Connecting employee and
customer experience for

better business outcomes

Your people shape every customer interaction. Connecting
employee and customer experience unlocks higher engagement,
stronger loyalty, and measurable business growth.

Why it matters

Behind every great customer experience is an engaged employee. But many organizations still treat employee
experience (EX) and customer experience (CX) as separate programs, and miss powerful connections between
how people feel at work and how customers feel about the brand.

The reality
When employees are supported, empowered, and heard, they deliver better service, create happier customers,
and strengthen the bottom line.

How to make EX and CX work together

1. Understand

Discover how the employee experience directly shapes the customer experience.
» Review your current EX and CX feedback programs to see where they align and where they don't.
» Identify gaps where employee voices aren’t being heard.
» Measure how disengagement affects turnover, performance, and customer satisfaction.

2. Collaborate
Break down silos.

» Align HR, operations, and CX teams around shared goals and KPIs.

» Connect EX and CX data to find the “why” behind performance gaps.
» Use insights to drive action across teams and build momentum.

“Highly engaged team members put forth extra effort—which leads to
better customer satisfaction, stronger loyalty, and business growth.”

—Ilan Forrester, Senior Director, People Services, Savers
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3. Grow

Build a connected experience strategy that scales. 2 s
» Blend multiple listening methods to understand both employee needs -, .
and customer impact. ... Lot
» Take coordinated action on insights that improve engagement and key
customer experience drivers.
» Close the loop so teams see how their feedback leads to meaningful
improvements for employees and customers.

“Employee and customer experience aren’t two programs—they’re one

story. When you connect them, that’s when transformation starts.”
—Tara Augustin, Director of Employee Experience, SMG

The payOff “Most organizations can’t see the damage
When brands connect EX and CX, they see measurable poor EX causes to CX. Once they connect
business gains: those dots, everything changes.”

—David Brodeur-Johnson, Guest Speaker
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Connecting these programs doesn’t just improve Chat with SMG to learn more

experiences—it transforms culture and performance.

. About Service Management Group
service SMG delivers the future of Unified Experience Management®, empowering brands to engage customers and employees

ggz%%ement like never before. Powered by Ignite®, our Al-native platform, and the industry’s only software-with-a-service (Swa$)
approach, SMG provides real-time, predictive intelligence that turns BX, CX, and EX insights into action. From gathering
feedback during experience design to optimizing each interaction throughout the customer journey, SMG ensures every
Connect with us: smg.com | in - f decision is backed by data rather than guesswork. Learn more at www.smg.com.
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