OPERATIONALIZING

EXPERIENCE MANAGEMENT

What is Experience Management (XM)?

The discipline of using both experience data (X-data) and operational data (O-data) to measure and
improve the four core experiences of business: customer, employee, product, and brand.
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The path to XM success requires mastering Six XM Competencies,
which are enabled by technology and nurtured by culture

To master the Six XM Competencies, build these twenty XM skills
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