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Attendee Feedback 

"Practitioners sharing their tips/stories/experience - makes the whole event really useful."

"The whole event was clear, concise and very valuable. The speakers were first class 

and gave a great insight into their CX journeys."

"The diversity of the presentations and speakers brought across the importance 

of CX in all organisations."

"I really enjoyed the market overview and update along with the insights from 

the guest speakers."

"I thought Gerry's presentation was very interesting and gave specifics on the impact of 

their Customer program. I think presentations that showcase the impact of a process, 

program or initiative are most valuable to me."

"I always enjoy these events, particularly the case studies from industry leaders. There are 

always nuggets or ideas I come away with that help us evolve our thinking here."
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•     Rising Customer Expectations  

After seeing a gradual improvement in CX performance between 2015 and 

2017, Ireland has experienced a significant dip in 2018. One of the main 

factors influencing this change is the rising expectations of customers. 

These are increasing at an alarming rate as customers no longer compare 

you to just your competitors but to their last great experience. Brands that 

have the ability to quickly adapt and who truly understand their customers 

have a real opportunity to stand out from the crowd. 

•     Removing the Silos 

One of the biggest challenges of the CX team in any organisation is getting 

all of the functions to work together to consistently deliver CX Excellence. 

Human beings lie behind every great CX journey and CX champions know 

and leverage this. Companies need to breakdown internal silos and be 

structured around the customer with multi-functional teams focused 

on delivering customer experience excellence. Culture, education and 

communication must be at the foundation of this business transformation.

•     Getting the Balance Right 

Technology has changed how customers interact with brands and is having 

a significant impact on customer experience. Many companies are using 

technology to improve speed and efficiency, making life easier for their 

customers. However this quickly becomes a hygiene factor for customers. 

Decreases in Empathy, Personalisation and Resolution scores have shown 

that companies need to balance their investment in technology while also 

maintaining a focus on the one thing that can create a connection with a 

customer better than anything else - the human touch.

Key Insights From The CXi 
Ireland Customer Experience Report 2018
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With five new entrants, the Top 10 looks significantly different this year. Six of the ten sectors in 

the survey feature in the Top 10 this year compared to only three sectors in 2017. The inclusion 

of an Insurance brand in the Top 10 is a positive reflection of the ongoing focus on CX within the 

sector. The Irish Credit Union has maintained their number one position for the fourth year in a 

row putting more distance between them and the rest of the Top 10. 

Irelands Top Customer 
Experience Brands 2018

No change

IRISH CREDIT UNION
FINANCIAL SECTOR

1ST

Up 28 places

RADISSON BLU
TRAVEL SECTOR

3RD

BOOTS
RETAIL SECTOR

Down 3 places8TH

AMAZON
RETAIL SECTOR

Up 2 places2ND

Up 8 places

IKEA
RETAIL SECTOR

4TH

Up 4 places

LIDL
SUPERMARKET SECTOR

10TH

Down 1 place

NETFLIX
ENTERTAINMENT SECTOR

9TH

AN POST
RETAIL SECTOR

Down 4 places7 TH

Up 23 places

LAYA HEALTHCARE
INSURANCE SECTOR

4TH

Up 20 places

CITYLINK
TRAVEL SECTOR

6TH
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Michael Killeen, The CX Company

Michael spent a decade in the USA with General Electric and worked on 

their world-wide Customer Experience (CX) programme. He has worked 

with brands such as Harley Davidson, FAO Schwartz, American Airlines, 

Hilton and Miller beer. 

He returned to Ireland to launch Dialogue in 1994. Michael has a wealth 

of CX experience working with large international clients and scaling Irish 

companies. He is currently a director the Sunday Business Post and the 

Inter Direct Network, an independent global agency group. He chairs The 

CX Company, Ireland’s leading CX insights, planning and training business. 

Michael speaks, trains and writes passionately about the CX discipline both 

here and abroad.

Michael launches the CXi Ireland Customer Experience Report 2018 and 

introduces our panel of speakers.

Insights From 
The Experts

https://vimeo.com/295595369/28110b0b44
https://vimeo.com/295595369/28110b0b44
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Cathy Summers, The CX Company

Cathy has built up a broad range of experience in her 25 year career 

which spans telemarketing, data insights, CRM and most recently 

customer experience. After spending 10 years in London with OgilvyOne 

consulting for blue chip clients such as BT, Royal Mail and Microsoft she 

came to Dublin to set up the data insights division of Dialogue. Here 

she worked with clients such as Vhi Healthcare, Ulster Bank and Lexus. 

In 2008 she joined Aviva, to deliver a customer relationship strategy to 

drive loyalty, advocacy and business growth. 

Cathy joined The CX Company in 2015 to manage the annual Ireland 

Customer Experience Report and works with brands such as Virgin 

Media, PhoneWatch, The Panda Group and Volvo to create and 

implement CX strategies including the development and execution 

of CX training programmes for frontline and supporting staff. 

Cathy talks us through some key insights and trends from the CXi 

Ireland Customer Experience Report 2018.

Insights From 
The Experts

https://vimeo.com/295751364/b13f3debaa
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Gerry Culligan, Irish Rail

Gerry Culligan is Commercial Director, Iarnród Éireann/Irish Rail since 2012 with 

responsibility for delivering profitable revenue growth, enhancing customer 

experiences and directing marketing and sales operations. He is also responsible 

for Rosslare Europort and the Rail & Road Freight Divisions of the Company. 

Gerry has over 30 years commercial, financial and general management experience 

across a number of industries, holding senior Executive Director roles in Financial 

Services with Aviva, in Communications with Eircom and in Grocery with Mars Ireland. 

Gerry has previously held positions as non-executive Chairman of Eircom Phonewatch 

and is a former Director of the Eircom Employee Share Ownership Trust. 

Gerry is an accountant (FCMA), a member of the Institute of Taxation in Ireland (AITI) 

and a member of the Marketing Institute of Ireland (MMII). He holds a Non-Executive 

Directorship at Trócaire where he chairs the Funding and Public Engagement Board 

Committee. He is also a Non-Executive Director of Carmichael, a leading specialist 

training and support body for non-profits in Ireland.

Gerry provides us with insights into how Irish Rail have simultaneously improved 

the customer experience and increased revenues. 

Insights From 
The Experts

https://vimeo.com/295769336/a3d973353c
https://vimeo.com/295769336/a3d973353c
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Joanne Boyle, AXA Insurance

Joanne started her career in Irish Life as a B Comm from UCD on their first 

graduate programme. She held many management roles across the business 

over 16 years, gaining extensive experience in marketing, sales, operations and 

business development.

For the last 15 years, she has dedicated her career to championing the 

“Customer” and Customer Experience as a strategic and commercial business 

function. She has held key Customer Experience management roles with 

permanent tsb, Vodafone Ireland, Laya Healthcare and is currently Head of CX 

with AXA Insurance. Joanne’s focus is always on driving the Customer agenda 

and ensuring the Customer gets a seat at the top table. She has supported the 

companies she has worked with to achieve their strategic commercial objectives 

in a Customer obsessed way.  

Joanne is based in Gorey where she lives with her husband Pablo and her three 

sports-mad, almost grown-up children, Paul, Mark and Susan and the dog Rocky.

Joanne talks us through her career in CX and how she has worked to put the 

customer at the centre of AXA’s strategy.

Insights From 
The Experts

https://vimeo.com/295619204/b7ca86af32
https://vimeo.com/295619204/b7ca86af32
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Paul Bailey, Credit Union

Paul Bailey is currently Head of Communications at the Irish League of Credit 

Unions (ILCU). He has extensive experience in the area of communications 

and in particular, crisis communications. He is a firm advocate of providing 

excellent customer experience and service to both internal (credit unions) and 

external (media and public) customers of the ILCU. Paul is the principle media 

spokesperson for the ILCU and the credit union movement in Ireland.

Paul has over 25 years’ experience at a senior management level in organisations 

in both the statutory and voluntary sectors. He enjoys managing change in 

complex, dynamic environments and has a proven track record of leading 

teams through periods of difficult transition. Paul is a strong communicator with 

extensive media experience often dealing with difficult, hard-to-hear issues. 

Paul holds a Dip Social Care from DIT, BA Management from the IMI, and MA in 

Mediation and Conflict Intervention from NUI Maynooth. He is member of the 

PRII and is a former board member of Barretstown.

Paul gives us some insights into the history of the Irish Credit Union and how 

they have maintained their number one position for the fourth year in a row.

Insights From 
The Experts

https://vimeo.com/295606151/11ac26fdfc
https://vimeo.com/295606151/11ac26fdfc
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CXi Ireland Customer Experience 
Survey 2018 Facts and Figures

4 years of data

143,000 customer evaluations

10,000 consumers

170 brands

10 sectors

2015 2016 2017

2018

Click here to DOWNLOAD the Report

http://thecxcompany.com/cx-reports/


PROFESSIONAL CX EDUCATION  
THAT DRIVES  

YOUR PROFITABILITY

Customer Experience is the fastest growing discipline in the corporate 

world today. Learn from the very best CX lecturers and practitioners  

and kick-start your career with a certified CX qualification.

l  Understand how CX enhances company value

l  Learn the knowledge, skills and tools to create great CX strategies  

and executions 

l  Understand, in a changing technological customer landscape, why 

great Customer Experience is critical to business survival  

and growth

l  Be taught how our CX Framework™ is fundamental to delivering  

CX Excellence

l  Be engaged and empowered to use the knowledge and skills you 

learn to accelerate your company and your career forward.

For further information:  Julian@thecxacademy.org

theCXacademy.org

6 Hours Online 
Learning

A new division of The CX Company
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