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Relationships 



Attraction 

Promise 

Belief 

Performance 

Fulfilment 



Attraction _____ 
  

  
  

  



Attraction _____ 
  

  
  

  



Attraction _____ 
  

  
  

  



Promise _____ 
_____ 

  
  

  

intelligence stability sex all of the above 



Promise _____ 
_____ 

  
  

  



Belief _____ 
_____ 

_____ 
  

  

Family – theirs and yours Friends– theirs and yours 



Belief _____ 
_____ 

_____ 
  

  

Objective recommendations Word-of-mouth 



Performance _____ 
_____ 

_____ 
_____ 

All about emotional impact – good vs. bad 



Performance _____ 
_____ 

_____ 
_____ 

A – white  B – golden  C – black  D – violet  

Q. Which is best? 
 
A. The one that results in the right emotional responses. 



Performance _____ 
_____ 

_____ 
_____ 

A – white  B – golden  C – black  D – violet  

Q. Which is best? 
 
A. The one that results in the right emotional responses. 



Performance _____ 
_____ 

_____ 
_____ 

Deliver the promise quickly, and consistently 



Performance _____ 
_____ 

_____ 
_____ 

Measure, learn, improve 
(build analytics into your products) 



Fulfilment _____ 
_____ 

_____ 
_____ 

_____ 

listen talk support 



Fulfilment _____ 
_____ 

_____ 
_____ 

_____ 

assisted self service in-app 
discovery 

automatic 



AVG Customer Experience 

Visual 
Design 

Interaction 
Design 

User 
Research 



AVG Customer Experience 

Quantitative 
Testing 

Launch 
Qualitative & 
Quantitative 

Testing 
Beta Test Build 

Technical and 
Business 

Stakeholder 
Review 

Qualitative 
Testing 

Design 
Prototype 

User Stories Proposition     



AVG Customer Experience 

Top ratings (press, customers) 

4X Engagement 

2X Conversion 



AVG Customer Experience 
Invest in CFI (design first) 

acquire and build great relationships 

drive Customer Lifetime Value 




