
W H Y  C U S T O M E R  E X P E R I E N C E  M A T T E R S  

Improved 

customer loyalty 

and satisfaction

Equal 

service with the 

private-sector

Improved trust 

among customers

A great customer 

experience builds 

a foundation of 

loyalty and 

improves customer 
satisfaction. 

Private-sector 

interactions are 

constantly raising 

customer 

expectations as 

well as innovations 

in technology 

which mean 

customers want 

faster, more 

efficient and on-
demand services. 

Trust is a pillar of 

great customer 

experience. When 

customers trust an 

organization, they 

are more likely to 

communicate any 

complaints 
directly. 


