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Reinvention. It’s everywhere. Over the past year 
around the country and world, companies have 
collected a ton of data. Even at the most profitable 
companies, though, that data have led to some 
concerns. 

Upheavals have led consumers and business-
to-business (B2B) buyers to rethink how they 
purchase, becoming, in the words of one survey 
from Accenture, “reimagined” consumers.1  These 
consumers overwhelmingly expect companies to 
not just provide a basic service or product, but to 
anticipate and meet their changing needs. Seventy-
seven percent of these consumers expect this kind of 
understanding from companies. Perhaps even more 
significantly, more than half would switch brands if 
their current preferred brand doesn’t provide clear, 
easy customer service options and clear answers 
about service levels related to the current era  
of disruption.

WHAT DOES ALL THAT MEAN? 

Among other conclusions, it means that the value of 
a positive customer experience is more important 
than ever to business success—and a great CX leader 
is key to cracking the code and standing out.

THE BENEFITS OF CX 

It’s tough to overstate the importance of CX at this 
point in time. Survey after survey, report after report, 
provides the numbers to reveal the truth: CX is 
extremely important, but the majority of companies 
don’t have a high-performing strategy in place. 
This isn’t entirely news for many companies. In 2017, 
Dimension Data revealed that 71% of companies 
cited CX as a top strategic performance measure, but 
only 16% rated their CX delivery as 9 out of 10 or 
better.2  Thirty-six percent of surveyed companies 
didn’t even have a CX manager, while 51% didn’t 
have a solid digital strategy, and 33% admitted 
to having no way to track the customer journey 
between channels and/or platforms.

The lack of infrastructure around CX is even more 
frustrating when one looks at just how big a payoff 
CX can have. According to recent research by PwC, 
valuable customer experiences can offer businesses 
up to a 16% price premium.3  The same research 
also reveals that, in the U.S., even when people love 
a company or product, 59% will walk away after 
several bad experiences—and for 17%, it just takes 
one bad experience for them to walk away for good.

A positive customer experience not only helps to 
retain customers, but helps to ensure that they  
will continue to try new offerings and even stick 
around through tough times. A Temkin Group study 
revealed just how big that impact can be. According 
to the research, a positive customer experience 
results in customers who are:4

• 16.5 percentage points more likely to make 
   additional purchases
• 16.7 percentage points more likely to trust 
   the company
• 10.3 percentage points more likely to forgive 
   the company if it makes a mistakes
• 7.1 percentage points more likely to immediately 
   try a new offering 

All of this data points to the fact that a focus on CX 
is one of the best things an organization can do if it 
wants to succeed, thrive, and grow. Without excellent 
and insightful leadership, though, achieving these 
goals can be difficult.

“What makes a truly 
excellent CX leader? 
It starts with a vision.” 

1. https://www.accenture.com/us-en/insights/strategy/_acnmedia/Thought-Leadership-Assets/PDF-4/
    Accenture-Life-Reimagined-Full-Report.pdf
2. https://www.prnewswire.com/news-releases/new-research-from-dimension-data-reveals-uncomfortable-
    cx-truths-300433878.html
3. https://www.pwc.com/future-of-cx
4. https://www.prnewswire.com/news-releases/customer-experience-improves-generates-100s-of-millions-
    in-revenue-according-to-new-temkin-group-study-300350542.html



Chief Customer Experience Officer (CXO): the 
head of CX, a C-suite executive whose duties cover 
all the factors of ensuring a positive customer 
experience

CX Analyst: a data-focused expert who specializes in 
collecting and parsing CX-related data to support the 
crafting and implementation of CX strategy

Voice of Customer (VoC) Managers: the managers 
who oversee a VoC program, which focuses on 
different facets of “representing” the customer’s 
needs and wants when it comes to planning

CX Operations: the team whose job it is to 
put together the actual customer experience. 
These are the folks handling the journey design, 
communications channels, and other systems,  
both human and automated, that make up the 
customer experience

Customer Success Manager: the experts who help 
smooth the way for customers, ensuring that they 
transition easily from leads to actual (and satisfied!) 
clients

Communications Manager: A job often shared 
with marketing, this manager handles the overall 
communications strategy for the company, including 
customer-facing public relations (PR) responses

Digital Strategist: With expertise in digital 
platforms, these strategists work to unify branding 
and messaging across multiple platforms to create a 
single, positive experience

In general, a CX team could be as small as a single 
person or as large as a global team, depending on the 
size of the organization and the products or services 
sold. Specific duties will vary with the company’s 
scale and needs, but in general, responsibilities 
include:

• Developing and implementing necessary tools and 
   process to understand customers

• Journey mapping, touchpoints, and experience 
  analysis

• Identifying and tracking metrics linked to business 
   outcomes

• Collecting and analyzing customer feedback and 
   data 

• Sharing insights throughout the organization 

• Developing the strategy and aligning the 
   organization around the customer and their needs

The CX team will also often partner with HR to 
educate employees and ensure they are having a 
great experience themselves, since they are the one 
who have to deliver a high-performing customizer 
experience. This is important because, according 
to the Harvard Business Review, “CX is the sum-
totality of how customers engage with your 
company and brand, not just in a snapshot in time, 
but throughout the entire arc of being a customer.” 5  
Employee and customer experience go hand in 
hand. One won’t succeed without the other.

5. https://hbr.org/2010/10/understanding-customer-experie

THE CX TEAM AND TYPICAL TITLES

Putting together a CX team requires, first and 
foremost, an understanding of what CX roles and 
titles are out there today. In any given company, you 
might have some or all of the following:



THE RIGHT CX LEADER

What makes a truly excellent CX leader? It starts 
with a vision. CX leaders must be visionary and 
strategic thinkers. But thinking big thoughts isn’t 
enough: a leader needs to be analytical so they can 
define where a company is and chart the path to 
where they want to go.

They’re critical thinkers and data-driven without 
losing sight of the human beings behind the 
numbers. They’re collaborative—after all, it’s the 
overall organization that delivers the customer 
experience, so leaders need to be able to work with 
peers and partners to get things done. Along similar 
lines, the best leaders are empathetic, caring, and 
transparent. They know what it takes to deliver 
on promises, both to customers and to co-workers 
who make the business run. They share success and 
failures, listen, coach, and ask for honest feedback.

Most of all, they have a genuine willingness to learn 
about the industry and business. Most businesses 
are doing more right than wrong—otherwise, 
they would not stay in business. A transformative 
leader respects this and takes time to learn before 
implementing change.

THE PAYOFF

Are you still not entirely convinced why CX is so 
important? Consider these stats from Deloitte:6 

• Customers are likely to mention a positive 
experience to nine people, but a negative one 
to 16 people

• Customers with a positive experience spend up 
to 140% more and remain loyal for five years 
longer

• Positive CX can reduce the cost of serving 
customers by up to 33%

OR HOW ABOUT THESE STATSISTICS, 
COMPILED BY THE CUSTOMER 
EXPERIENCE PROFESSIONALS 
ASSOCIATION?7 

• It costs six to seven times more to attract a new 
customer than to retain a current customer

• More than half of Americans changed their mind 
about a purchase they had planned because of 
bad service or customer experience

• 33% of Americans would consider switching 
companies because of just one poor customer 
experience, and the same number would pay 
more to receive a better experience

• 65% of customers say that positive customer 
experiences with a brand have a greater influence on 
their buying behavior than great advertising 

• 79% of high-income households, 45% of women, 
51% of B2B companies, and others will avoid a 
company or brand for over two years after having 
a bad customer experience

We live in a world where online reviews and 
social channels make sharing feedback easy. In 
considering what will be communicated, factor 
in human instincts. Recognize we are more likely 
to feel compelled to “warn” people off of a bad 
experience than to share the joy of a good one. 
Therefore, you are more likely to get comments 
focusing on negative experiences than positive ones. 

That’s why we’re seeing such growth in the CX field. 
According to Forbes, global CX technology spending 
is projected to reach $641 billion in 2022.8  It’s one 
of the fastest-growing fields and a top priority for 
the majority of executives. Although many are 
playing catch-up, CX is here to stay – make sure your 
company has a truly great leader to provide the way 
forward. 

6. https://www2.deloitte.com/content/dam/Deloitte/us/Documents/process-and-operations/us-cons-the-true-value-of-customer-experiences.pdf
7. https://www.cxpa.org/blogs/nick-glimsdahl1/2020/08/03/the-customer-experiences-impact-on-customer-churn

8. https://www.forbes.com/sites/blakemorgan/2021/08/09/10-stats-showing-the-growth-of-cx/?sh=6a4c014b5f23
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About Dawn Russell
As Managing Director of Executive Search for Blue Rock Search, Dawn 
brings her Social Talent Black Belt skills and deep analytic abilities to 
bear, developing quality talent pipelines for a variety of diverse industries 
focused in Customer Experience. Dawn is the only Director of Executive 
Search at Blue Rock Search that is equally knowledgeable in three of our 
four specialties including: Customer Experience, Franchise, and Human 
Resources. The very first official hire at Blue Rock Search, Dawn has 
become an indispensable resource for the entire team.

Prior to Blue Rock Search Dawn was a Talent Acquisition Specialist for 
a $4 billion life sciences company doing business in 180 countries. She 
has a keen sense of “what good looks like” and can dependably deliver a 
slate of talent that offers an exceptional match to Blue Rock Search’s wide 
variety of clients.

Contact Dawn at:

About Blue Rock Search
Blue Rock Search is an MBE Certified, minority-owned executive 
search firm, an SRA Network member, a Hunt Scanlon Top 
10 global recruiting firm, and one of the Hunt Scanlon HR/
Diversity Recruiting Power 65. We specialize in the targeted 
identification, assessment, and placement of executives across 
four distinct practice areas: Human Resources, Franchise, 
Customer Experience, and Higher Education.

Blue Rock Search’s founding partners are respected and trusted 
thought leaders with more than 50 years of combined experience in their respective practice areas. Additionally, 
systems, processes, and tools are designed to flex to fit our clients’ unique needs and reflect our philosophy of 
built-to-last relationships.

Over the years, Blue Rock Search has grown enormously from the three-person team that  opened our doors. 
We currently have offices in Sarasota, Knoxville, and Cleveland, as well as recruiters working virtually, providing 
recruiting and staffing services for clients of all sizes in the United States, and globally.

If you are interested in building a relationship with a search partner that can help you find the people who will make 
a difference in your organization, you can connect with us at 941.952.955 / bluerocksearch.com.
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