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The term total experience evolved from 
multi-experience, and was coined by 
Gartner in late 2019. Multi-experience is 
the idea that businesses should offer 
flexible customer service by interacting 
with customers on many different 
platforms and in as many different 
modalities as possible.

While the focus on reducing friction in 
individual interactions was certainly 
valuable for a period, it has become 
apparent that it is no longer sufficient.  
Today, businesses need to shift their 
perspective towards what we refer to as 
the "Total Experience."  Today's 
consumers have a set of expectations, 
which encompass not only seamless 
and consistent interactions but also 
proactive, predictive, and dependable 
experiences across every interaction 
channel, platform, and business 
function throughout the entire customer 
journey. In essence, they are seeking a 
comprehensive Total Experience, from 
the very moment they become aware of 
your brand to the point of purchase and 
throughout their entire customer 
lifecycle.

Your Essential Guide to Succeeding in the Experience 
Economy, Equipped with Strategies for Crafting 
Outstanding Experiences Throughout Every Step of 
the Journey.

By 2024, organizations providing Total 
Experience will outperform  competitors 
by 25% in satisfaction metrics for both 
customer experience and employee 
experience.

“



Total experience is the comprehensive journey or interaction a person 
has with a product, service, or organization. It involves providing a 
seamless and positive experience at every touchpoint, from the initial 
awareness stage to post-purchase support. 
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A genuine TX strategy is dedicated to the objective of 
crafting more robust, all-encompassing experiences 
for anyone engaging with your brand, including 
employees, customers, partners, and other essential 
brand stakeholders.

Total Experience
Transformative and Unified Experience
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“ Improvements in customer experience 
can raise customer satisfaction scores 
by 15 to 20 points, reduce customer 
service costs by 15 to 20%, and boost 
employee engagement by 20%. 
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Salesforce used total experience to improve its customer 
experience and increase customer satisfaction by 25%. 
They also saw a 20% increase in customer retention and 
a 15% increase in customer lifetime value

Microsoft used total experience to improve its partner 
experience and increase partner satisfaction by 20%. 
They also saw a 15% increase in partner revenue and a 
10% increase in partner loyalty.

Increased customer satisfaction by 10% and reduced 
customer churn by 5% through total experience 
initiatives.

Improved employee engagement by 15% and reduced 
employee turnover by 10% through total experience 
initiatives.

Increased partner satisfaction by 20% and reduced 
partner churn by 15% through total experience initiatives.

Improved customer satisfaction by 15% and increased 
customer lifetime value by 10% through total experience 
initiatives.

Improved brand reputation by 15% and increased market 
share by 10% through total experience initiatives.
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Total experience is fast becoming essential for businesses and 
organizations because it fosters customer satisfaction, loyalty, and 
revenue growth. Embracing modernization and implementing a Total 
Experience (TX) strategy can help companies stay ahead of the 
curve and gain a competitive edge while remaining agile and 
responsive to new opportunities. 

The Benefits

Even the smallest improvement to a company’s CX 
Index score results in as much as $117.80 annual 
incremental revenue growth per customer.

Revenue Growth

Consumers are 3.5 times more likely to purchase 
more from a brand after a positive customer 
experience.

Brand Loyalty

Improvements in customer experience can raise 
customer satisfaction scores by 15 to 20 points, 
reduce customer service costs by 15 to 20%, and 
boost employee engagement by 20%. 

Enhanced Customer Satisfaction

By 2026, 60% of large enterprises will use Total 
Experience to transform their business models to 
achieve world-class customer and employee 
advocacy levels. 

Business Transformation 
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Implementing a Total Experience strategy involves a comprehensive 
approach that prioritizes the seamless integration of customer, user, 
and employee experiences across all touchpoints, channels, and 
interactions.

Assessment and Strategy Development
Define what the organisation wants to achieve with a Total 
Experience strategy. Begin by evaluating your existing customer, 
user, and employee experiences. Identify pain points, 
inconsistencies, and areas for improvement.

Gather data on customer behaviour, 
feedback, and interactions to 
understand customers' needs and 
preferences. Utilize this data 
analytics to identify patterns and 
trends to make informed strategy 
decisions and focussed efforts. 

Data Collection and 
Analysis

Breaking down silos and 
encouraging collaboration  between 
different departments and teams 
within the organization will align 
processes and ensure that various 
business functions work in harmony 
to deliver a consistent experience. 

Cross-functional 
Collaboration

Establish a robust feedback 
mechanism to capture customer, 
user, and employee feedback to 
improvise.  A continuous monitor to 
check the performance of Total 
Experience strategy and to make 
adjustments as needed to keep it 
aligned with evolving customer 
expectations.

Continuous 
Improvement

Establish a robust feedback 
mechanism to capture customer, user, 
and employee feedback to improvise.  
A continuous monitor to check the 
performance of Total Experience 
strategy and to make adjustments as 
needed to keep it aligned with 
evolving customer expectations.

Customer-centric 
Approach

Investing  in technologies that 
support a seamless Total 
Experience. This will include 
multi-channel communication 
platforms, and analytics tools, 
ensuring that these technologies are 
integrated to provide a unified view 
of the customer

Technology 
Integration
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The impact of total experience on organizations is profound. A 
positive total experience sets businesses apart from competitors, 
reduces customer churn, and generates word-of-mouth marketing. 
Consistency, personalization, and empathy in interactions create 
emotional connections with customers. Total experience also 
enhances employee satisfaction and operational efficiency, 
fostering a customer-centric culture. In sum, it contributes to 
long-term success by building strong relationships with customers 
and employees while ensuring a competitive advantage in the 
market.

Where Exceptional Journeys Drive Growth

By driving customer satisfaction, 
loyalty, and employee 
engagement, Total experience 
ultimately leads to improved 
financial performance. This 
includes increased revenue, 
profitability, and shareholder 
value.

Improved Financial 
Performance

Total experience helps 
organizations identify and 
eliminate inefficiencies
in their processes, leading 
to a more streamlined and 
efficient operation.

Enhanced 
Operational Efficiency

By understanding the needs 
and expectations of both 
customers and
employees, organizations can 
be more agile and adaptable 
to change in the market.

Greater Agility and 
Adaptability

A positive total experience 
fosters a culture of innovation 
where employees are 
encouraged to think 
creatively and develop new 
ideas.

Increased 
Innovation

Brands with superior customer 
experience bring in 5.7 times more 
revenue than competitors that lag in 
customer experience.

“
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Convenient and personalized experiences helps people get 
what they need, when they need it, in the way that works best 
for them. The ease of use and accessibility helps people 
overcome barriers and access the products and services they 
need, leading to rewarding experiences and the feeling of 
being valued  and connected to the brands and organizations 
they interact with.

Where Satisfaction Meets Success Among all customers, 73% point to experience as an 
important factor in their purchasing decisions, behind price 
and product quality. Customers are willing to pay more for 
the experience qualities that matter most to them: 43% of 
consumers would pay more for greater convenience, 42% 
would pay more for a friendly, welcoming experience and 
65% of U.S. customers find a positive experience with a 
brand to be more influential than great advertising.

“

A manufacturing company 
increased innovation by 20% by 
breaking down silos and fostering 
collaboration.

A retail bank increased 
customer satisfaction by 15% 
after implementing a TX 
strategy.

A technology company reduced 
employee turnover by 10% after 
improving its EX.

A healthcare provider reduced 
costs by 5% by streamlining its 
CX processes.

A consumer goods company 
improved its brand reputation by 
10% after creating a more positive 
and memorable brand experience. 
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In a world increasingly defined by connectivity and consumer 
expectations, the notion of "total experience" emerges as a 
critical paradigm. 

In a world increasingly defined by connectivity and consumer 
expectations, the notion of "total experience" emerges as a 
critical paradigm. It encompasses the idea that every interaction, 
touchpoint, and encounter a person or user has with a brand, 
product, or service contributes to their overall perception and 
satisfaction. The total experience is more than just a sum of its 
parts; it's about creating a seamless and positive journey that 
captures the hearts and minds of individuals.

The ultimate goal of focusing on total experience is to foster 
loyalty, build trust, and leave a lasting impression. It requires a 
commitment to consistently delivering excellence at every 
touchpoint, understanding the needs and preferences of your 
audience, and aligning your organization to provide a unified, 
customer-centric experience. In an age where competition is 
fierce and differentiation is crucial, total experience serves as a 
powerful compass, guiding businesses and organizations towards 
building enduring relationships with their customers and users.

Our Approach
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In conclusion, Nucleus Software is at the forefront to driving Total 
Experience, where operational excellence and 
customer-centricity converge to redefine the contours of 
excellence. Through its innovative solutions and unwavering 
dedication to customer success, Nucleus Software is committed 
to reshaping the narrative of Total Experience, propelling 
businesses towards a reality where interactions become enduring 
chapters in a saga of transformative connections.

In an era where Total Experience has become pivotal in defining financial 
institutions' success, Nucleus Software has emerged as a trailblazer in 
reshaping customer and employee engagement through its innovative 
solutions.

Elevating Total Experience with Nucleus Software

Nucleus Software's suite of banking technology solutions is meticulously 
crafted for easy and seamless integration offering 520+ APIs, empowering 
banks and FIs to optimize operations and elevate customer experiences across 
diverse touchpoints. From loan origination, servicing to delinquency 
management, end to end digital lending to globally integrated transaction 
banking, Nucleus Software offers a comprehensive approach to enhance the 
Total Experience.

Empowering Total Experience Through Integrated Solutions

Nucleus Software's proficiency in steering digital transformation equips banks 
and financial institutions with the agility and adaptability required to excel in 
the modern landscape. By leveraging the potential of cloud, mobility, and 
advanced digital platforms, organizations are able to enrich the Total 
Experience for both customers as well as employees.

Driving True Digital Transformation

Beyond enhancing customer-facing experiences, Nucleus Software's solutions 
are Robust and optimize internal processes, contributing to overall operational 
excellence. Through workflow automation, real-time decision-making, and 
ensuring regulatory compliance, Nucleus Software facilitates a cohesive Total 
Experience strategy that encompasses every facet of business operations.

Ensuring Operational Excellence

Nucleus Software enables financial institutions to enhance their 
customer-centric approach with Intelligent AI and Analytics, facilitating 
personalized interactions and tailored experiences that resonate with today's 
discerning clientele.

Customer-centric Approach
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Global Offices: Amsterdam | Chennai | Dubai | Jaipur | 
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New Jersey | Noida | Singapore | Sydney | Tokyo

About Nucleus Software
Nucleus Software Exports Ltd. is a publicly traded, software product company that provides lending and transaction banking products 
to global financial leaders.
 
Nucleus Software powers the operations of 200+ Financial Institutions in 50+ countries, supporting retail and corporate lending, cash 
management, mobile and internet banking. Its products facilitate 26+ million transactions per day, managing over US $ 500 billion 
value of loans and enabling 500,000+ daily users.

Contact Us

https://www.nucleussoftware.com/contact-us/
https://www.nucleussoftware.com/

