The Experience Gap™

Organizations are managed by departments. Customers experience transitions.
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The Experience Gap™

Why Customer Experience Breaks Down Between Departments

Most organizations are designed around departments. Marketing owns marketing. Sales owns sales.
Customer Success owns renewals. Support owns support. Yet customers don't experience departments.
They experience a journey. The Experience Gap™ is the friction customers experience when moving

between teams that do not share ownership of the overall customer journey.

The Experience Gap Symptom Wheel
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departments.

Symptoms appear everywhere. The root cause is often the same: Nobody owns the customer journey end-to-end.
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Why It Matters

The Experience Gap is not simply a customer

experience issue.
It is a business performance issue.

When ownership of the customer journey is
divided across departments, customers often
encounter friction during transitions.
Information is lost, expectations become
misaligned, and accountability becomes
unclear. As organizations grow, the Experience
Gap tends to grow with them. More
departments, more handoffs, and more
complexity create additional opportunities for

customer friction.

These seemingly small challenges compound
over time and create measurable business
consequences, including lower customer
retention, reduced expansion opportunities,
increased support costs, delayed time-to-value,
lower customer trust, and greater internal

friction between teams.

Most organizations work hard to optimize

individual departments.

Few actively manage the customer journey that

connects them.
Organizations are managed by departments.
Customers experience transitions.

That is where the Experience Gap begins.
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The Cost of the Experience Gap

——THE BUSINESS IMPACT CASCADE——

"Xperience
Gap

Organizations are managed by
departments. Customers
experience transitions.
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Lower Retention & Renewals
Customers are less likely to stay
when experiences feel fragmented.

¥

Missed Expansion Opportunities
Customers hesitate to grow
when trust is reduced.

Increased Operational Costs
Teams spend time fixing
preventable issues.

Longer Time-To-Value

Journey friction delays
customer outcomes.

> 4

Lower Customer Trust
Conflicting experiences

weaken confidence.

Internal Frustration
Employees become trapped
between departments.

v
The Experience Gap Is Not A Customer
Experience Problem.

It’s A Business Performance Problem.
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How Taylored Journeys Helps

Taylored Journeys helps organizations establish ownership and governance across the customer journey.

Using the Experience Gap Method™, we help organizations, |dentify where friction exists, Create
ownership and governance structures, Establish customer journey accountability and sustain
improvements over time. The result is a more consistent customer experience, stronger organizational

alignment, and improved business outcomes.

The Experience Gap Method™

Four-Step Process Roadmap
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R
» ||| » >
'
1
| SR -d
exilsdtinétli(fg/ovsvgtte'r](::a fcr:Jcsttlgnm . Create ownership models, ] Latunch Ovtjnerihibﬁ' ; Maigtain viTipiIity and
structures and establis| continuously improve
journey and determine the ggzz[]r:latggﬁits trfl:;:tmu;e;a:?sd customer journey the customer journey
underlying causes. y : accountability. over time.
OUTPUT OUTPUT OUTPUT OUTPUT
Experience Gap Customer Journey Operational Journed Governance
Assessment™ Governance Blueprint™ Governance Framework Program™
Results
More Consistent Stronger Clear Ownership & Improved
Customer Experiences Organizational Alignment Accountability Business Outcomes
Ask Yourself

Who owns the customer journey when an issue crosses departmental boundaries?

If the answer isn't clear, your organization may be experiencing the Experience Gap. Identify where

customer journey friction may be impacting retention, operational efficiency, and customer trust.

Take the Experience Gap Assessment™

Taylored Journeys

Customers don't care about your org chart. They care about their experience.
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