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Question 1

What does "experience-led growth" mean within your 
organisation, and how have you translated that into 
tangible business outcomes?
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Question 2

Can you share an example where improving the customer 
journey directly impacted retention, loyalty, or revenue growth?
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Question 3

How do you balance digital innovation with personalisation to 
ensure a seamless and human-centric customer experience?
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Question 4

What role does internal collaboration (e.g. between marketing, 
sales, and product teams) play in shaping consistent customer 
journeys?
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Question 5

What key metrics or signals do you rely on to evaluate the 
effectiveness of your customer experience strategy?
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Roundtable Discussion

1. What’s the most successful customer journey initiative you’ve 
led recently?

2. Which teams shape your customer journey, and how do you align 
them?

3. Where’s the biggest friction in your journey today, and what are 
you doing about it?
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