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This template is designed to help you create, document, and share a comprehensive but simplified customer experience (CX) strategy. Feel free to add other elements that your utility deems valuable to an effective CX strategy. Use the Details column to include your utility’s specifics, notes, examples, milestones, and other relevant information. For more information about how to create a CX strategy, read our report Shaping Your Customer Experience Strategy.
	Strategy element
	Definition and instructions
	Details

	Brand identity
	Include brand promise, brand pillars, and any brand elements that must be conveyed or reinforced by customer experience.a
	

	Intended customer experience
	Define the experience customers will have with each journey and touchpoint. Include any adjectives or emotions that customers will use or feel in relation to your utility.
	

	Voice of the customer (VOC)
	Define how the utility gathers and closes the loop on customer feedback—both solicited and unsolicited, structured 
and unstructured.
	

	Voice of the employee
	Define how the utility gathers and closes the loop on employee feedback—both solicited and unsolicited, structured 
and unstructured.
	


	Customer insights
	Describe the processes used to turn VOC into actionable information and to disseminate it throughout the utility.
	


	Key moments of truth
	List the handful of major points of interaction that can make or break your relationship with customers, increase or decrease your brand value, or enhance or detract from the intended customer experience described above. Note where any journey-mapping has been done.
	

	Customer lifecycle
	Explain the high-level phases of a customer’s relationship with 
the utility.
	

	Change management
	Describe the strategies and tactics used to gain organizational alignment that supports the adoption of the CX strategy.
	

	Culture
	Explain how the artifacts, values, and assumptions surrounding the utility’s culture align with the CX strategy.b
	

	Communications
	Describe how the CX strategy will be effectively communicated throughout the utility.c
	

	Training
	List any formal and informal training approaches that will be used to realize the intended CX.
	

	Executive sponsorship
	Explain how key executives are engaged as active and visible champions of CX. List names and positions.
	

	Governance
	Define how decisions regarding CX will be made, how priorities will be set, and who will be involved.
	

	Metrics and key performance 
indicators (KPIs)
	Describe how CX is measured and monitored. Include KPIs, both leading and lagging.d
	

	Recognition
	Define formal and informal methods for recognizing employees for CX achievements, large and small.
	


	Hiring and recruitment
	Explain how employee recruiting and hiring will inform and be informed by CX.
	

	Employee engagement
	Describe any formal and informal methods used for engaging employees in delivering and realizing the intended CX.
	


	Channel strategy
	Describe the overall strategy for managing the relationships and connections among contact channels (for example, contact center, website, interactive voice response system, mobile apps, social media platforms, and text messaging).
	

	CX business case
	Describe what circumstances or events compel the need to focus on CX. Include any relevant quantitative or qualitative metrics,
including VOC.e
	

	

	Notes: a. Use the E Source Utility Customer Experience Brand Readiness Assessment (DOC) to further flesh out the brand, if necessary.
b. The E Source Customer Experience Cultural Assessment (DOC) can assist with understanding your 
CX culture.

c. Consult the E Source Customer Experience Communication Plan for a detailed communication 
planning template.

d. Refer to the three-part E Source CX metrics report series for guidance in choosing the right metrics. You can access all three installments through our Customer Experience Metrics Beyond Customer Satisfaction blog post.
e. The E Source report The Business Case for Customer Experience Management provides 
helpful guidance.
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