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t first glance, data science
and customer experience (CX)

don’t have much in common.

Data scientists like me are typical left-
brained thinkers: detail-oriented, logical
and quantitative. We want to study,
process and analyze data to extract
insights from it. Customer experience
experts, on the other hand, gravitate
toward a more intuitive and creative
right-brained style. They strive to
understand personas, identify patterns
and use design-led thinking to improve

the overall customer journey.

The truth is, data science and CX
share common goals, but they can’t be
effective unless they work together.
The Venn diagram formed by the
intersection of data, analytics and CX
gives organizations the tools they

need to drive clear business decisions,
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achieve outcomes and operate

more efficiently.

| call this process “data welding,” or
applying smart design-led thinking to
data sets at industrial scale, in order
to answer important questions in more
accurate, timely and repeatable ways,

such as:

What does this data tell us? What

does it mean in practical terms?

What predictive, descriptive or
prescriptive insights can we draw

from the data?

How can we make the customer
experience data-driven and tied

to reality?

How can we weld data, insights
and processes to create a finished
product that is accurate, timely

and repeatable?
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WHAT DATA SCIENCE AND CX TEAMS CAN LEARN FROM EACH OTHER

Data scientists and CX leaders have divergent but complementary talents. Data scientists are
able to organize and synthesize complex information to draw conclusions that are valuable for an
organization’s strategy. Yet while they are high on IQ, data scientists are not always so adept with
EQ. In contrast, to be successful, CX professionals must design with empathy, developing a deep
understanding of their customers and business processes through journey mapping. But they lack

the highly technical skills data scientists possess.

Each group relies on the other to fill in their knowledge and skill gaps. Independently, they are just
isolated pieces of the puzzle; but combined, they form a complete picture.

CUSTOMER EXPERIENCE IS MORE THAN JUST CONSUMERS

Customer experience (CX) is a top priority for organizations right now. The global customer
experience management market is predicted to increase from $5 billion in 2016 to over $13 billion
by 2021, according to findings in a Research and Markets report. Analysis published by Gartner
described CX as “the new marketing battlefront.” More than two-thirds of the marketers surveyed
said their companies compete mostly on the basis of CX, and 81% said in two years they expected
to be competing mainly or entirely on the basis of CX.

But | think CX goes beyond just the marketing battlefront. It's the new company battlefront. CX
doesn’t only apply to the consumers buying a company’s products. It includes employees and
processes that are crucial to business outcomes. If the customer experience management market is
expected to grow to $13 billion in two years, just imagine what that figure could be if it incorporated
customers, employees and processes.

5 KEY STEPS TO DEVELOP DATA SCIENCE WITH CX

Follow these practices to merge technology with design for better business outcomes:
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Identify
the problem.

Define the problem
you're looking to solve
and put it into the context
of an analytical method,
or ensemble of methods,
that can actually provide
a result.

Build a
business case.

Show the decision makers

in your company why this
is a problem worth
solving. Make it clear that
your objective is worth
investing resources in.
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Partner with
the experts.

Help different
departments —

data science, CX, IT, etc.

- work together to
leverage each team’s
strengths.

Plan organization
wide rollout.

Inform everyone of
changes in advance and
anticipate potential pain
points. Make change
management part of
your rollout plan.

Repeat
the process.

Experiment, learn from
successes and failures,
and repeat these steps
with other problems.
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THE FIVE STEPS IN ACTION

| put these steps into practice a few years ago with a client, a large global agricultural company. The
company’s leaders thought they had identified a problem worth solving, but we ran into a roadblock
with their IT department. IT wasn't willing to give us access to their data, but we eventually got them

to relent and develop a ‘sidecar,” a small data set that we could experiment with in the cloud.

With just that sidecar, our team augmented their dataset with external data and sophisticated
methods to develop an analytic that revealed that the company had a $750 million missed
opportunity on the table. The analytic became even more meaningful when we met with the subject
matter experts across the company. We asked questions, learned how they worked and built an
understanding of their processes.

For example, we wanted to talk to the employees in accounts payable who weren’t as tech-savvy to
grasp what tools they would adopt and what would make their jobs easier — instead of being a drag
for them to use.

It was important to us to design a solution with empathy, envisioning how it would impact the end
users. By putting heart into our analytics and how an end-user would interact with information, we
helped the company take advantage of a huge financial opportunity. That original sidecar has grown
to become nearly the entire IT infrastructure that drives their business.

Data science and customer experience have distinct methodologies, but they don’t have to be

competing forces. When we merge their strengths, we can achieve more.

Interested in learning more about ECS Al, analytics, and machine learning solutions?
Reach out and speak to an expert today at cyber@ECStech.com
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ECS is a leading information technology provider delivering solutions in cloud, cybersecurity, software development,
IT modernization, and science and engineering. The company’s highly skilled teams approach and solve critical, complex
challenges for customers across the U.S. public sector, defense, and commercial industries. ECS maintains partnerships with

leading cloud and cybersecurity technology providers and holds specialized certifications in their technologies.

CONTACT OUR EXPERTS
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