EX + CX = The Reality of Your Business

Scott Backer

Customer Experience Manager — Ziegler Companies
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Established in 1914, by William Ziegler, in

Privately-held / 3rd Generation Leadership

2+ States / 6 Divisions /30 locations

ZIEGLER

POWER SYSTEMS

ENERGY SOLUTIONS

Minneapolis, MN

~2400 employees

I 0
Rental
STO0RE

ZIEGLER ZIEGLER <ZIEGLER

© CROOKSTON

o
Q BEMIDJI

o
FERGUS FALLS S

ST. CLOUD

MONTICELLO @ COLUMBUS
WILLMAR DAYTON @ o

MINNEAPOLIS ©
MADISON o

SHAKOPEE
o
MARSHALL

o
MANKATO

ROCHESTER
JACKSON ©

POSTVILLE
o MASON CITY © 0sTv
SHELDON o o

NEW HAMPTON

O SIOUX CITY o)

FORT DODGE o
GRUNDY CENTER

O ALTOONA
Q

o DES MOINES
ATLANTIC

© MARYVILLE




“From a customer’s perspective,
there’'s one company and one truth

— and that's their experience.”
- Charlie Godfrey / Genesys




EX is what a person
thinks about the
company, and
how they feel
about the work.

IS what a person
about your
company, and
how they
having done
business with
yOU. -Shep Hyken
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Field Service Parts Shuttle Warehouse Service
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“Start where you are.
Use what you have.
Do what you can.”

-Arthur Ashe




Be
Intentional...
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ITSTARTS

Be
creative...
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Make
EMPLOYEE’S
lives better and
easier

Be real . m . Your Company'’s reality
Make

Grow the CUSTOMER’S
lives better and
easier



The experience is delivered
by the employees.”

-Shep Hyken




