide commitment to create better 

customer experiences. That’s why it’s important 

to brand your program to give it a name and 

face that reflect your culture. It’ll give everyone 

a better understanding of how your plan of 

action impacts their role—and vice versa. 
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Establish a steering 
committee and 
program expert
An effective program cascades across 

the entire organization, with everyone 

understanding how their role impacts 

the customer experience. Establish 

a cross-departmental steering 

committee and appoint a program 

expert. Having this support system 

in place will lead to quicker, broader 

action when insights start surfacing. 
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Drive field engagement 
from the top-down

Keeping the field engaged is critical 

to a successful program launch. By 

regularly communicating program 

insights, actions, and results to all 

levels as the program evolves, you’re 

showing it’s helping the company learn 

and adapt to customer needs—which 

means the investment is paying off.
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Create front-line 
impact with a 
bottom-up approach

Establish an open 
channel to communicate 
program results

There’s no such thing as overcommunicating: 

integrate program insights into internal 

communications, incorporate scores and 

analyses in company conferences, and put CX 

data in your meeting agendas. Keeping the 

program top-of-mind at every level helps ingrain 

that commitment to the customer experience 

into the everyday culture of your business.
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