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Who do I want to be, am 
I perceived as such, am I 

worthy of 
recommendation?

Am I delivering my brand 
promise and a top 

experience externally?

Am I delivering my 
brand promise and a top 

experience internally?

Am I delivering my 
brand promise, a top 

experience while 
maximizing efficiency?

Am I delivering my 
brand promise, a top 

experience while 
maximizing conversion?

• Brand perception
• Brand tracking
• Yearly NPS 

measurement

• Define journeys
• Finding the drivers
• Measure the 

drivers
• Measuring 

customer- / human 
centricity

• Define the journeys
• Finding the drivers
• Measure the drivers
• Measuring 

customer- / human 
centricity

• Define the service 
channels

• Find the drivers
• Win-win experience 

and efficiency

• Optimizing conversion
• Optimizing experience
• Qualitative UX research

Focus on mind and 
persuasion

Focus on journeys and 
satisfaction

Focus on journeys and 
affective commitment

Focus on service 
optimization and 

satisfaction

Focus on conversion 
and effort

What is in essence the 
promise I make to my 

customers and employees 
with my organisation’s 

brand?

What are the drivers so my 
customers are 8+ satisfied 
with each of their detailed  

journeys and so they feel my 
brand promise in all they do?

What are the drivers of my 
employees to feel emotionally 
committed to my organisation 
(i.e. feel at home, belong) and 
feel my brand promise in all 

they do?

What are the drivers of my 
call center so my customers 
are 8+ satisfied, I deliver my 
brand promise, have a great 
first time right percentage 

with little unnecessary 
contacts?

How do I create the highest 
conversion on ordering in 

the app, the least amount of 
effort for my customers, 
deliver my brand promise 

and a positive experience on 
the relevant drivers?

NPS C-SAT AFF COMM C-SAT & FtR CES
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