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Traditional methods of gathering employee and customer insights have often
been fragmented, compartmentalized, and incomplete. As a result,
organizations have struggled to optimize the value they deliver to their
customers and internal stakeholders. However, in an era of chaotic change,
enterprise success requires a holistic and integrated approach — one that
delivers deep insights and is capable of driving actionable, scalable strategies
across the entire organization.

Human Experience Innovation® (HXI) is the solution to this challenge. HXI
transcends traditional approaches by combining employee experience,
customer experience, and stakeholder insights into a unified framework. This
approach not only improves the organization’s internal dynamics but also
strengthens its relationship with customers, driving long-term success.

Massive improvements in enterprise
innovation

Sustainable, scalable growth

Market-leading customer experiences

The ability to attract and retain
mission-critical talent

Significant improvements in efficiency
and cost control

Far better market and customer insights

Rapid increases in employee and
customer satisfaction

In this brief, we outline the significant
enterprise benefits of HXI, which include:

The New Science of Enterprise Success
Human Experience Innovation  (HXI)®



®

Traditional methods of gathering employee and customer insights have often been
fragmented, compartmentalized, and incomplete. As a result, organizations have struggled to
optimize the value they deliver to their customers and internal stakeholders. However, in an era
of chaotic change, enterprise success requires a holistic and integrated approach — one that
delivers deep insights and is capable of driving actionable, scalable strategies across the
entire organization.

Massive Improvements in Enterprise Innovation

Organizations that embrace HXI are more equipped to drive sustainable growth. By enhancing
both employee experience (EX) and customer experience (CX), these organizations increase
loyalty, retention, and brand advocacy. 

Sustainable and Scalable Growth

Human Experience Innovation® (HXI) is the solution to this challenge. 

HXI transcends traditional approaches by combining employee experience, customer
experience, and stakeholder insights into a unified framework. This approach not only
improves the organization’s internal dynamics but also strengthens its relationship with
customers, driving long-term success.

According to studies by Gartner, companies that improve CX achieve a 

Moreover, by focusing on the human experience, organizations are able to build scalable
systems that grow with market demand.

30-50% boost in key growth metrics. 

Exceptional customer experiences are at the heart of HXI. By leveraging deep insights into
customer behavior, organizations can deliver personalized, engaging, and value-driven
experiences. Companies that lead in customer experience outperform laggards by nearly 80%
in terms of customer satisfaction and profitability. HXI transforms customer touchpoints into
opportunities for meaningful connections, building long-term loyalty.

Market-Leading Customer Experiences

Enterprise Benefits of



Attract and Retain Mission-Critical Talent

Employee experience is a critical driver of
organizational success, particularly in today’s
highly competitive labor market. HXI enables
organizations to cultivate environments where
employees feel valued, engaged, and motivated.

HXI doesn’t just improve innovation and engagement—it drives operational efficiency and
cost reductions by identifying process bottlenecks and inefficiencies through deeper insights
from employees and customers. 

Major Improvements in Efficiency and Cost Control

HXI enables organizations to access real-time,
actionable insights into both market trends and
customer preferences. These insights help companies
make data-driven decisions, leading to faster
adaptation to market shifts. 

Better Market and Customer Insights

Research shows that companies with a strong
employee experience are 25% more profitable and
are better able to attract and retain top talent. 

Moreover, employees who feel heard and involved in innovation processes are more likely to
contribute to the company’s long-term success.

According to Forrester, businesses that harness real-
time insights experience a 43% faster time-to-market
for new products and services.

Companies that adopt human-centered design processes report a 32% increase in
productivity, along with significant reductions in overhead costs. 

By aligning internal processes with the needs of employees and customers, organizations
can cut costs while delivering superior value.



Human Experience Innovation® (HXI) provides a
holistic framework that integrates employee
insights, customer experiences, and stakeholder
feedback to drive unparalleled business success. In
today’s complex, ever-changing environment,
organizations that adopt HXI are better positioned to
deliver exceptional experiences, foster sustainable
growth, and maintain a competitive edge in their
respective industries. By focusing on the human
experience, businesses can innovate more
effectively, control costs, attract top talent, and
improve both employee and customer satisfaction.

By leveraging HXI, organizations can not only meet
the demands of today’s market but also anticipate
and adapt to future challenges with greater agility.

Rapid Improvements in Employee and Customer Satisfaction

Conclusion

Satisfied employees are more productive, and satisfied customers are more loyal. HXI
directly impacts employee and customer happiness by creating an organizational culture
that is aligned with human values.

Studies show that organizations with high levels of employee and
customer satisfaction see up to a 26% increase in annual revenue.
Moreover, CX transformation can lead to a 15% decrease in customer
churn, further improving the bottom line.
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Human Experience Innovation®(HXI) is a powerful, emerging discipline that drives enterprise
success by addressing the full scope of human experience—across customers, employees,
buyers, and other experiential ecosystem participants. Unlike traditional approaches, which
rely heavily on outdated survey data or isolated insights, HXI integrates deep, actionable,
and holistic insights that inform strategic innovation. Additionally, HXI takes a holistic
approach of improving the experiences for all humans that are within the “sphere of impact”
of an organization.

To create significant improvements in these key areas, organizations must first gain a true
understanding of what humans love and hate across their experiential journeys. It’s
important to remember that customer and employee happiness is an innovation discipline.

®

By leveraging more accurate and comprehensive insights, and strategies, HXI delivers
strategies that lead to rapid, measurable improvements in happiness, engagement, and
satisfaction—ultimately driving superior business results. 

Practical Applications of

Key Areas of



Key Areas of 

Traditional methods such as Net Promoter Score (NPS),
Voice of the Customer (VoC), and basic survey data in our
view no longer provide the depth of insight needed to create
winning customer experiences. HXI transforms how
organizations gather and interpret data by focusing on the
entire experiential ecosystem, capturing nuanced insights
across diverse customer personas and their entire journey.

CX
Customer

Experience 

Businesses that prioritize
customer experience
enjoy revenues 4-8%

higher than those that
don’t, according to a
Forbes report on the
financial impact of

customer experience.

Improved Retention
and Loyalty

Benefits

McKinsey research
shows that

personalized customer
experiences can

increase marketing ROI
by 30% or more.

Personalization
at Scale

By addressing customer
pain points and enhancing

touchpoints, businesses
can reduce churn by up to

15%, as highlighted in a
Gartner study on customer

retention.

Reduced Churn

By using HXI, 
companies can create market-
leading customer experiences that
set them apart from competitors,
reduce defection, and turn
customers into brand promoters.



Key Areas of 

Traditional employee surveys and feedback mechanisms
often fail to capture the holistic insights required to drive
real improvements in employee satisfaction and
productivity. HXI provides a comprehensive approach,
allowing organizations to craft work environments that
prioritize happiness, engagement, and purpose—key drivers
of organizational success.

Gallup data shows
that companies with
engaged employees

report a 233%
increase in customer

loyalty and a 26%
increase in annual

revenue.

Higher Retention
and Lower Turnover

Benefits

According to Harvard
Business Review,

organizations with
highly engaged

employees are 21%
more profitable than

those with low
employee engagement.

Increased
Productivity

By improving employee
satisfaction, companies can

significantly reduce costs
related to onboarding,
training, and turnover,
leading to substantial

savings in human capital
management.

Reduced
Costs

Organizations that
implement HXI
to improve employee experience
can better attract top talent,
foster productivity, and increase
return on human capital.
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Key Areas of 

Optimizing the buyer experience through HXI yields
substantial benefits, including higher customer loyalty and
reduced acquisition costs. Studies show that when buyers
enjoy their purchasing experience, they are far more likely
to promote the business, driving both organic growth and
repeat business.

4 Quadrants
Buyer Experience and Revenue Growth

Customer 
Retention

Customer 
Deflection

Customer 
Expansion

Customer 
 Promotion



Customer 
 Promotion

Satisfied buyers are more likely to recommend
a company to others, generating significant
word-of-mouth growth. In fact, BrightLocal
research shows that 87% of consumers won’t
consider a business with poor reviews, which
underscores the importance of delivering
positive buyer experiences.

Customer 
Retention

Positive buying experiences significantly
increase customer retention, with Gartner
reporting that companies with strong buyer
experiences achieve higher subscription,
retention and renewal rates.

Customer 
Expansion

Studies highlight that customers with good
experiences are more inclined to explore
additional offerings, boosting customer lifetime
value (CLV). This is particularly important
because it reduces the cost of acquiring new
customers, while increasing revenue from
existing ones​.

Companies that deliver superior buyer
experiences see fewer negative social reviews,
which can negatively impact revenue.
BrightLocal also highlights that negative
reviews can deter as many as 70% of potential
buyers from making a purchase.

Customer 
Deflection

With HXI, 
organizations can craft seamless, enjoyable
buyer journeys that drive customer
promotion, retention, and revenue growth.
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Key Areas of 

In the healthcare sector, patient expectations have shifted
towards a more consumer-centric model, making HXI
critical in transforming the patient experience. Healthcare
providers that leverage HXI can significantly improve
patient satisfaction while also ensuring better working
conditions for staff.

Press Ganey studies show that healthcare providers who prioritize patient
experience can increase patient satisfaction scores by 5-10%, leading to better
healthcare outcomes and patient loyalty.

Higher Patient Satisfaction Scores

Benefits

Balancing patient experience with provider well-being creates a more
sustainable, positive work environment. The Beryl Institute found that happy,
engaged healthcare providers deliver 20-25% better patient outcomes.

Improved Quality of Life for Providers

Healthcare systems that optimize the patient experience see improvements not
only in satisfaction but also in long-term growth, driven by better patient
retention and care quality. HXI allows healthcare providers to build environments
that improve the lives of both patients and providers, ultimately driving long-term
sustainability in healthcare.

Growth in Revenue and Care Quality



Key Areas of 

Members of associations and membership-based
organizations now demand higher experiential value and
practical benefits from their affiliations. HXI moves
beyond outdated feedback methods, like Promoter Scores
and basic surveys, to provide actionable insights that
guide the development of innovative member services.

ASAE research shows that
associations focusing on

member experience see a
19% higher retention rate.

By using HXI to
understand member

needs and expectations,
organizations can

improve engagement.

Higher Member
Engagement

Benefits

Offering
personalized, value-

driven experiences
leads to higher

membership growth
and renewal rates,

ultimately increasing
revenue.

Increased
Membership

Revenue

HXI empowers
associations to deliver

new services and benefits
aligned with members'
evolving expectations,

ensuring that the
organization remains

relevant and valuable in
a competitive market.

New
Innovation

Opportunities

MX
Member

Experience 

By implementing HXI, associations can better understand member
expectations and deliver on them, resulting in increased retention,

engagement, and revenue growth.

Human Experience Innovation® (HXI) is a transformative approach that allows organizations
to create exceptional experiences for their customers, employees, buyers, patients, and
members. Through deeper insights, more personalized engagement, and innovative
strategies, HXI drives profitability, growth, and long-term success. By embracing HXI,
organizations position themselves to thrive in a competitive, ever-evolving market,
delivering value that transcends traditional methods and builds lasting relationships.

Conclusion



To drive significant improvements in customer satisfaction, organizations
must also address employee satisfaction.

However, focusing solely on these two areas is insufficient. A comprehensive approach that
considers experiential value across the entire experiential ecosystem is essential. This
ecosystem includes investors, partners, vendors, distributors, industrial stakeholders, and
regional community members. 

In fact, many organizations overlook the fact that their ecosystem may include dozens of
relevant participants, all of whom have elevated expectations for the experiential value they
receive.

®

Process Overview

Instead, a holistic strategy is required—one that
addresses the full experiential ecosystem.

Unfortunately, most organizations adopt a
fragmented approach, aiming to improve the
experience for only one or two participant groups.
This narrow focus leads to incomplete solutions
that often fail to deliver sustainable results. 



HXI
 Strategy and Deployment

Ecosystem Participant Insights

Maturity Assessment

Innovation Throughput

Sustaining growth, driving innovation, and achieving exceptional strategic outcomes
requires a structured approach to progress from the current state to a future-ready
organization. Below is a high-level summary of the HXI throughput process:

Human Experience Innovation Throughput

The first step is conducting a Human Experience Innovation Maturity Assessment. This
comprehensive evaluation examines the current state of your experiential ecosystem,
including your existing capabilities, insight-gathering methods, and strategies. This
assessment results in a detailed scorecard that identifies key gaps in your organization’s
infrastructure. These gaps reveal the actions necessary to build a strong foundation for
Human Experience Innovation.

By creating a clear picture of where your organization stands, this assessment provides the
necessary insight to guide your next steps and ensures that all subsequent actions are
aligned with your long-term experience innovation goals.

Human Experience Innovation Maturity Assessment



We recommend the use of next generation approaches,
including Net Customer Experience®, Soul of the
Customer® (SoC), and RealRating® Methodologies

Once the gap analysis is complete and deficiencies are
addressed, the next phase involves assessing all
ecosystem participants. This includes gathering in-depth
insights from each group within your experiential
ecosystem—ranging from internal stakeholders to external
partners and customers. 

Ecosystem Participant Insights

With a solid infrastructure and a comprehensive suite of actionable insights, your
organization can now develop a well-rounded Human Experience Innovation Strategy. This
strategy encompasses a variety of deployment initiatives, each designed to address specific
gaps and improve the overall ecosystem experience.

Deployment includes a range of strategic initiatives, comprehensive training programs, and
feedback loops. These feedback loops are critical for ensuring continuous improvement and
adaptation. As initial deployments progress, real-time feedback enables refinements to the
strategy, ensuring sustained growth and measurable success over time.

Human Experience Innovation Strategy and Deployment

Research suggests that integrating collaborative ideation with Human Experience Innovation
can improve returns on strategic initiatives by up to 60%. The power of Enterprise Innovation
lies in leveraging collaborative ideation, socialization, and game mechanics to enhance the
success of strategic initiatives.

By using a structured, holistic approach, organizations are better positioned to drive
meaningful innovation across their entire ecosystem, resulting in improved employee
satisfaction, customer loyalty, and sustainable growth.

Conclusion

The goal of this phase is to identify and prioritize innovations that will deliver rapid and
significant improvements in experiential value across the entire ecosystem. This ensures that
your organization delivers consistent, exceptional experiences to all participants, which
leads to better engagement, satisfaction, and loyalty across the board.



We don’t just collect data—we extract actionable insights that highlight what truly matters
to your customers. Backed by a 30-year track record, our strategies significantly elevate
your customer experience, ensuring every interaction makes a lasting, positive impact. 

TRUSTED BY THE WORLD’S 
LEADING ORGANIZATIONS

Our clients, including top global brands, have achieved unprecedented ROI, and we stand by
our work with a satisfaction guarantee. Some of our clients include:

At HayDay, we’re transforming how you drive growth. Through our comprehensive training
and deployment services, we ensure that our solutions are scalable across your
organization, delivering results that last. We guarantee it!

Our methods are straightforward and laser-focused on your success. With one of the largest
and most versatile toolboxes in the industry, we handpick only the essential insights,
strategies, and technologies that will drive your healthcare organization forward. Because
we’re technology-agnostic, our recommendations are always in your best interest.

What You Get

For over three decades, we’ve had the honor of serving both small and large organizations.
Our predictable results and satisfaction guarantee have earned us a reputation as the go-to
organization for Customer Experience Insights, Strategies, and Training.

Over 30 Years

How We Provide Value



Final

This report provides a highly abbreviated abstract of the comprehensive body of knowledge
specific to Human Experience Innovation (HXI). The insights and strategies outlined here
represent only a small fraction of the expansive research and methodologies that drive
significant improvements in customer experience, employee engagement, buyer
satisfaction, and more.

This report draws on research from multiple reputable
sources and is informed by the proprietary insights found in
several of Nicholas J. Webb's bestselling books, including:

Each of these titles delves deeply into the principles of innovation, customer engagement,
and experiential design, providing actionable insights for organizations aiming to thrive in an
era of chaotic change.

For additional information about the services
provided by HAYDAY®, please visit our website at 

HayDay® is a premier service offering from Leader Logic LLC, focused on delivering tailored
solutions that help organizations improve their human experience ecosystems and achieve
sustainable growth.

www.yourhayday.com
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