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experience transformation
with insight-led strategy
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Strategic customer
experience
assessment and
advisory

As technology advances, customers
expect personalised, seamless
experiences across every touchpoint.
With Al-driven personalisation becoming
standard and competition intensifying,
exceptional CXis now a critical
differentiator across industries.
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Beyond dashboards:
What CX performance reveals
about your business

CX performance reflects how well your
organisation aligns three key elements:
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When these work in harmony, you consistently
deliver value that drives loyalty and growth.



Navigating
today’s

CX challenges

What is driving businesses to
rethink their CX?

o~ Digital acceleration
w

Rapid digital shifts outpace business
strategies, creating engagement gaps

o0o\ Misaligned teams and systems

Disconnected systems fragment
execution and undermine trust

Data without direction
5 Data is abundant but lacks clear

insights and root cause analysis
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Rising customer expectations

Customers demand faster, personalised,
and omnichannel experiences

Operational inefficiencies

Legacy technology and underused
digital assets reduce productivity

Omnichannel complexity

Fragmented journeys limit
orchestration and optimisation



Tailored advisory
solutions to
accelerate your CX

Our CX experts take a 360° view of your
business, providing strategic advice,
identifying opportunities, and implementing
innovative solutions to elevate performance
and experience.

Assess Advise

We partner with your teams to Whether refining CX frameworks or
evaluate your current CX and co- exploring new opportunities, we work
create future-ready improvements. with you to develop clear, actionable
Our assessment covers operations, strategies and co-create practical,
customer touchpoints, and scalable roadmaps focused on
technology. measurable outcomes.

Key offerings: Key offerings:

——e Customer journey mapping —o Go-to-market strategy
and audit
—*® Process optimisation
~——® Experience benchmarking
—* Digital interventions
——*® Technology ecosystem evaluation
—* Customer segmentation and
——® Comepetitive landscape review personalisation strategy
—— Digital marketing evaluation ——e CX metrics and performance
frameworks
~—* [nnovation and future-state

envisioning
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Comprehensive CX capabilities

We collaborate across every stage of the customer experience lifecycle — from CX audits and
rapid prototyping to growth strategy and service design.

Adwsorg —‘ — Enablement

sl

« CX'maturity * Business growth * Experience and + Governance and
assessment and optimisation service design execution

+ Journey audits and  « Digitall + Digital experience + Digital
benchmarking interventions, optimisation interventions

+ Technology experience * Initial prototyping + KPItracking
landscape + Strategy and and CX testing strategy
evaluation roadmap

Impact we deliver Ready to assess
your CX?

Risk mitigation and readiness Our approach helps identify gaps and

for ch T —

orchdange opportunities within your CX strategy.
Customer-centric transformation We work alongside your team to turn
at every touchpoint insights into practical improvements

that support your business goals.
ROl-focused, strategic

. Let’s elevate your customer experience
recommendations

— one insight at a time.

Objective evaluation and
be nc h ma rking fo r CIO ritU *Please note: This flyer represents our point of view; the final application will be

developed in accordance with the customer’s specific requirements.

Rapid, actionable insights to
accelerate decision-making
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We are

Shaping Vibrant Bharat

A member of Grant Thornton International Ltd., Grant Thornton Bharat is at the forefront of
helping reshape the values in the profession. We are helping shape various industry ecosystems
through our work across Assurance, Tax, Risk, Transactions, Technology and Consulting, and are
going beyond to shape a more #VibrantBharat.

Our offices in India =
® Ahmedabad @ Bengaluru ® Chandigarh @ Chennai @ Dehradun ; 2| DEEm e e
our office addresses

® Gandhinagar ® Goa @® Gurugram @ Hyderabad @ Indore www.grantthornton.in

® Kochi @ Kolkata @ New Delhi @ Mumbai @ Noida @ Pune

Connect . @GrantThornton-Bharat-LLP @ @GrantThorntonBharat @GrantThornton_Bharat

Wlth us on @ @GrantThorntonIN @GrantThorntonBharatlLLP GTBharat@in.gt.com

For more information, contact our experts

—~

Amitesh Srivastava

Partner - Customer experience

Bagish Sinha

Director - Customer experience and Salesforce consulting services

\

E: amitesh.srivastava@in.gt.com
P: +91 9711161130

E: bagish.sinha@in.gt.com
P: +91 9130091596

Vaibhav Ghadge

Director - Customer experience and Salesforce consulting services
E: vaibhav.ghadge@in.gt.com

P: +91 9326000915
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