
Designing Extraordinary 
Experiences
Combining the Power of Customer, Employee, 
and Market Experience Intelligence 



Those of us invested in experience are witnessing a fundamental 
shift in the way consumers and brands interact. Not only do 

customers have more power and more choices than ever 

before, they also have increasingly higher expectations for the 
experiences they have with brands. 

On top of that, traditional approaches to overall experience—

whether it involves the customer, employee, or market—tend to 

collect information in siloes. So even though we fundamentally 

understand that employee experience is intrinsically connected to 

customer experience, for instance, it can be difficult to connect 
the data in a way that uncovers meaning. 



At InMoment, we go beyond simply listening and 

responding to customer feedback. We power 

intelligent automation and human actions. 

The InMoment Experience Intelligence (XI) 

Platform brings together intelligence about your 

brand, customers, employees, and the market to 

help you understand how to design meaningful 

experiences that will drive revenue and increase 

business performance. 

Want to learn how we do it? We thought you’d 

never ask! 



The Experience Economy
We live in the experience economy. Everything we do, hear, and see is 

part of our experience. One experience bleeds into our expectations for 

the next. 

Organizations have recognized the need to compete within this new 

environment, and those that are getting it right are outperforming those 

that don't. But the gap between how organizations think they are doing 

and how consumers actually feel continues to grow.

In order to fill this intelligence gap and thrive within the experience 

economy, we must go beyond simply listening and responding to 

customer feedback, and power intelligent automation and human action.

"80% of companies say they will compete mostly or 
completely on customer experience by 2019.”
GARTNER



The XI Platform:  
Meaningful Analysis

Brands are spending time and money on CX programs, but it can be 

difficult for them to see the impact. The real problem is that when 

data is poor or limited, the results or metrics aren’t meaningful, and 

the bigger picture becomes lost. 

Customer experience feedback is critical; however, we know there 

are additional perspectives that can give a robust view of the 

entire experience. In order to improve relationships and business 

outcomes, data should be mined from a variety of rich sources.



The InMoment XI Platform utilizes the Customer 

Experience Cloud, Employee Experience Cloud, and Market 

Experience Cloud to bring together intelligence about 

your organization, its products, your market, and your 

competitors, ultimately identifying the critical intersection of 

what creates meaningful experiences that drive revenue and 

improve business performance.

The XI Platform has been specifically designed to help 

you seamlessly recognize, correlate, and synthesize these 

disparate sources of intelligence from across your business 

and turn findings into action.

"Clients value [InMoment] for their 
innovation, impact on process, 
and for helping them move from 
metrics to meaningful analysis.

CUSTOMER FEEDBACK MANAGEMENT 
PL ATFORMS, Q4 2018



CX + EX + MX = XI

Bringing Together Three Critical  
Lines of Intelligence

The Experience 
Intelligence 
Ecosystem

The XI Platform integrates intelligence from the experience 

ecosystem, which consists of customer, employee, and 

market data. Built on a robust and modernized technology 

stack, the CX Cloud, EX Cloud, and MX Cloud can be used 

individually or in combination to create a holistic view of 

your organization’s experience. 

Each cloud ingests and collects data from virtually any 

source and then analyzes it using the power of the XI 

Platform, providing actionable intelligence through 

alerts and notifications, reports, dashboards, coaching, 

recommendations, and more. 



Customer 
Experience:  

Customer Conversations  
That Lead to Action 
The InMoment Customer Experience (CX) Cloud helps 

you understand what your customers are saying to 

and about your business. Experience feedback is 

everywhere; we help you make sense of it, prioritize it, 

and combine it into a single source of intelligence that 

drives action.



Employee Experience:  

Better Understand and Leverage 
Your Employees

Businesses focus on the customer, but often overlook the 

employee as a fundamental part of the customer experience. 

More engaged employees lead to lower turnover, higher 

productivity, happier customers, and a multitude of bottom-

line benefits. 

In addition, your employees have a unique perspective 

on the customer experience, whether they are interacting 

with customers on the front line or behind the scenes, 

making decisions that affect them. The InMoment Employee 

Experience (EX) Cloud helps you explore, understand, and act 

on that perspective.



Market Experience:  

Enable More Informed Decisions
Experience Intelligence is about more than just the 

customer. It’s about your brand, your employees, 

competition, the market, and more. You need answers 

to questions like, how am I performing versus my 

competitors? What is the story behind non-buyers? How 

do consumers feel about my brand? 

The InMoment Market Experience (MX) Cloud allows you 

to focus on the insights from the broader market—compet-

itors, non-purchasers, and other sources of information not 

readily available from traditional CX programs. 



CASE STUDY

How a Leading Health & Wellness Services Provider 
Combined CX and EX Data for Big-Picture Intelligence

The connection between customer 

experience and employee experience 

has long been discussed, but what does 

that actually look like in the data? 

One of our clients, a leading health & 

wellness services provider, was able to 

paint a picture of this connection and 

discover actionable intelligence when 

it implemented an EX program to 

complement its existing CX program.

This client had been using InMoment 

to measure customer journey 

touchpoints for more than four 

years. There were strong indicators 

in its customer data regarding the 

connection between customer 

turnover, employee turnover, and 

customer satisfaction. 

Using these indicators, the health & 

wellness leader partnered with the 

InMoment Employee Experience and 

Data Sciences team to implement an 

employee experience program that 

would mirror its customer journey. 

During the analysis, the team was able 

to identify key drivers of employee 

satisfaction and correlate them with 

customer satisfaction. The client was 

then able to act on this intelligence 

by implementing improved training 

procedures, which in turn led to higher 

employee satisfaction, improved 

customer experience, and better 

profitability for their business—a 

definite win-win-win result! 



Get the Big Picture with  
Experience Intelligence
When you examine your brand experience from all perspectives—

customer, employee, and market—you can truly make a big difference 

across your entire company. 

InMoment helps you see the big picture and take the actions necessary to 

make lasting, effective change. Not only can you understand what your 

customers are saying about their experiences and why, but you can see 

how your employees impact those experiences—and even how nonbuyers’ 

perceptions of your brand fit into the equation.

The result? Purposefully designed, extraordinary experiences at every 

step and for every customer.

To learn more about how the XI Platform can benefit 
your brand, visit www.inmoment.com/demo 
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About InMoment 
 

InMoment™ is the leader in Experience Intelligence (XI), helping organizations deliver more beneficial and 

memorable experiences in every moment. The company’s cloud-native XI Platform is engineered with data 

science at the core, featuring three clouds that work seamlessly together to give businesses a comprehensive 

understanding of the most important factors impacting the bottom line: Customer Experience (CX) Cloud, 

Employee Experience (EX) Cloud, and Market Experience (MX) Cloud. InMoment’s technology, coupled with its 

deep domain knowledge in experience design and delivery, help more than 500 of the world’s leading brands in 

95 countries attract, excite, and retain their most profitable customers and most valuable employees.

For more information, visit www.inmoment.com

Contact Us 
 
sales@inmoment.com | 1-800-530-4251


