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The importance of customer experience

optimisation & retention

And why most companies fail…



82% of people have stopped being a customer somewhere 

after a disappointing experience

73% of people say customer experience 

plays an important part in their purchasing decisions 

59% of people have left a brand they truly loved

because they had several bad experiences

Source: Oracle, 2019

Source: PWC, 2018

Source: PWC, 2018



Happy clients spend up to 140% more

86% of people are happy to pay more 

if the customer experience is top-notch Source: Walker, 2020

Source: Harvard Business Review, 2014



Why is retention so important?



Chances of selling something to a new client?

5 to 20%

Chances of selling something to an existing customer?

60 to 70% Source: Marketing Metrics



Attracting a new client

= 6 to 7 times more expensive than keeping 

an existing one

5% more retention

→ 25 to 95% more profit Source: Bain & Company, 2018

Source: ThinkJar 2019













What do customers do because of this?



They leave.



Put in effort to attract new customers.

But don’t forget 

to treat your existing customers well.



How to be customer centric in all phases

of the customer journey.

So people buy from you not just once but again and again. 



Focus of most companies Ignored by most companies



What happens when you f*ck it up?





What happens when you delight 

your customers?







Phase 1: Consider

From need to decision





Biggest fear?

Am I making the right decision?

What's it like to be a customer of this company?
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Phase 2: Final hurdle

From the buying decision to the moment someone buys the product





Biggest fear?

Can I trust this shop?

I hope it will be easy to buy here?







It’s really hard to find contact information. 

And once I did get someone on the phone, I 

felt like they had no idea how their own

webshop really worked.



Phase 3: Regret

Between the moment you bought something until you receive it or get access



• Mixed emotions
• The company: happiness and euphoria 
• The customer: anxiety and doubt



Biggest fear?

Did I make the right decision?

Will they really deliver it? Will it be on time? 



Communication is key.

Be honest and open about what

people can expect.
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Didn’t get a track & trace link, which made me 

worry about when I’d receive the package. 

I thought something had gone wrong. 

Just unnecessary stress.



Phase 4: Embrace

Between access / first use and reaching your goal





A sale is not finished until
the customer receives a result.
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Biggest fear?

I hope I can use this thing.

Will I achieve what I hoped to achieve with this?
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Let your customers know 
you are there for them.
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Stay top of mind by helping and being there, 
not by trying to sell.





After a few weeks they sent me an email to 

remind me to make sure to water my new 

plants extra, especially with the hot summer. 
That's what I call great service!



Phase 5: Promote

Only when customers reach their goal, can they become ambassadors







Most common problem?

The sound of silence!



All kinds of bonuses are 

waiting for me!





Yeay! Mango likes me

But not really. 



If you don't care about your customers, 

why should they care about you?



Put your customer at the       of everything
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Thank you!

#makeyourcustomershappy



We grow your business 

through customer happiness

Thanks for listening!

els@agconsult.com



Get our free ebook now

✓ 10 conversion tips that work on every website

✓ 15 cases 

✓ 6 best practices from leading websites

➔ www.agconsult.com/en/10tips/

Already more than 6.865 downloads

https://www.agconsult.com/en/10tips/


Go to https://www.agconsult.com/en/academy/

for trainings about UX and CX

Use ilovecustomers! to get a 150 euro discount

https://www.agconsult.com/en/academy/

