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Three Components of Temkin Experience Ratings

Success Experience Component
Thinking of your most recent interactions with each of these companies,
to what degree were you able to accomplish what you wanted to do?
1 2 3 1 S5 6

£ 7
Completely Neutral Completely
Failed Succeeded

9

123
§ %
N >

\ Effort Experience Component
() Thinking of your most recent interactions with each of these companies,
how easy was it to interact with the company?
1 2 3 B 5 6 7
Very Neutral Very

Y e Difficult Easy

Emotion Emotion Experience Component
Thinking of your most recent interactions with each of these companies,
how did you feel about those interactions?
1 2 3 4 5 6 7
Upset Neutral Delighted

TEMKTN

GROUP

Copyright ©2016 Temkin Group. All rights reserved. When experience matlers

™ Customer Experience Measurement Models
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17 Temkin Experience Ratings (TxR),
Range of Industry Scores
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10,000 U.S. consumers
Temkin Group Q1 2017 Consumer Benchmark Survey

Copyright ©2017 Temkin Group. All rights reserved

< F % Health Plans

Low Score

73 @ TVinternet Service Providers

Industry Average

High Score
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CX Quality

Effectiveness

The experience delivers value to
customers

Ease

It's not difficult to get value from
the experience

Emotion

Customers feel good about their
expenence
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Forrester CXindex

CX

Index Score
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Retention

Likelihood of keeping
existing business

Enrichment

Likelihood of buying additional
products and services

-} Advocacy

Likelihood of recommending to
others

Customer Loyalty

Forrester CXindex
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Enjoyable

Easy

Meets needs
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