
The customer experience has evolved…
Today’s customer is in control of their own path and leading with a review of the end-to-end 
customer journey helps identify cut-in points for business opportunities
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►See product / add

►Research product

►Visit stores / dealers

►Visit website

►Test product

► Interact w/ sales staff

►Compare / negotiate price

►Financing

►Select / order / pick-up product 
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 Next best offer‏
opportunity?

►Order parts

►Book appointment

►Drop-off product
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►Receive product

►Join community / loyalty program

►Receive / make comments

►Refer potential customers

►Shop for related products
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Framework can be supported by Analytics


