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Tools Alone Don't Build Trust.

Strategy Does.

Many Fls have the technology in place
but not the structure to deliver meaningful
CX improvement.

What's needed: a clear, strateqgic journey that
aligns CX efforts with business outcomes.




Lay the
Groundwork

e Align CX goals with business E
outcomes (growth, retention,
deposits)

Get leadership buy-in
and embed CX into your ’
organizational culture ' :

Build a scalable, flexible \J
framework using metrics "

like NPS, CSAT, CES




Measu Y€ what Matters

o Use the right metrics across all
touchpoints

o Capture sentiment and analyze
open-ended feedback

e Tie feedback to specific teams,
locations, and moments and
create actionable strategies for
Improvement
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Identify

High-Impact Service Drivers

e
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Not all feedback is created equal

o Use key driver analysis to
pinpoint what matters most
to customers

Focus improvement efforts
where they'll deliver the
greatest ROI

Use findings to direct and dial
In training and coaching




o Align teams with clear
goals, coaching, and
accountability

e Use insights to recognize
performance and reward
progress

o Continuously track results,
refine and repeat

Create a Cycle of

Improvement
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Build Momentum

with Quick Wins + Long-Term Strategy

e |ldentify easy fixes that
show early impact

e Develop long-term
systems for measurement

and training e -

e Embed CX into your
growth strategy
for lasting results
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I. Executive Summary

Many financial institutions find themselves with a growing gap: they
have the tools to serve customers, but struggle to consistently deliver

experiences that build trust and loyalty.

The missing link is often a clear, strategic
approach to customer experience.

Strong customer experience (CX) doesn't happen by accident. It
requires alignment across the organization—from leadership priorities
to frontline behaviors—and a framework that turns feedback into
action. When done well, CX becomes more than a service initiative. It

becomes a lever for growth, retention, and operational efficiency.

Whether your institution is just beginning or refining a mature
program, the goal remains the same: to listen more effectively, act
more intentionally, and create experiences that drive real results.
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This white paper outlines
the key stages of the CX
Journey in financial services,
including:

Laying the groundwork with
aligned goals, leadership buy-in,
and cultural integration

Using tools like NPS, Ease of Doing
Business, and CSAT to measure
what matters most

Capturing customer sentiment
across all channels and
touchpoints

Identifying the service drivers that
truly impact satisfaction, loyalty,
and the bottom line

Building a sustainable cycle of
improvement that ties insights to
performance
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Let CSP turn
feedback into
stronger relationships
and measurable
business growth.

Contact us
today!

ICSP



https://www.csp.com/resource/stages-of-the-cx-journey-in-financial-services/
mailto:sales@csp.com

