GUDLAVALLERU ENGINEERING COLLEGE

(An Autonomous Institute with Permanent Affiliation to JNTUK)

Seshadri Rao Knowledge Village :: Gudlavalleru

DEPARTMENT OF COMPUTER SCIENCE AND ENGINEERING

Guest Lecture on

“Digital customer experience”




CUDLAVALLERU ENGINEERING COLLEGE

(An Autonomous Institute with Permanent Affiliation to JNTUK, Kakinada)
Seshadri Rao Knowledge Village:: Gudlavalleru

DEPARTMENT OF COMPUTER SCIENCE AND ENGINEERING

13" September 2018

NOTICE

This is to inform the students III B.Tech I semester CSE students that the

department is organizing a Guest lecture on “Digital Customer Experience” 15™

September, 2018. In this regard, the interested students can register for the guest

lecture. For further details, contact Mr. J n v r swarup kumar, Asst.Prof of CSE.
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Hearty Welcome
To
Mr. Chandrappa Sekharappa
for
Guest Lecture on

Digital Customer Experience
15t September 2018

Organized by

Department of Computer Science and En

GUDLAVALLERU ENGINEERING COLLEGE
( An Autonomous Institute with Permanent Affiliation to JNTUK, Kakinada)
Seshadri Rao Knowledge Village, GUDLAVALLERU-521 356

gineering



KEYNOTE ADDRESS BY SRI CHANDRAPPA SEKHARAPPA

Digital customer experience is the sum of digital interactions between a
customer and a company and the resulting impression that a customer
walks away with.

Digital Customer Experience vs. Customer Experience

The broad umbrella of customer experience (CX) can cover anything from
traditional customer service channels to new digital interfaces that people
use to interact with companies. Digital customer experience (DCX) focuses
on the latter, including both front-end services and back-office process
optimization that ultimately benefits customers. :

Because both concepts are intensely focused on meeting customer
expectations, they overlap as often as digital and non-digital do in today’s
world. It may be more uscful to clarify what digital customer experience
isn’t, so that companies can make sure they have the right mindset in their
approach to DCX strategy.

Common Misconceptions About Digital Customer Experience

« Customers care about digital. In fact, customers don’t think of their
experience in digital and non-digital categories. They want to access
companies in the most convenient way possible, regardless of channel.

« DCX is about technology and strategy. Culture outweighs strategy
when it comes to DCX. Companies with the right technology still need to
embrace a customer-centric view of their business in order to
successfully improve digital customer experiences. Most discussions
of digital transformation hit on this crucial point in greater depth.

¢ DCX is about sales and marketing. According to Forrester analysts,

. most digital experience platforms focus most of their resources on sales,
marketing and commerce while neglecting customer service, retention
loyalty and' éngagement functions. This could lead companies to
associate good DCX with -sales and marketing, but creating experiences
that apply to the entire customer lifecycle is a critical part of business
today. '

"+ DCX is limited to digital-only brands. All businesses need to become

digital businesses if they want to participate in the current digital
economy. Forrester describes the importance of “digitally-based customer
experiences rooted in operational excellence”, emphasizing that using
digital technology «s a basis for all customer experience can drive

revenue and growth in most businesses, not just digital-only brands.



Managing the Digital Customer Experience

Given that DCX and CX so often overlap, some have asked whether
managing the digital customer experience is even relevant. There are two
approaches to consider:

* Focus on the holistic customer lifecycle, giving equal attention to the
way digital and non-digital experiences complement each other and
optimizing both. This approach treats DCX as Jjust one part of the overall
customer experiernce strategy.

 Focus primarily on digital customer experience. An article in
the Harvard Business Review asserts that “this isn’t merely a subset of

customer experience, and a good customer experience strategy doesn’t
equate to a good digital customer experience strategy.” It goes on to
argue that onlinc ard offline consumers have different needs and
expectations, which is what makes a focus on better DCX so important

— companies can’t assume that their work to improve customer
experience will translate well to digital experiences. However, it also

assumes that therc is a clear line between online and offline, which is
increasingly untruc as channels merge and intersect throughout the
customer journey,

Both approaches have value, depending on your audience and the maturity

of your digital touch points. If your customers are primarily digital, but your

digital services are below sizndard for your industry, an initial focus on DCX
will get you up to speed [aster, whereas a more mature digital business may
want to take a holistic «pproach in order to keep its CX strategy unified.

Either way, customers hove high expectations for quality of service, which

makes it crucial for busin-sses to improve their ability to deliver great digital

customer experience:. nconsistency in this area frustrates users and erodes
loyalty, which will iricct overall customer experience whether you manage
it separately from DC.. or not.

Examples of Digital Cusiomer Experience

Despite its terminology [/CX isn’t exclusive to customer-based businesses.

It applies to every ind st that provides services to external users (patients,

students, citizens, ctc.) a5 well as employees, partners or other users that

interact with a compai.y in ernally. What unites them is the use of digital
technology to facilitate (he interaction.

Automotive A nev cor sends diagnostic information via an API for a
custoricr o view on a mobile app or online dashboard, along
with <civice reminders and product recall notices. He can
also vic.r I's financing information and track bill payments.

The customer sees the automobile brand as an expert




resource for taking care of his vehicle.

Banking A customer opens a new savings account via his bank's
mobilc -~ pp. He uses the bank's budgeting tool to set goals
and save aulomatically, giving him a balance of what is safe
to spciicl, taking into account bills, pending payments and
goals.

Education A studcnt connects to her university portal to access digital
lecturcs cuul textbooks. Her learning is tracked with quizzes

at the «ad of each module and suggested content is provided

based <1 comonstrated struggle with certain topics.

Government A city < 1ployvee monitors vehicular and pedestrian traffic via
bluetocin-rnabled sensors located along the streets. She is
able 10 “Lure the information with other departments so they
can adlc ress congestion issues.

Healthcare  During « doctor's visit, a patient sets wellness goals to help
man~. her health. Between visits, she uses an app to
monit.: her vitals, food intake, exercise and prescriptions.
There ©o¢ wlso interactive learning materials and an online

community, where she can learn and be encouraged by
other:s woring on the same goals. Her health improves over

time, + -~ 1uii g the need for visits and lowering the hospital's
cost, ¢ resulting impression is professional, personal
healthcare.

Retail A loca bookstore also has an online community where
custoriers can save reviews of their favorite books, join
online scussion groups and participate in virtual events or
ones lcld .t the store.

A custiiner can pick from recommended titles based on his
past orocr Listory that are then prepared for him at the
storc. > cauu osit at the store with a coffee to skim a few of
the tit'c . 0 choose which ones to keep. The customer feels
lilke o Loolstore is a simple, enjoyable way to manage his

readi
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PROGRAM REPORT:

Name of the Program: Guest Lecture on “Digital customer experience”
Date: 1°™ September 2018

Details of the resource person: Chandrappa Shekarappa - Associate Director - Digital CX Lead at

Cognizant.,Allahabad
Objective of the program:

e To improve each interaction a customer has with your brand.
e To understand the quality of experience you think you deliver versus the experience you

actually deliver - and then fill in the gaps.
Qutcome of the program:

e Student can Build a Better Brand Identity.

e Student can Increase Sales Conversions.

No. of participants: 270
Cohcluding remarks:

Digital customer experienceis the sum of digital interactions between a customer and a

company and the resulting impression that a customer walks away with.

TN L Eumas) H\;@%E/

Coordinator

Head of the Depart _
Computer Science an 4 Engineering
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