
1 
 

The human touch: 
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When was the last time you had a customer experience that truly left an impression? 
Chances are, it wasn’t just because of a product or service—it was because of how it 
made you feel.  
 
Creating exceptional customer experiences isn’t just about having the best products 
or the latest technology—it’s about the people who bring those experiences to life. 
 
The secret lies in aligning three critical elements: 𝗣𝗨𝗥𝗣𝗢𝗦𝗘, 𝗣𝗔𝗦𝗦𝗜𝗢𝗡, and 𝗣𝗘𝗢𝗣𝗟𝗘. 
 
When employees are empowered by a 𝘤𝘭𝘦𝘢𝘳 𝘱𝘶𝘳𝘱𝘰𝘴e and driven by 𝘨𝘦𝘯𝘶𝘪𝘯𝘦 𝘱𝘢𝘴𝘴𝘪𝘰𝘯 and 
𝘤𝘶𝘴𝘵𝘰𝘮𝘦𝘳𝘴 𝘢𝘳𝘦 𝘵𝘳𝘦𝘢𝘵𝘦𝘥 𝘢𝘴 𝘷𝘢𝘭𝘶𝘦𝘥 𝘪𝘯𝘥𝘪𝘷𝘪𝘥𝘶𝘢𝘭𝘴, the result is extraordinary. 
 
𝗣𝘂𝗿𝗽𝗼𝘀𝗲, 𝗣𝗮𝘀𝘀𝗶𝗼𝗻, 𝗮𝗻𝗱 𝗣𝗲𝗼𝗽𝗹𝗲: 𝗧𝗵𝗲 𝗧𝗵𝗿𝗲𝗲 𝗣𝗶𝗹𝗹𝗮𝗿𝘀 𝗼𝗳 𝗘𝘅𝗰𝗲𝗽𝘁𝗶𝗼𝗻𝗮𝗹 𝗖𝘂𝘀𝘁𝗼𝗺𝗲𝗿 𝗘𝘅𝗽𝗲𝗿𝗶𝗲𝗻𝗰𝗲 
 
 
𝗣𝗨𝗥𝗣𝗢𝗦𝗘: 𝗘𝗺𝗽𝗼𝘄𝗲𝗿𝗶𝗻𝗴 𝗘𝗺𝗽𝗹𝗼𝘆𝗲𝗲𝘀 𝘁𝗼 𝗠𝗮𝗸𝗲 𝗮𝗻 𝗜𝗺𝗽𝗮𝗰𝘁 
 
Purpose isn’t just for brands; it’s for employees, too. 
 
When employees understand the "why" behind their work, they’re more engaged, 
motivated, and committed to delivering exceptional experiences. 
 
Purpose gives employees a sense of ownership and meaning, helping them see how 
their roles contribute to the bigger picture. 
 
Employees who connect with their purpose are more likely to go above and beyond 
to ensure customers feel valued. They’re not just solving problems—they’re creating 
solutions that align with the company’s mission. 
 
To embed purpose into your organization: 
   Clearly communicate your company’s mission and values. 
   Help employees understand how their daily actions directly impact customers. 
   Celebrate successes that reflect purpose-driven work. 
 
Employees who see their work as meaningful bring their best selves to every 
customer interaction. 
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𝗣𝗔𝗦𝗦𝗜𝗢𝗡: 𝗘𝗻𝗲𝗿𝗴𝗶𝘇𝗶𝗻𝗴 𝗘𝗺𝗽𝗹𝗼𝘆𝗲𝗲𝘀 𝘁𝗼 𝗗𝗲𝗹𝗶𝗴𝗵𝘁 𝗖𝘂𝘀𝘁𝗼𝗺𝗲𝗿𝘀 
 
Passion is the fuel that turns routine customer interactions into memorable 
moments. 
 
Employees who are passionate about their work radiate energy, enthusiasm, and a 
genuine desire to help. 
 
This enthusiasm doesn’t just enhance the customer experience—it builds loyalty and 
trust. 
 
Passionate employees don’t stop at meeting expectations; they exceed them. They 
anticipate needs, find creative solutions, and create emotional connections with 
customers. 
 
To cultivate passion among your team: 
   Foster a culture of appreciation where employees feel valued. 
   Provide opportunities for growth, learning, and creativity. 
   Align individual strengths with roles that inspire enthusiasm. 
 
Passion is contagious—when employees are energized, their excitement creates 
positive customer experiences. 
 
 
𝗣𝗘𝗢𝗣𝗟𝗘: 𝗕𝘂𝗶𝗹𝗱𝗶𝗻𝗴 𝗥𝗲𝗹𝗮𝘁𝗶𝗼𝗻𝘀𝗵𝗶𝗽𝘀 𝗧𝗵𝗮𝘁 𝗖𝘂𝘀𝘁𝗼𝗺𝗲𝗿𝘀 𝗥𝗲𝗺𝗲𝗺𝗯𝗲𝗿 
 
At the heart of every customer experience is the customers themselves. 
 
While purpose and passion empower employees, focusing on people ensures 
customers feel valued, understood, and cared for. 
 
Exceptional customer experiences come from building genuine relationships. 
Customers don’t just want solutions—they want to feel seen and heard. Companies 
can transform one-time transactions into lasting connections by prioritizing 
empathy, personalization, and action. 
 
To prioritize the “people” pillar: 
   Actively listen to customers through feedback and data. 
   Personalize interactions to make customers feel unique. 
   Train employees to approach every interaction with empathy and action to help. 
 
When customers feel like they’re more than just a number, they don’t just remain 
loyal—they become advocates for your brand. 
 
 
𝗧𝗛𝗘 𝗜𝗡𝗧𝗘𝗥𝗦𝗘𝗖𝗧𝗜𝗢𝗡: 𝗪𝗛𝗘𝗥𝗘 𝗣𝗨𝗥𝗣𝗢𝗦𝗘, 𝗣𝗔𝗦𝗦𝗜𝗢𝗡, 𝗔𝗡𝗗 𝗣𝗘𝗢𝗣𝗟𝗘 𝗠𝗘𝗘𝗧 
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A 2020 Harvard Business Review study found that companies with a strong sense of 
purpose outperform their peers in stock performance and valuation over time. 
 
𝗣𝗨𝗥𝗣𝗢𝗦𝗘 gives employees the motivation to make a difference.  
𝗣𝗔𝗦𝗦𝗜𝗢𝗡 drives them to create extraordinary experiences. 
𝗣𝗘𝗢𝗣𝗟𝗘 𝗙𝗢𝗖𝗨𝗦 ensures customers feel the impact of both. 
 
When these three elements align, employees thrive, customers are delighted, and 
your brand proposers. 
 
 
          Take a moment to reflect:            
  Are your employees connected to a purpose that motivates them? 
  Do you foster a culture that inspires passion in your team? 
  Are you building meaningful relationships with your customers? 
 
Investing in purpose, passion, and people isn’t just good for business—it’s the key to 
building experiences that leave a lasting impact. 
 
How do you bring purpose, passion, and people into your customer experience 
strategy?  
 
Need help aligning your purpose, passion, and people? 𝗟𝗲𝘁𝘀 𝘁𝗮𝗹𝗸!      
 

 

 

ImprintCX is a modern marketing and customer experience services company that seamlessly combines insights, 
consulting, and activation into one integrated offering. The company is powered by sophisticated analytics, deep human 
understanding, and design thinking to help organizations develop and deploy retention and lifetime value strategies for 
their high impact customers. Collectively, the ImprintCX team has developed and lead hundreds of customer experience 
transformations for Fortune 500 companies such as Mercedes Benz, Honeywell, Pizza Hut and Walmart.com. 

 

Co-founder and President of Imprint CX, a modern marketing and customer 
experience services company. Ed has achieved a very successful career by building 
relationships and providing innovative solutions to meet clients’ needs. With over 
thirty years as a global researcher, management consultant, and business leader, Ed 
brings his experience, expertise, and passion to every consulting assignment. To learn 
more about ImprintCX contact Ed at Ed@imprintcx.com. 
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