
More Personal. More Powerful.

More Possible.



Driven by customers not companies
The advent of digital engagement is providing customers with a powerful voice; a voice that  
when harnessed can transform organizations, drive innovation, streamline operating costs and  
ultimately increase revenues.

1 Walker Info   2 Gartner  3 Forrester

Companies that LISTEN TO and OPERATIONALIZE feedback will transform and transcend their operations and brands.

BY 2020

CUSTOMER
EXPERIENCE
WILL OVERTAKE PRICE

AND PRODUCTS AS THE

KEY BRAND

DIFFERENTIATOR.1

89% OF MARKETING LEADERS 

EXPECT TO COMPETE PRIMARILY ON 

THE BASIS OF CUSTOMER
EXPERIENCE
AS COMPARED WITH 36% FOUR 

YEARS AGO.2

EXPERIENCE IMPACTS 

CAN LEAD TO

BIG RESULTS
A 10-PERCENTAGE-POINT 

IMPROVEMENT IN  

CUSTOMER EXPERIENCE 

CAN EQUATE TO A REVENUE 

IMPACT IN EXCESS OF

$1 BILLION 3 

In an ever more digital 
world, customer data 
is nearly limitless. But 
people are so much more 
than data. Their lives are 
driven by dynamic wants, 
needs, and desires—and 
they have more choices 
than ever before. 

At Deloitte Digital, we get that. By pairing Medallia’s powerful 
customer experience platform with our industry-leading customer 
experience strategy and design experience, in-depth field research 
capabilities and employee experience knowhow, we 
can help you go beyond the data to build individual 
relationships with your customers and employees on their 
terms, creating brand advocates for life. 

That means knowing what people need before they need it, 
empowering your employees, and proactively serving your 
customers’ distinct stories in real time, at scale. Because at Deloitte 
Digital, we don’t just help you see more. We help you do more. 



Weaponizing your brand
Customer experience is a multidimensional construct that continually challenges an 
organization’s ability to deliver on its brand perception at a personal level with the realities of 
executing and operating a complicated business. 

Branding is the new currency
A brand is more than just a trademark. It’s a living, breathing interconnection between an 
organization and its marketplace. It’s how organizations communicate the value of their products 
and services, how customers perceive that value, and the ecosystem that develops around them.
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It has the 
power to 
create industry 
leaders or the 
infamy to sink 
enterprises. In 
short, branding 
is the new 
currency—
and it means 

everything.
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CXV Marks
a New Era

of Customer
Engagement

Customer Experience Value (CXV)  
allows companies to recognize a customer’s 
preferences and value at the point of  
contact, and further increase that value 
through dynamic, personalized treatment

Measures experience 
and customer value 
used to personalize 
customer treatment

Drives value-based 
CX investments to 
maximize CX ROI

Promotes long-term 
profitable customer 
relationships

The War on 
Talent is Won 

by Being  
Simply  

Irresistible

Deloitte’s Simply Irresistible Framework  
helps business leaders leverage technology 
and a defined engagement model to build 
organizations that engages employees as 
sensitive, passionate, creative contributors.

Measures across 20 
unique factors that 
drive engagement 
and employee value

Proactively identifies 
areas of opportunity that 
impact employee attrition 
and performance

Promotes long-term 
profitable customer 
relationships



You Can’t 
Action on 
What You 

Can’t See or 
Measure

LRA, a Deloitte business, provides primary 
research and field measurement to help 
clients measure and quantify brand execution 
and delivery, diagnose the operational and 
experiential issues that cause poor customer 
feedback, and link data and insights to 
actionable remedies. 

35 years of 
cross-industry 
measurement 
experience

Global network of Cx 
professionals, conducting 
90,000+ inspections, shops 
& intercepts each year in 
145 countries

Thoughtful approach to 
program design and 
integrating multiple  
survey and field  
inspection activities



Deloitte Digital & Medallia  
are reshaping  the future
Customers are more than willing to provide companies with feedback and improvement  
recommendations, but are companies truly equipped to receive it, process it and act on it?

Create and define future state  
experiences, products and operating  
models through data driven  
innovation sessions

Design and implement an experience 
that is distinctive, differentiated and 
aligned to the company’s vision

Continually improve and adjust to 
changing demands; monitor and  
measure against key indicators

• Innovative ideas

• Ambition and vision

• Preliminary design principles

• ‘Moments that matter’ 

• Customer insights from analysis

• Current state journey maps

• Future state journey maps & requirements

• Initiatives planned / prioritized on roadmap

• Business case for costs / benefits

• Design, development, test, training

• Deployment planning, support, & hypercare

• Change management & communications

• Program- and initiative-level success 
measurements

• Process to evaluate & adapt in-flight  
projects and “close the loop”

• Updated operational processes and  
capability enhancements

• New Offerings/Revenue Streams

• New Customer Acquisition

• Improved Customer Satisfaction

• Increased Customer Retention

• Improved Operational Efficiency

• Increased Wallet Share

IMAGINE

Phases

Focus

Measurable  
Outcomes

DELIVER RUN

Turning customer feedback  
into business advantage
Deloitte Digital and Medallia together help companies maximize their customer feedback opportunities, 
wire customer insights into every decision and drive transformation from the customer perspective.
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Strategy.
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 9 #1 consultancy across CX transformation as 
recognized by analyst firms 

 9 Cross-industry expertise, depth and breadth
 9 Global delivery model
 9 Premier Medallia implementation and 

managed services partner with the skills to 
operationalize the insights Medallia provides

 9 Best-in-class, real-time Customer 
Experience Management platform

 9 Proven return for companies  
across industries

 9 Innovation leader in OCEM and  
text analytics

 9 Industry pioneer in automating, simplifying, 
and educating companies on responding 
to and acting on customer feedback



Want to talk about how to get started?
Deloitte Digital and Medallia together help companies maximize their customer and employee feedback, 
wire insights into every decision, and drive end-to-end customer transformation.
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Analysts agree: We are the leader in CX transformation
Deloitte Digital and Medallia are the recognized market leaders in Customer Experience Transformation, and together 
we are uniquely positioned to drive tangible business results for enterprise clients.

Worldwide Leader
in Digital Customer Strategy 
& Experience Consulting
– ALM Intelligence2

Top 50 Market 
Research Firm in 
the 2017 AMA Gold 
Report4

Global Leader in 
Business Consulting 
Services
– IDC5

Worldwide Leader
in Digital Strategy 
Consulting Services
– IDC7

Global Leader in
Mobility IT Strategy 
Consulting
– ALM Intelligence9

Global Leader in 
Customer-Facing Service 
Operations Consulting
– ALM Intelligence6

Global Leader in 
Employee Experience 
Consulting
– ALM Intelligence3

Global Leader in 
Digital Innovation 
Consulting Services
– ALM Intelligence8

Global Leader
in CRM and Customer 
Experience Implementation 
Services1

1 Based on completeness of vision and ability to execute. Source: Gartner, Magic 
Quadrant for CRM and Customer Experience Implementation Services, Worldwide, 
Patrick J. Sullivan, Ed Thompson, 8 January, 2018
2 Based on capabilities. Source: ALM Intelligence; Digital Customer Strategy & 
Experience Consulting; ALM Intelligence estimates © 2017 ALM Media Properties, 
LLC. Reproduced under license
3 Based on capabilities by ALM Intelligence; Employee Experience Consulting 2017; 
ALM Intelligence estimates © 2017 ALM Media Properties, LLC. 

4 Source: https://www.ama.org/publications/MarketingNews/Pages/the-ama-gold-report-2017-
top-50-market-research-firms.aspx 
5 Based on capability and strategy. Source: IDC MarketScape: Worldwide Business Consulting 
Services 2017 Vendor Assessment by Cushing Anderson, March 2017, IDC #US41569617
6 Based on capabilities. Source: ALM Intelligence; Customer-Facing Service Operations 
Consulting 2016; ALM Intelligence estimates © 2017 ALM Media Properties, LLC. Reproduced 
under license

7 Based on capabilities by ALM Intelligence; Employee Experience Consulting 2017; ALM 
Intelligence estimates © 2017 ALM Media Properties, LLC. 
8 Based on capabilities. Source: ALM Intelligence; Digital Innovation Consulting 2016; ALM 
Intelligence estimates © 2016 ALM Media Properties, LLC. Reproduced under license 
9 Based on capabilities. Source: ALM Intelligence; IT Strategy Consulting: Mobile 
Technologies; ALM Intelligence estimates © 2017 ALM Media Properties, LLC. Reproduced 
under license




