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Experts in the analysis and 

communication of EMPATHY 

and Customer Experience 

metrics

The definitive EMPATHY 

measure and benchmarking 

tool academically proven to 

correlate directly with 

PROFIT

A pragmatic consultancy 

helping you to embed and 

sustain a culture where 

EMPATHY thrives

A quarterly journal for the 

most senior Customer 

Experience Executives

Our business delivers 
Intellectual Capital

Measurement

Action

for Customer Experience

http://www.empathy.co.uk/index.html


Our business delivers 
Intellectual Capital

Measurement

Action

for Customer Experience

We support many CHANNELS including:

ÅTelephony

ÅRetail

ÅCorrespondence

ÅInternet

ÅFace-to-Face meetings

ÅDoor-to-Door interactions

ÅInternal Communications

ÅMobile interactions

Our influence stems across all parts of the organisation and all 

engagement channels 

http://www.empathy.co.uk/index.html
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Our Understanding of Current Situation

Introduction of CSI scores

£bns spent on research

Increasing Customer 

Expectations

Relatively positive scores being 

reported

ÅMany scores are incompatible

ÅFindings tend to stay on the shelf

ÅLittle cross functional analysis possible 

(if any)

ÅCompanies are not differentiated

ÅHave failed keep up with Customers

ÅCustomer feedback is óat oddsô with 

data

Despite:

http://www.britannia.co.uk/150
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FAIL SUCCEED EXCEED

WHAT YOU DO!

THE WAY 

YOU DO IT!
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WHAT YOU DO!

The HYM Sheet
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