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How most brand organizations are structured
Brand Strategy

Brand Identity
Brand Experience

Brand Management



Experience 
Hierarchy Brand Experience

Customer Experience

Product Experience

User Experience

User Interaction Design



Today’s presentation –
Situation 
Superpowers 
Results 



“89%
of companies believe that customer 
experience will be their primary basis 
for competition by 2016, versus 36% 
four years ago.”    – Gartner
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Experience Journey Mapping
Customer Expectations



Respondent with 9 NPS

“I’m a solid fan, but how many hours 
do they expect me to waste trying to 
understand their shit.”



The Cisco UCS 2200 Series extends the I/O fabric between the 
Cisco UCS 6100 and 6200 Series Fabric Interconnects and the 
Cisco UCS 5100 Series Blade Server Chassis, enabling a lossless 
and deterministic Fibre Channel over Ethernet (FCoE) fabric to 
connect all blades and chassis together. Since the fabric extender 
is similar to a distributed line card, it does not perform any 
switching and is managed as an extension of the fabric 
interconnects. This approach removes switching from the chassis, 
reducing overall infrastructure complexity and enabling Cisco UCS 
to scale to many chassis without multiplying the number of 
switches needed, reducing TCO and allowing all chassis to be 
managed as a single, highly available management domain.
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Customer Satisfaction

USA overall vs. Customer



CSAT vs. Journey

USA overall vs. Customer Actual Journey
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Tone
Personalized
Expectations
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Federated Governance





The proof of the pudding 
is in the eating.
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Written and made by
Cameron Stewart



Simple & Distinct
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60 Our Target
52.5 Amazon
49.6 After training (2016)
45.2 HP
42.5 Microsoft
37.5 IBM
36.7 Where it started (2012)
29.4 Juniper

Readability scores – real progress

https://cisco.box.com/v/cisco10tips  



Dreaming and doing
inspires confidence

Short and relevant
gets attention

Bold and human
builds relationships

Content

Structure

Tone

https://cisco.box.com/v/cisco10tips  



$405M

https://cisco.box.com/v/cisco10tips  



½ bounce
2x click-through

https://cisco.box.com/v/cisco10tips  
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