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Asia PMO – Practices & Capabilities
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Asia PMO – Team,  Clients & Experiences 
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Carsten Ley

Agile & CX Consultant

carsten@asiapmo.com

(+84) 7 686 585 68

Web: asiapmo.com FB: facebook.com/AsiaPMO/ LinkedIn: linkedin.com/company/6575073 Instagram:instagram.com/asia_pmo

Joel Zorrilla

Digital Content  & 

Marketing Consultant

joel@asiapmo.com
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Asia PMO – Team,  Clients & Experiences 
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Thao Phuong

Research Specialist

thao@asiapmo.com

Web: asiapmo.com FB: facebook.com/AsiaPMO/ LinkedIn: linkedin.com/company/6575073 Instagram:instagram.com/asia_pmo

Hanh Kieu

Operations Consultant

hanh@asiapmo.com
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Who can work in 
Customer Experience? 
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Why Customer Experience matters
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How to define Customer Experience
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CUSTOMER EXPERIENCE 
how your customer feels & 

thinks about every interaction 
with your product or service

CUSTOMER SERVICE

1. Your Services & 
Level 

2. Your Hotline
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E-commerce customer journey – Good & Pain Points
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Discovery Research Purchase  Awaiting 
Fulfillment Delivery After 

Sales

Look & Feel

Categories

Promotions 

Product details

Product options

Delivery time

Warranty / 

Return / Refund

Address fields

Delivery options

Payment options

Notifications

Delivery timing

Rider behavior

Product check 

@ door

Notifications 

Verification calls

Rider 

appointment

Pick-up

Notifications

Waiting time

Phone consulting
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CX Functions in Organizations
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• Customer fix
• Fix Issue / 

Surprise 

• Check   
Feedback

• Mystery 
Shopping

• Detailed 
Research

• Root cause 
Analysis 

• Feedback & 
Data

• Research

Discover Under-
stand

SolveMeasure 

Which job roles 
do you see?
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Customer Experience Roles
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CX Functions in Organizations
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• Customer fix
• Fix Issue / 

Surprise 

• Check   
Feedback

• Mystery 
Shopping

• Detailed 
Research

• Root cause 
Analysis 

• Feedback & 
Data

• Research

Discover Under-
stand

SolveMeasure 

CX Responsible
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CX Roles in Small Organizations
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Customer 
DATA

Collect 
feedback from 

customer & staff

Analyze 
customer data 
from different 

sources

Decide & 
sponsor

CX projects

Implement
CX projects

CEO

CX Manager
(Project Manager) Managers

Support & monitor CX projects
(Program Management)

Research & 
Comm. 

Specialist
Data Analyst

Propose CX  project to CEO
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CX Functions in Big Organizations
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Collect 
feedback from 

customer & staff

Review E2E 
processes & 

develop 
lifecycle 

analysis with 
teams

Communicate 
to customer 

and staff 
for cultural 

change

Analyze 
customer data 
from different 

sources

Decide & 
sponsor

CX projects

Execute
CX projects

CEO
CX

Board

Middle 
Managers

Support & monitor CX projects
(Program Management)

Research 
specialist

Project / 
Process 
Analyst

Communi-
ciation
Expert

Data Analyst

Propose CX  project to Board

Customer 
DATA

(Program Manager)
Head of CX
(Program Manager)

(Project Manager)
CX Manager

(Project Manager)
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Asia PMO Customer Experience Methodology

• Research:
• Customer Journey & Touchpoint development 
• Customer Feedback (surveys, calls, social media, focus groups)
• Front-End Staff Feedback (surveys & focus groups)

• Consolidate Data:
• Customer relevant feedback data (inquiry & complaints, surveys)
• Customer relevant process data (time, quality, customer profiles, etc..) 

• Analyze Root cause:
• What triggers the customer / staff feedback 
• What slows down the process  / lowers the quality 

• Improve & Surprise:
• Collect & develop improvement action proposal 
• Collect & design customer wow ideas & surprises

• Implement & Measure:
• Work with relevant teams to implement improvement & wow actions fast
• Measure impact of improvement & wow actions

• Develop and implement a customer centric culture
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Research 

Consolidate 
Data

Analyze  
root cause 

Improve & 
Surprise

Implement & 
Measure
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Thank you!
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Carsten Ley

Agile & CX Consultant

carsten@asiapmo.com

(+84) 7 686 585 68

asiapmo.com (FB/LN/IG AsiaPMO)


