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Can You Hear Me?

• We are audio broadcasting so please plug 

in your headphones or computer speakers 

to listen in.

• If your audio is choppy or slow, you may 

wish to dial into the teleconference:

Dial: +1 (415) 655-0003

Enter access code: 668 604 022#



Slide Link

Today’s slides can be found online at:

http://bit.ly/2019-01-22-member-experience

http://bit.ly/2019-01-22-member-experience


We Encourage Questions

Use the 

Questions Box
located on the right side of 

the screen, to type your 

comments or questions.



Tell Us What You Think!

Please take our post-event survey. We 

value your feedback!
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HOW ONE CREDIT UNION IS TURNING  INTO TRIUMPHS. 





The current 
state of CX…

…AND SOME CHALLENGES
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i. Experience design — or XD — is rapidly emerging as the discipline 

to rule them all. If exceptional CX is the goal, XD will get you there. 

By definition, XD is a holistic, multidisciplinary approach to 

shaping every moment of the customer journey into a 

powerful, coherent whole.

ii.In its most powerful form, XD encompasses and impacts everything 

— from customer experiences to business model and employee 

culture. It requires long-range vision, detailed execution, and 

complex collaboration between teams and leaders, partners and 

suppliers. But it is the future.




