Key Insight

Building an Emotional
Customer Experience
By WalkMe

Understanding how to build an emotional customer experience is
essential to improving your business. As you seek to find what
your customers need, it is crucial to identify the deeper emotion
based demands of particular customers.
Step one to emotionally connect with your market is by
identifying services or your goods can connect with men and
women locally. Decide how you create and can construct this,
you may have to consider the larger image. By conveying the
long term advantages you’ll be able to supply your customers
connecting to your brand, you’ll develop a desire or a need as
well as expectancies. By providing an assurance that workers of
the organization either communicate, the proprietor or even
existing customers, you’ll develop a stronger relationship and
you’ll be able to promote the experience as opposed to the
products or services.

BUILDING AN EMOTIONAL CUSTOMER EXPERIENCE
1. Addressing Customers’ Psychological Needs
Psychological demands are not new to the design community. It
is why an IKEA store’s inside was created to inspire customers
to envision manners, their life at home would enhance or
individuals react to the typeface Helvetica. People want to feel
great about what they wear, what they purchase and how they
live. Author of Emotional Design Donald Norman told that “ Why
We Love (or Hate) Everyday Things, mental layout is why things
that are captivating are somewhat more appealing”.
Recognize the role reversal: Brands make an emotional pitch to
sell, but supply service by the rulebook. Customers though,
purchase rationally, but respond to service and product failures.
Understanding this role reversal will help brands embrace a
suitable service response and to value the client’s pain. Brands
should recall they’re not coping with products that are failed, but
with people’s emotions due to products that are failing. A
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psychological way of service, like the sales pitch, might work
better than a reasonable answer.
2. Emotional Customer Experience – Understanding
Individuals will have specific expectations of your company
based on how they perceive your visual and written
communication. It simply goes without saying that if the
experience of a customer does not match expectations, the
ensuing negative feeling towards your company will have a
detrimental effect on your brand identity. Remember to can meet
the picture you present, is bona fide in all your interactions.
Inquire Why: Company mustn’t just ask “what will this product
do for the customer” but also “what will this product do for the
customer’s psychological self and identity?”
Identify the Core Psychological Demand: When addressing
prospects or customers, companies should understand which
psychological desire its product or service addresses and after
that tailor its advertising and product development so.
Help Customers Take Charge: From customer experiences to
the after sales process, it is crucial that feel like your customers
are at the mercy of an organization or merchandise and never in
control.
Leverage Customers’ Self Expression: Before it like user, give
a voice to customers. Let your customers name flavor or a fresh
product. Coproduction can help your organization develop
deeper customer relationships while giving them a feeling of
identify.
3. Emotional Intelligence
Emotional intelligence is one’s capability to react suitably to
emotions, and to recognize the emotions of one and others. In a
company, it’s getting broadly accepted this wisdom has a lot of
sway in HR. Many studies show that intelligent teams are usually
more productive. Although emotional intelligence training is
being provided by many companies to enhance front line
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supervisors in reading, few customer satisfaction applications
train service representatives and coworker relationships and
reacting to clients’ emotions. Supplying customer care workers
with these tools can be the determining factor between
extraordinary and average performances.
Devotion is founded on the psychological bond between
individuals. Customer loyalty is no distinct. Customer loyalty
really isn’t the usage of loyalty systems or loyalty cards which
have proved to be more expensive in relation to the monetary
returns people produce. Human beings are social animals and
are hungry for positive relationships with others. You are going
to be offering something of value to a lot of individuals, if you’re
able to provide your customers social interaction, regardless of
how short. In return, your customers will stay faithful to your
company so as to keep that relationship that is mental.
4. Experience
The brand experience is by what method the experience
influences customer satisfaction and devotion and how folks feel
having participated in company with you. Developing a favorable
mental link by means of your customer, makes your brand
accessible. When individuals can link to your brand you gain
their confidence, and provided that you are not counterfeit you’ll
win faithful customers who’ll happily spread the word your brand
is one folks can trust.
Relationships are very important of customer service and these
relationships are established via a mental contact. This kind of
link is constructed when two folks can express, listens, regard
share, recognize and comprehend their true common feelings
about anything. There has to be the capability to be tuned in
emotionally to the requirements consumers, to do this. This
applies to staff members and supervisors that have regular face
to face contact with the entire client. It’s not just about being in
turn into customers’ needs, but also to the mental idea of
customer care.

©2015 WalkMe Inc. All rights reserved.

1-855-4-WALKME (925563)

www.walkme.com

When firms have successfully joined with their clients and live
and breathe every minute in support of that link, is when they
create a brand – a mental component linked to your business, its
people, its procedure and all its own points in between that
support that mental link. So do you know the points in between?
Only, anyhow your business reaches a customer or prospective
customer. It may be your folks as well as their behaviours, your
internal systems – technology, invoices, telephone, site, etc. and
your outside systems – your product, how the merchandise is
delivered, your advertising and your customer service. When this
link occurs, your customers become loyal to your brand.
The reason your company is invested in by a customer is
because your customers expect to get a favourable experience.
It’s possible for you to convey a favourable experience in a
variety of manners including: word of mouth customer tutorials,
dialogue forums, and free trials. Mental advertising together with
other online marketing strategies that are successful provide you
the tools required to earn long-term relationships and increase
your publication of business. Emotional customer experience
connects with your prospects and participates with this particular
strong strategy in ways that can establish confidence and brand
recognition.
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About WalkMe
WalkMe directly guides, engages and drives users to action,
enhancing the online customer experience on a website or software.
The WalkMe enterprise-class guidance and engagement platform
provides CX managers with an indispensable tool to improve
conversion rates, promote new and advanced features, increase longterm user value and reduce attrition and churn. Through a wide range
of guidance and engagement capabilities, CX managers can provide
users with a user experience that is simple, intuitive and personalized,
one that increases user satisfaction, loyalty and productivity.
WalkMe helps to dramatically increase self-service adoption, reduce
incoming support requests, shorten handling times and more
effectively manage customer care across all channels. Customers will
be able to proceed on your site with confidence and ease. As a result,
customer confusion is eliminated and replaced by a satisfying, lasting
impression which will encourage them to return in the future.
Overall, WalkMe helps to ensure customers have a simple, smooth
and burden-free online experience, eliminating customer confusion
and frustration.
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