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Patrick Er, Chief People and Transformation Officer, Maxis
Robin Chen, CCAM Executive Committee

Michelle Liew, Head of Group Customer Experience, RHB Group
Manoj Menon, Managing Director and Founder, Twimbit

Tim Saw, CCAM Executive Committee

Tan Cheong Tatt, Chief Operations Officer, TGV Cinemas
Vigneswaran Sivalingam, President, CCAM
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Cynthia Tang, Assistant Director of Customer Experience and
Analytics, Thomson Hospitals

Shiny Janice, Digital Investment Department, MDeC

Celine Chan, Regional Client Success Director, Transcosmos Malaysia
Malarvizhi Murugiah, Head of Continuous Improvement, DHL Express
Malaysia

Emily Sheela Koshy, General Manager Airlines Customer
Management, Malaysia Aviation Groups

Their willingness to share their hard-won insights demonstrates the collaborative
spirit, essential for advancing Malaysia's digital experience landscape and creating
world-class digital experiences for Malaysian consumers and businesses.
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Executive summary

Digital natives in Malaysia have consistently outperformed all other companies in
CX. By studying what makes these organisations exceptional, we've identified key
design principles that can be applied across industries to elevate your digital
customer experience.

Working with CX experts, we've distilled the strategies that digital natives use to set
the standard for CX in Malaysia into 12 critical steps. This playbook provides a
comprehensive guide to building exceptional digital experiences, a must-have
capability in today's digital-first world.

The following pages detail each step, offering practical insights to help your
organisation implement these proven strategies and achieve digital CX excellence.

1. Map complete customer journeys: Understand both functional steps and emotional
responses across all touchpoints.

2. Optimise digital metrics for impact: Move beyond traditional metrics to measure
what truly matters.

3. Drive cross-functional collaboration: Break down silos to enable seamless
experiences.

4. Secure executive sponsorship: Ensure visible leadership commitment and
resources.

5. Master hyper-personalisation: Create tailored experiences that build emotional
connections.

6. Leverage data for innovation: Use insights to reimagine customer experiences.

7. Establish continuous feedback loops: Create dynamic flows of customer
information.

8. Consistently deliver on your Value Proposition: Ensure every touchpoint reinforces
your brand promise.

9. Drive innovation through partnerships: Accelerate evolution through strategic
collaborations.

10. Establish a Customer Experience Centre of Excellence: Build specialised expertise
and coordination.

11. Apply cross-industry innovation: Look beyond sector boundaries for inspiration.

12. Create a signature experience: Design distinctive moments that become
synonymous with your brand.
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Step 1: Map complete customer journeys

Customer journey mapping goes far beyond creating simple flowcharts. It requires a
deep understanding of both the functional steps customers take and their
emotional responses at each touchpoint. The most successful organisations focus
on optimising specific customer journeys rather than measuring overall satisfaction
in isolation.

1. Establish end-to-end visibility
o Document all interactions across the customer lifecycle
Identify both digital and offline touchpoints
Pay special attention to channel transition points
Create visual representations of the complete journey
2. Capture emotional responses
Document how customers feel at each touchpoint
Use Voice of Customer data, interviews, and focus groups
Implement sentiment analysis and feedback mechanisms
Analyse behavioural data to identify friction points
3. Segment your journeys
o Create separate journey maps for key customer segments
o Consider demographics, value tiers, and usage patterns
o Address digital proficiency and cultural backgrounds
o Identify how journey expectations differ between segments
4. Implement measurement and prioritisation
o Create journey scorecards with completion metrics
o Identify "moments of truth" with disproportionate impact
o Conduct regular cross-functional journey audits
o Prioritise improvements based on customer impact

o O O

@)
@)
@)
@)

By truly understanding both the functional and emotional journey your customers
experience, you create the foundation for all other CX improvements. Remember
that journeys are never static, they require continuous monitoring and refinement
as customer expectations evolve.
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Step 2: Optimise digital metrics for impact

The digital experience metrics you choose to track directly influence the
experiences you create. Moving beyond traditional satisfaction measures to more
sophisticated digital KPIs provides deeper insights into customer experience quality
and business impact.

1. Move beyond traditional metrics
o Replace vanity metrics with meaningful experience indicators
o Track Net Promoter Score (NPS) and Digital Effort Score
o Develop engagement metrics combining frequency and depth
o Create ecosystem scores tracking cross-touchpoint movement
2. Connect metrics to business outcomes
o Map experience improvements to customer retention and lifetime
value
o Link effort reduction to support cost savings
o Correlate experience metrics with revenue impact
o Establish clear ROI frameworks for experience investments
3. Implement real-time measurement
o Deploy dashboards showing performance against targets
o Build anomaly detection for sudden metric changes
o Track journey completion in real time with alerts
o Monitor A/B tests continuously for optimisation
4. Create balanced measurement frameworks
o Measure at specific micro-journeys and segments
o Combine customer experience metrics with business outcomes
o Include operational and technical performance indicators
o Establish competitive benchmarks and response protocols

Optimising your metrics framework to focus on what truly matters to customers and
the business enables you to create accountability for delivering experiences; drive
loyalty and differentiation in Malaysia's competitive digital landscape.
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Step 3: Drive cross-functional collaboration

Breaking down organisational silos is perhaps the greatest challenge in delivering
exceptional digital experiences. True success requires unprecedented collaboration
between departments that have traditionally operated independently.

1. Establish journey ownership structure
Assign journey owners with cross-functional authority
Define clear touchpoint responsibilities for each team
Create shared KPIs for all contributing departments
Implement collaborative governance structures
2. Reorganise around customer jobs
o Form integrated teams focused on customer tasks
o Create cross-functional squads with end-to-end accountability
o Combine diverse skills in single teams
Align team objectives with journey outcomes
3. Build shared infrastructure
o Create unified customer data platforms
o Implement cross-functional collaboration tools
o Develop shared dashboards showing journey performance
o Build APIs enabling seamless data exchange
4. Align language and incentives
o Develop standard CX terminology across departments
o Implement reward systems for collaborative success
o Include journey metrics in performance evaluations
o Establish regular cross-functional touchpoints

@)

o O O

(@)

Building strong cross-functional connections is particularly important for driving the
collaboration needed to deliver seamless digital experiences. By systematically
breaking down silos between departments, organisations can create the unified
approach essential for truly customer-centric operations.
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Step 4: Secure executive sponsorship

For any customer-centric initiative to succeed, visible and sustained leadership
commitment is essential. Journey champions need proper authority and resources
to drive meaningful transformation, which can only come from the highest levels of
the organisation.

1. Establish c-suite ownership
Assign specific executive sponsors to experience initiatives
o Define clear expectations for leadership involvement
o Create visible accountability for outcomes
o Include experience metrics in executive reporting
2. Develop compelling business cases
Quantify revenue impact of experience improvements
Calculate cost savings from reduced support needs
Document competitive differentiation opportunities
o Measure customer retention and brand value enhancement
3. Create regular executive touchpoints
o Schedule steering committee meetings and strategy reviews
o Arrange executive participation in customer research
o Organise "customer safari" experiences for leaders
o Include executives in journey mapping sessions
4. Align with strategic initiatives
o Link to digital transformation programs
o Connect to operational excellence efforts
o Integrate with brand positioning strategy
o Elevate experience to board-level governance

(@)

o O O

Visible leadership role-modelling is particularly influential in shaping organisational
behaviour. Securing and maintaining this high-level commitment allows CX
champions to gain the authority and resources required to overcome organisational
inertia and drive meaningful change.
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Step 5: Master hyper-personalisation

Generic, one-size-fits-all digital experiences fail to meet the expectations of today's
consumers. Developing a deep understanding of individual customer needs and
preferences allows you to create tailored experiences that build emotional
connections competitors cannot easily replicate.

1. Develop advanced segmentation
o Move beyond demographics to behavioural segmentation
o Implement psychographic and contextual profiling
o Create situational segmentation adapting to context
Develop propensity models for response likelihood
2. Build comprehensive customer profiles
o Combine demographic, transactional, and behavioural data
o Track interaction history across all channels
o Monitor product usage patterns and preferences
o Update profiles in real-time with new interactions
3. Deploy intelligent decisioning systems
o Implement real-time decision engines
o Apply machine learning for next-best-action recommendations
o Balance customer needs with business objectives
o Scale to handle millions of individualised decisions
4. Create personalised experience architecture
o Develop component-based content systems
Implement transparent privacy controls and value exchange
Build adaptive content responding to context
Design emotional connection opportunities

(@)

o O O

These emotional connections create the strongest competitive moat against
competitors. Personalisation that acknowledges cultural nuance and individual
preferences is particularly powerful. By mastering hyper-personalisation,
organisations can create digital experiences that feel uniquely tailored to each
customer while operating at enterprise scale.
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Step 6: Leverage data for innovation

Data should be more than a measurement tool - It should be the foundation for
reimagining customer experiences entirely. Strategic use of customer insights
enables organisations to uncover opportunities that competitors miss.

1. Connect diverse data sources
Integrate transactional, behavioural, and feedback data
Incorporate social media sentiment and competitive intelligence
Add operational performance metrics

o Establish strong data governance frameworks
2. Apply advanced analytics

o Progress from descriptive to predictive analytics

o Implement journey analytics across touchpoints

o Deploy sentiment analysis for emotional understanding

o Use anomaly detection and pattern recognition techniques
3. Democratise data access

o Create self-service analytics platforms

o Develop intuitive visualisation tools

o Implement data literacy programs

o Create data translator roles
4. Implement hypothesis-driven innovation

o Begin with data-informed hypotheses

o Design controlled experiments with clear metrics

o Create rapid learning cycles

o Scale successful experiments methodically

o O O

Organisations that strategically leverage data gain significant competitive
advantage. By moving beyond basic reporting to true data-driven innovation,
companies can discover unmet needs and create experiences that anticipate
customer desires before they're even expressed.

10
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Step 7: Establish continuous feedback loops

Static, point-in-time customer research is insufficient in today's rapidly changing
environment. Building mechanisms that capture customer insights throughout their
journey creates a dynamic flow of information that keeps experiences relevant and
responsive.

1. Deploy multi-Channel listening posts
o Implement in-app and website feedback mechanisms
o Deploy post-interaction surveys and support analysis
o Monitor social media and review sites
o Conduct direct customer research
2. Create real-time insight distribution
o Build dashboards showing current sentiment
o Deploy automated alerts for metric drops
o Create insight routing workflows
o Implement text analytics for comment categorisation
3. Close the loop at all levels
o Respond directly to individual customer feedback
o Make immediate operational changes based on patterns
o Feed aggregate insights into strategic planning
o Inform customers of changes made from their feedback
4. Build co-creation programs
o Establish customer advisory councils
o Create innovation labs for collaborative design
o Integrate feedback into product development processes
o Build beta communities for concept testing

Malaysia's relationship-oriented business culture calls for continuous dialogue with
customers which builds the trust essential for long-term loyalty. Establishing
sophisticated feedback loops and demonstrating responsive action leads
organisations to create experiences that continuously evolve with changing
customer needs and expectations.

11
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Step 8: Consistently deliver on your Value Proposition

Your Customer Value Proposition (CVP) must serve as the North Star guiding every
decision and be consistently delivered across all touchpoints. This consistency
builds trust and reinforces your brand promise through every interaction.

1. Define your value proposition precisely
o Identify target customers and key benefits clearly
o Articulate your unique differentiation
o Provide evidence substantiating claims
o Express in customer language, not jargon
2. Map value to every touchpoint
o Identify how each touchpoint expresses your value
o Define functional and emotional experience requirements
o Develop design principles reflecting your proposition
o Create touchpoint-specific metrics
3. Align operations with your promise
o Review processes for alignment with customer promises
o Eliminate policies contradicting your value proposition
o Train employees on their role in value delivery
o Create service standards reflecting positioning
4. Audit and evolve your value delivery
o Build value-based decision frameworks
o Conduct regular experience audits across channels
o Monitor changing customer expectations
o Create controlled evolution strategies

With today’s competitive market, clear differentiation through consistent value
delivery is essential for standing out. By ensuring every touchpoint authentically
delivers on your core promise, you create a coherent experience that builds the
trust necessary for lasting customer relationships.
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Step 9: Drive innovation through partnerships

The ever evolving digital landscape means organisations cannot innovate effectively
in isolation. Strategic partnerships accelerate innovation, provide fresh
perspectives, and expand capabilities beyond what any single organisation can
develop internally.

1. Create a strategic partnership framework
o Map capability gaps in your experience delivery
o Establish clear partnership selection criteria
o Develop governance processes for management
o Balance global and local partnership opportunities
2. Implement open innovation models
o Create developer platforms enabling external innovation
o Establish open APIs for secure data exchange
o Organise hackathons engaging developer communities
o Implement idea marketplaces capturing external innovation
3. Build integration capabilities
o Develop API-first architectures for partner connections
o Create microservices enabling modular extensions
o Build developer portals with integration documentation
o Implement security frameworks protecting shared data
4. Establish collaborative methodologies
o Design sprint frameworks for partner participation
o Create joint road-mapping processes
o Implement co-creation workshops
o Develop structured pilot-to-production pathways

Partnerships are particularly crucial for accelerating digital innovation. Therefore,
strategically leveraging partnerships across the value chain enables organisations
to create experiences that continuously evolve ahead of customer expectations and
competitive offerings.

13
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Step 10: Establish a Customer Experience Centre of
Excellence (CX CoE)

A dedicated CX CoE provides the organisational focus, specialised expertise, and
coordinating function necessary to drive transformational experience
improvements across the enterprise.

1. Define clear charter and structure

o Articulate specific mission and objectives

o Define responsibility boundaries and authority levels

o Create accountability frameworks

o Develop governance structures
2. Build a multidisciplinary team

o Hire specialists across required disciplines
Balance strategic and tactical capabilities
Include research, design, and analytics expertise
Add change management and technical specialists
3. Develop core methodologies

o Create standardised approaches for key activities

o Establish consistent measurement standards

o Build project prioritisation frameworks

o Develop implementation and documentation requirements
4. Implement capability building programs

o Design CX training curricula for different roles

o Create certification programs validating expertise

o Establish communities of practice

o Balance centralisation with embedded specialists

o O O

A well-positioned COE provides the authority and coordination essential for
overcoming traditional silos. By establishing a dedicated centre of CX excellence,
organisations create the foundation for sustained experience improvement and
cultural transformation.
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Step 11: Apply cross-industry innovation

The most powerful innovations often come from adapting ideas from completely
different industries. Looking beyond your sector for inspiration creates
differentiation and avoids the "me-too" convergence common within industries.

1. Implement systematic external scanning
o Conduct regular environmental scanning across industries
o Perform cross-industry benchmarking studies
o Organise innovation field trips
o Monitor award-winning experiences in other sectors
2. Develop translation frameworks
o Extract abstract principles from external innovations
o Map similar customer needs across industries
o Identify analogous problems in different contexts
o Build testing protocols for translated concepts
3. Build a culture of curiosity
o Encourage "inspiration safaris" exploring unrelated experiences
o Create innovation journals capturing observations
o Implement cross-industry show-and-tell sessions
o Bringin perspectives from other industries
4. Create cross-industry learning forums
o Organise multi-industry innovation roundtables
o Implement cross-sector hackathons
o Establish experience exchange programs
o Identify universal experience principles

The ability to adapt innovations from more advanced markets and industries can
create significant competitive advantage. Organisations can leapfrog competitors
and create truly differentiated experiences that surprise and delight customers
when they systematically look beyond sector boundaries for inspiration.

15
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Step 12: Create a sighature experience

A signature experience is an intentionally designed, distinctive "magic moment"
that becomes synonymous with your brand. It is something customers remember
and enthusiastically share with others. This memorable touchpoint creates
emotional connection and serves as a powerful differentiator.

1. Identify strategic signature opportunities

o Select emotional high points in the journey

o Target moments where exceptional handling creates relief

o Focus on first impressions establishing brand perception

o Identify conclusion experiences leaving lasting impressions
2. Define clear experience intentions

o Specify the emotional response you aim to create

o Connect this emotion to your brand positioning

o Articulate how this experience differentiates from competitors

o Define the memories and actions you want to trigger
3. Apply distinctive design elements

o Develop unique visual language for signature moments

o Create proprietary interaction patterns

o Design unexpected process sequences

o Implement multisensory elements enhancing memorability
4. Build supporting capabilities

o Provide specialised training for signature delivery

o Develop custom technology enabling interactions

o Create quality assurance and recovery processes

o Measure recognition rates and emotional impact

Developing truly distinctive signature moments help organisations create emotional
connections that transcend functional benefits and build the deep loyalty essential
for sustainable success in competitive markets. It also creates experiences worth
sharing with a broader audience, driving significant organic growth.
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Conclusion

This playbook represents the collective wisdom of Malaysia's leading CX
practitioners, but knowledge alone doesn't transform experiences. The challenge
isn't knowing what to do, it's committing to putting customers at the centre of every
decision and executing with discipline and persistence.

As you begin your implementation journey, keep these core principles in mind:

1. Start with quick wins that build momentum
Identify high-impact, relatively simple improvements that demonstrate value
and build organisational confidence.

2. Balance aspiration with pragmatism
Create a bold vision but implement through manageable steps that
acknowledge organisational realities.

3. Measure relentlessly but patiently
Establish clear metrics but recognise that transformational changes may
take time to fully impact business outcomes.

4. Celebrate progress publicly
Recognise achievements and share success stories to reinforce the
importance of customer-centric thinking.

5. Learn from setbacks openly
Treat inevitable challenges as learning opportunities rather than failures,
creating psychological safety for innovation.

6. Maintain executive engagement
Continuously connect CX initiatives to strategic priorities to ensure sustained
leadership support.

7. Stay connected to customer truth
Never let internal perspectives substitute for direct customer input.

Remember that exceptional experiences aren't created through a single initiative or
project. They emerge from a sustained commitment to understanding and serving
customer needs at every touchpoint, supported by aligned culture, operations, and
technology.

By systematically applying the principles in this playbook, you'll create digital
experiences that don't just satisfy customers - They create lasting emotional
connections that drive loyalty, advocacy, and sustainable business growth.
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