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Before getting started… a little visualization 
exercise! 
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MY WHY & 
THE WORLD I WISH TO LIVE IN
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Ages, Economies & Competitive Advantage 
What’s next?
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WHY WE BUY?
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WHY DOES CUSTOMERS’ HAPPINESS MATTER?
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WHY DOES EMPLOYEES’ HAPPINESS MATTER?
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WHAT IS CUSTOMER EXPERIENCE?
Customer	experience	is…	how	your	customers	perceive their	interactions with	your	company

• Perception:	it’s	how	your customers	think	and	feel about	what	you	do.

• Interactions:	Customer	experience	encompasses	all	of	the	interactions	with	your organization

• CX	experts,	like	Forrester	&	Temkin Group,	believe	customers	perceive	these	interactions	along	3	
dimensions:	“success	(meet	needs)”,	“effort”	&	“emotion”

• Wow	Now	analysis	show	that	customers	perceive	these	“interactions”	along	5	dimensions	(in	green	the	2	
additional	dimensions	we	observed):									

1. “success	(meet	needs)”	
2. “realization	&	meaning	(fulfill	desires,	values	&	purpose)”
3. “effort”,	
4. “emotion”
5. “Timing”:	 of	experience	(resolution)	&	of	person	living	the	experience	(life	events)

Together	these	dimensions	determine	the	perceived	value	for	money	&	alignment	to	own	life	values,	and	
therefore	the	likelihood	to	repurchase	and/or	recommend	product/company	to	others.	Happiness is	
what	we	feel	when	the	maximum	potential	for	the	minimum	effort/resources	is	obtained.

Prepared	by	Wow	Now,	2017	©.	All	rights	reserved
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Basic human emotions we all feel
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Emotions customers FEEL
Human emotions we all feel: revised based on NVC 
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WOW NOW FEELINGS-NEEDS-SCORE FRAMEWORK©
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WOW NOW CEXP INSIGHTS FRAMEWORK©
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3 types of  metrics matrix
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THE NEED FOR A NEW MEASURE
HAPPINESS CONTRIBUTION™ FACTOR

Rosaria Cirillo Louwman, CCXP | Wow Now +31 75 7714710    +31 6 50924311    rcl@wownow.eu  wownow.eu 
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My Tedx talk about HAPPINESS DRIVEN GROWTH
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Selection of  books that inspired our HDG vision
• “Start	With	Why:	How	Great	Leaders	Inspire	Everyone	to	Take	Action”	by	Simon	Sinek

• “Measuring	Happiness”	by	Joachim	Weimann

• “Delivering	Happiness”	by	Tony	HSIEH

• “Happiness	Advantage:	The	Seven	Principles	That	Fuel	Success	and	Performance	at	Work”	by	Shawn	Achor

• “Daring	Greatly”	by	Brene Brown

• “Rising	Strong”	by	Brene Brown

• “Positive	Intelligence”	by	Shirzad Chamine

• “Thinking,	Fast	and	Slow”	by	Daniel	Kahneman

• “Outside	In:	The	Power	of	Putting	Customers	at	the	Center	of	Your	Business”	by	Harley	Manning	 and	Kerry	
Bodine.

• “The	Ultimate	Question	2.0:	How	Net	Promoter	Companies	Thrive	in	a	Customer-Driven	World”	by	Fred	
Reichheld and	Rob	Markey

• “Best	service	is	no	service”,	Bill	Price	&	David	Jaffe

Prepared	by	Wow	Now,	2017	©.	All	rights	reserved
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Wow Now relevant Blog posts
Wow	Now	Blog:	http://wownow.eu/blog/

• Tedx Talk:	the	Why	of	Happiness	Driven	Growth:	http://wownow.eu/tedxtalk-
happiness-driven-growth/

• Enabling	Customer	Experience	Excellence	using	Wow	Now	NPS	&	CEXP	household:	
http://wownow.eu/enabling-customer-experience-excellence-using-nps-cexp-household/

• Net	Promoter	Score	explained	with	Maslow’s	needs	hierarchy:	http://wownow.eu/net-
promoter-score-explained-with-maslow-needs-hierarchy/

• 10	key	things	to	know	about	NPS	(Net	Promoter	Score):	http://wownow.eu/10-key-things-
know-nps-net-promoter-score/

• My	take	on	Branded	Customer	Experience	Management	methodology	by	Sampson	Lee:	
http://wownow.eu/my-take-on-branded-customer-experience-management/

Prepared	by	Wow	Now,	2017	©.	All	rights	reserved
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Wow Now Why – Vision, mission & expertise
Personal	dream
To	live	in	a	world	where	we	all	strive	to	have	
HAPPY	INTERACTIONS	with	each	other,	life	
enriching	interactions.

Key	areas	of	Expertise	&	Experience
• Analysis	capabilities	and	generation	of	Actionable	Insight
• Large	multinational	companies	and	fast	growing	start-up	
• Functional:	research	&	analysis,	e-commerce,	marketing	and	sales	execution,	customer	care.
• Touchpoints:	sales,	contact	center,	e-shop,	customer	service	&	support
• Knowledge	and	practice	of	non-violent	communication,	positive	psychology,	acting	and	intuitive	painting
• Track	record	of	increased	Net	Promoter	score	(NPS),	increased	customers	and	employees	retention,	reduced	

inefficiency	and	costs,	and	increased	revenue

WOW	
NOW
WHY

Mission
I	want	to	bring	more	happiness in	the	word	by	influencing	&	helping	companies:
- choose,	design	and	deliver	Happy,	Life-enriching	interactions,	that	guarantee	business	growth	
which	everyone	benefits	from!

- truly	engage	with	their	customers	to	design	&	deliver	WOW	customer	experiences with	products	
and	services	molded	to	customer	needs.

Business	Vision
Customers	and	employees	happiness &	
engagement	are	the	most	healthy,	profitable	&	
rewarding	path	to	growth for	any	business.	

Prepared	by	Wow	Now,	2017	©.	All	rights	reserved
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Want to read our insights? Sign up here: 
http://wownow.eu/signup
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