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THE SOCRATIC GUIDE TO COMING UP W ITH THE BEST TOTAL EXPERIENCE IN BANKING

Go o d  answ er s st ar t  w i t h  g o o d  q uest i o ns.  W e p ut  t o g e t her  so m e o f  o ur  f avo r i t e  

q uest i o ns t hat  yo u c an  have  yo ur  p ro d uc t  t eam  o r  d ep ar t m ent s answ er  w hen d esig n ing  

a To t al  Exp er i enc e  (TX)  at  yo ur  b ank.

Dur i ng  a b rai nst o r m ing  sessio n ,  have  yo ur  t eam  answ er  so m e o f  t he  b e lo w  

t ho ug ht -p ro vo k ing  q uest i o ns.  The  answ er s t o  t hese  q uest i o ns w i l l  l ead  yo u t o  t he  p at h  

o f  d esig n ing  a b e t t e r  To t al  Exp er i enc e  at  t he  Bank.  Be  sure  t o  d r i l l  d o w n t o  eac h  

answ er  so  t hat  yo u und er st and  t he  essenc e  o f  eac h  answ er  and  t he  ev id enc e  b eh ind  

eac h  answ er.

Be  p ar t i c u l ar l y  susp ec t  o f  answ er s t hat  i nc l ud e  any  d er i vat i o n  o f  t he  f o l l o w ing :

1. Bec ause  w e  have  alw ays d o ne  i t  t h i s w ay

2. Bec ause  t h i s i s ho w  o ur  c o m p et i t i o n  d o es i t

3. Th i s i s b ank p o l i c y

4. Th i s i s w hat  t he  reg u lat o r s w ant

BACK TO TABLE OF CONTENTS
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Customer Experience (CX)

THE SOCRATIC GUIDE TO COMING UP W ITH THE BEST TOTAL EXPERIENCE IN BANKING

- W hat  ex i st i ng  t ec hno lo g y  p l at f o r m  has a sim i l ar  c ust o m er  exp er i enc e  yo ur  b ank w ant s t o  

em ulat e? Ub er ? Am azo n? Ch im e? 

- Ho w  c an t he  j o ur ney ' s o veral l  exp er i enc e  b e  im p ro ved ?

- Fro m  exam in ing  c ust o m er  f eed b ac k,  w here  are  t he  p ain  p o in t s i n  t h i s j o ur ney ? Ho w  c an t hey  

b e  ad d ressed ?

- Thro ug ho ut  t he  j o ur ney,  w here  d o es t he  c ust o m er  exer t  e f f o r t ? W here  are  t he  b o t t l enec ks? 

Ho w  m ig h t  suc h  e f f o r t  b e  red uc ed ?

- W hat  are  t he  unansw ered  q uest i o ns t hat  t he  c ust o m er  has d ur i ng  t he  j o ur ney,  and  ho w  c an 

w e  answ er  t hem ?

- Ho w  c an yo u save  t he  c ust o m er  t im e? W here  c an  yo u use  t h i rd -p ar t y  d at a t o  sp eed  t h i ng s 

up ? W hat  p o r t i o n  o f  t he  j o ur ney  c an  yo u d o  af t e r  t he  c o nc lusio n  o f  t he  j o ur ney ?

- Can t he  j o ur ney  b e  im p ro ved  b y  reo rd er i ng  i t s st ep s?

- Ho w  c an w e  ad d ress p o in t s d ur i ng  t he  j o ur ney  w here  t he  c ust o m er ' s exp ec t at i o ns are  no t  

b e ing  m et ?

- At  w h i c h  st ep s sho u ld  w e  p ro v id e  af f i r m at i o n  o r  enc o urag em ent  t o  t he  c ust o m er ? Are  t he re  

g am i f i c at i o n  t ec hn iq ues t hat  are  re l evant ?

- W hat  i s b l o c k ing  t he  ac h ievem ent  o f  t he  c ust o m er ' s j o ur ney ' s at t r i b u t es,  and  w hat  c an  

e l im inat e  t ho se  b lo c ks?

BACK TO TABLE OF CONTENTS
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Employee Experience (EX)

THE SOCRATIC GUIDE TO COMING UP W ITH THE BEST TOTAL EXPERIENCE IN BANKING

- Fo c us o n  t ho se  em p lo yees w ho  are  i nvo l ved  i n  sup p o r t i ng  t he  c ust o m er  j o ur ney  yo u have  

se lec t ed  ?  e i t he r  t ho se  w ho  i n t e rac t  d i rec t l y  w i t h  c ust o m er s o r  t ho se  w ho  sup p o r t  c ust o m er  

w o r k f l o w s and  t ransac t i o ns.

- Ho w  c an t he  exp er i enc e  o f  em p lo yees sup p o r t i ng  t h i s c ust o m er  j o ur ney  b e  im p ro ved ?

- W here  i s t he re  h i g h  em p lo yee  e f f o r t  t hat  i s req u i red  t o  sup p o r t  t he  t arg e t  c ust o m er  j o ur ney ?

- W hat  w o uld  m ake  t he i r  j o b s easie r ?

- W hat  t ec hno lo g y  o r  i n f o r m at i o n  w o uld  he lp  t hem  d o  t he i r  j o b s m o re  ac c urat e l y  and  

e f f ec t i ve l y ?

- W hic h  em p lo yee  p ro c esses o f  t h i s j o ur ney  c o u ld  b e  st ream l i ned ? Ac c e le rat ed ? Reo rd ered ?

- W here  are  t he re  p eo p le ,  sk i l l s o r  kno w led g e  g ap s t hat  need  t o  b e  ad d ressed ?

BACK TO TABLE OF CONTENTS
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User Experience (UX)

THE SOCRATIC GUIDE TO COMING UP W ITH THE BEST TOTAL EXPERIENCE IN BANKING

- W hat  d esig n  im p ro vem ent s w o uld  l o w er  t he  f r i c t i o n  o f  t he  c ust o m er  j o ur ney ? Ho w  w o uld  

Ap p le  c hang e  t he  j o ur ney ?

- W here  are  t he re  o p p o r t un i t i es t o  m ake  t he  j o ur ney  m o re  i n t u i t i ve  and  sim p le r  f o r  c ust o m er s 

o r  em p lo yees?

- Ho w  c an i n f o r m at i o n  b e  st r uc t ured  and  p resent ed  t o  m ake  i t  m o re  d i g est i b l e?

- Ho w  c an w r i t t en  and  v i sual  asse t s b e  d ep lo yed  t o  im p ro ve  t he  j o ur ney ?

- Can p ar t s o f  t he  j o ur ney  b e  d o ne  as " o ne-c l i c ks" ? Th ing s l i ke  ap p o in t m ent  se t t i ng ,  o r  c ard  

reo rd er i ng .

- W hat  i n f o r m at i o n  c an  b e  p ro v id ed  b e fo re  hand  t o  p rep are  t he  c ust o m er  o r  em p lo yee?

- W hat  are  t he  o b st ac les h i nd er i ng  p ro d uc t  /  se r v i c e  ad o p t i o n? W hat  c an  b e  d o ne  t o  rem o ve  

t hem ?

BACK TO TABLE OF CONTENTS
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Mult ichannel Experience (MX)

THE SOCRATIC GUIDE TO COMING UP W ITH THE BEST TOTAL EXPERIENCE IN BANKING

- Thro ug h w h i c h  o t he r  d i g i t al  t o uc hp o in t s (e .g . ,  w eb ,  m o b i l e  ap p s,  c hat b o t s,  aug m ent ed  

real i t y  [ AR]  /  v i r t ual  real i t y  [ VR] ,  w earab les)  o r  i n t e rac t i o n  m o d al i t i es (e .g . ,  t o uc h ,  vo i c e ,  

v i si o n ,  g est ure)  c o u ld  t he  c ust o m er  j o ur ney  b e  d e l i ve red  f o r  an  im p ro ved  exp er i enc e?

- Ho w  sim i l ar  i s t he  d i g i t al  j o ur ney  t o  t he  i n -b ranc h  j o ur ney ?

- W hat  o p p o r t un i t i es ex i st  t o  m ake  suc h  i n t e rac t i o ns m o re  seam less,  suc h  as using  

event -d r i ven  arc h i t ec t ure?

- Ho w  m ig h t  c ust o m er s and  em p lo yees b e t t e r  c o m m unic at e  and  share  i n f o r m at i o n  w i t h  o ne  

ano t her  d i g i t al l y ?

- Ho w  easy  i s i t  f o r  t he  c ust o m er  t o  g e t  he lp  i f  t hey  are  o n l i ne  o r  m o b i l e?

- Und er  w hat  c i r c um st anc es are  c ust o m er s p ro c eed ing  t h ro ug h t he  j o ur ney ? Fo r  exam p le ,  are  

t hey  g o ing  t h ro ug h t he  j o ur ney  w h i l e  t rave l i ng ? At  ho m e? Fo r  so m eo ne  e l se? Do es t hat  

sug g est  new  d ig i t al  t o uc hp o in t s o r  m o d al i t i es?

- W here  m ig h t  yo u im p ro ve  c o nver sat i o nal  i n t e r f ac es (e .g . ,  c hat b o t s,  W alk  Me,  Vid eo  Chat )  t o  

enhanc e  t he  c ust o m er  j o ur ney ?

- W hat  d esig n  e l em ent s c an  b e  g ro up ed  t o g e t her  o r  " c o m p o sab le"  t o  b e  used  i n  o t he r  

ap p l i c at i o ns and  c hanne l s? Ro ut i nes l i ke  o p en ing  an  ac c o unt ,  si g n ing  up  f o r  a new  p ro d uc t ,  

c hang ing  an  ad d ress,  g e t t i ng  he lp ,  o r  re fe r r i ng  a f r i end  c an  b e  st and ard i zed .

BACK TO TABLE OF CONTENTS
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Know ledge Building

THE SOCRATIC GUIDE TO COMING UP W ITH THE BEST TOTAL EXPERIENCE IN BANKING

- Sho u ld  t he  Bank f o r m  a " c en t e r  o f  exc e l l enc e"  aro und  To t al  Exp er i enc e  t o  c o d i f y  b est  

p rac t i c es and  t rai n  st af f ?

- W hat  exp er t s c an  b e  b ro ug ht  i n  t o  i nc rease  t he  Bank ' s kno w led g e? Behav io r  sc i enc e? 

Usab i l i t y ? Ho w  t o  c o l l ec t  c ust o m er  f eed b ac k?

- Ho w  c an t he  Bank b e t t e r  g at her  and  l eve rag e  c ust o m er  f eed b ac k t o  enhanc e  i t s 

und er st and ing  o f  t he  To t al  Exp er i enc e?

- W hat  o t he r  b anks d o es yo ur  t eam  w ant  t o  em ulat e? W hat  o t he r  c o m p an ies?

BACK TO TABLE OF CONTENTS
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Once you have t he answ ers t o  

t hese q uest ions, t he out p ut  in  

each o f  t he f our  cat eg or ies can 

serve as a rep osi t o ry  o f  

imp rovement  id eas f rom w hich 

t he most  p rom ising  are ad d ed  t o  

t he p rod uc t  road map  o r  are 

more f u l l y  exp lo red .

https://southstatecorrespondent.com/
https://southstatecorrespondent.com/
https://southstatecorrespondent.com/
https://southstatecorrespondent.com/


18 19

Next  Steps

THE SOCRATIC GUIDE TO COMING UP W ITH THE BEST TOTAL EXPERIENCE IN BANKING

O n c e  y o u ' v e  a n sw e r e d  t h e  a b o v e  q u e st i o n s. . .

W hat  are  yo ur  t arg e t  o ut c o m es 

o f  t he  j o ur ney ?

[ Li st  o ut c o m e ?  t im e  t o  

c o m p le t e ,  e t c . ]

W hat  d o  yo u w ant  t he  c ust o m er  

q uo t es t o  l o o k  l i ke  i n  yo ur  

p ro d uc t  p ress re l ease?

Li st  t he  at t r i b u t es yo u w ant  

c ust o m er s t o  rave  ab o ut .

BACK TO TABLE OF CONTENTS
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Total Experience Journey:
[Name of product , type (retail, commercial, 
specialty, etc.) and channel (mobile, branch, etc.)]

Expected Time t hrough Journey: [List  fastest  expected t ime]

Customer Journey to 
Apply Total Experience to:

[Name of customer journey]

Target  At t ributes of 
This Customer Journey:

-  [Outcome(s)]

Target  At t ributes of 
This Customer Journey:

-  [Att ribute 1]
-  [Att ribute 2]
-  [Att ribute 3]

Employee Touchpoint s:
[List  points of interact ion where the customer has 
a change to interact  w ith the customer]

Add  ideas for feat ures, p roduct s, services, p ro ject s, et c ., t o  achieve t he journey's t arget  

out come(s) and  at t r ibut es below :

Cust omer  Exp er ience (CX)

- Idea 1

- Idea 2

- (et c .)

Mul t i channel  Exp er ience (MX)

- Idea 1
- Idea 2
- (et c .)

Emp loyee Exp er ience (EX)

- Idea 1

- Idea 2

- (et c .)

User  Exp er ience (UX)

- Idea 1

- Idea 2

- (et c .)

Source: Gart ner
763478_C

 

 

 

 

 

 

UX

EXCX

MX

Use this template to start  to out line your desired total experience journey.

Next  Steps ? Total Experience Starter Template

THE SOCRATIC GUIDE TO COMING UP W ITH THE BEST TOTAL EXPERIENCE IN BANKING
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SouthState Correspondent  Division
400 Interst ate Nort h Parkway

Suite 1200
At lanta, GA 30339

Quest ions?

I n f o @So u t h St a t e C o r r e sp o n d e n t . c o m
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