
You don't need to solve everything at once: start with small, achievable wins that 
demonstrate value quickly, then tackle the bigger challenges as you build momentum 
and prove how connecting customer insights to business outcomes drives real results.

How to Make Modern CX 
Real for Your Organization

Discover the complete framework for transforming your customer experience program.  
Our full guide gives you practical, proven strategies for aligning your teams, overcoming 
obstacles, and driving lasting change.



Modern CX, Made Achievable: Your Step-by-Step Guide

Step 2: Go beyond CX signals. Operational data (e.g., customer segment, generation, call length, 
resolution time) 

Financial data (e.g., spend, funds under management, renewal rates) 
 

→ See how experiences differ across groups.


→ Tie CX improvements directly to business results.

Step 3: Prioritize with an effort vs. impact matrix.

CX Data Integration Prioritization Matrix

Low-Hanging Fruit

Minimal lift, minimal return

Backburner

Heavy lift, little value

Quick Wins

Easy to do, fast impact

Strategic Priorities

Hard to execute, big payoff

High Effort

Low Impact

Low Effort

High Impact

Step 4: Partner with IT early.
Build allies. Avoid surprises. Use quick wins as proof points 
to unlock support for bigger lifts.

Step 5: Keep it manageable.
Repeat after us: “I don’t have to boil the ocean.”

Step 1: Map your universe.

Grab a whiteboard and plot every system  
that touches customer data. Use the examples  
to the right as thought starters.

Web + app analytics

Customer service systems (live chat, call logs, SMS, email)

CRM + marketing tools

Survey + research platforms

Social + reputation management

Sales + customer success tech

Operational systems

Financial systems

https://go2.medallia.com/guide-to-modern-cx

