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Customer Experience
Consultancy
The experience your customers have is shaped by how your

organisation works behind the scenes. We help you improve CX

by improving the system that creates it.



C O N T E X T

We know customer experience is not a front-of-house problem.

It is a whole-organisation challenge.

Most approaches to customer experience focus on the touchpoints - the website, the contact centre, the service

interactions. These matter, but they are the visible end of a much bigger system. The experience your customers actually

have is shaped by what happens behind the scenes - how teams collaborate, how information flows, how decisions get

made, and how well the organisation's internal workings support the people delivering the service.

You can redesign every touchpoint beautifully and still deliver a poor experience if the organisation behind it is not set up

to deliver. Front-line teams cannot provide a great experience if the systems, processes, and culture do not support them.

We help organisations where...

You want your customers to have a genuinely good experience - and you know that starts with how the whole organisation works, not

just the front line.

You want the experience you deliver to match the

experience you intend

We help you see your organisation from the outside in - and

align the two

You want front-line teams to be set up to deliver

brilliantly

We help you redesign the internal conditions that shape what

customers actually experience

You want feedback to reach the right places and drive

real improvement

We help you connect what customers tell you to the systemic

patterns behind it

You want improvements that last, not quick fixes that

fade

We help you strengthen the foundations - so experience keeps

getting better over time

Customer experience is an ecosystem outcome

The experience your customers have is not created at the touchpoint. It is created by the

organisational ecosystem that sits behind it. The quality of collaboration between teams. The

flow of information from front line to decision-makers. The capability of the people delivering

the service. The culture that either empowers or constrains them.
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O U R  A P P R O A C H

Four connected areas of work

Every organisation's customer experience challenges are different. But our customer experience consultancy typically

moves through four connected areas - understanding the full system that shapes the experience, designing improvements

that address the real drivers, making those improvements real, and building your capability to keep improving

independently.

01

Understand

Customer journey maps show you what the customer sees. They

rarely show you why. To genuinely improve customer

experience, you need to understand the organisational patterns

behind the service - the collaboration habits, the information

flows, the capability levels, and the cultural dynamics that shape

what customers actually receive.

A clear picture of what is really shaping customer experience - the

internal patterns and practices that need to change, not just the

touchpoints that need polishing.

02

Co-design

The most effective CX improvements are the ones that change

how the organisation works, not just how the service looks.

Redesigning a complaints process is useful. Changing the

organisational patterns that generate the complaints in the first

place is transformative.

Improvements designed to address the real drivers of customer

experience - practical, specific, and connected to the organisational

changes that will make them stick.

03

Implement

Improving customer experience is not just a front-line project. It

requires changes across the organisation - to how teams

collaborate, how information moves, how capability is

developed, and how the organisation supports the people

delivering the service. These changes need time and support to

bed in.

CX improvements that are embedded across the organisation -

sustained by the internal changes that make them possible, not

dependent on a programme to keep them alive.

04

Build capability

Customer expectations do not stand still. The organisations that

consistently deliver great experience are the ones that keep

getting better - listening, learning, adapting, and improving as a

continuous practice. Our goal is to help you build that capability

internally.

An organisation that keeps getting better at customer experience -

because the capability to listen, learn, and improve is built into how

it works.

86%

of buyers will pay more for a better

experience

PwC

73%

say experience is a key factor in

purchasing decisions

PwC

65%

of customers find a positive

experience more persuasive than

advertising

PwC

4-8%

higher revenue in CX-leading

organisations

Bain
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O U T C O M E S

What becomes possible

Organisations we have partnered with through our customer experience consultancy describe a shift that goes beyond the

satisfaction scores. Front-line teams feel more supported. The gap between what the organisation intends and what

customers experience starts to close. Improvement becomes ongoing, not occasional.

Customers who feel it Because the improvements are real, not cosmetic - grounded in how the organisation actually

works

Front-line teams who can deliver Because the organisation behind them is set up to support great service

Complaints that reduce Because the patterns that generated them have been addressed, not just the handling process

Insight that flows Because what customers experience is connected to how the organisation learns and adapts

Experience that keeps improving Because the capability to listen and improve is built in, not dependent on a

programme

Great customer experience is not about perfecting touchpoints. It is about building an

organisation that naturally delivers well - because the system behind the service is healthy,

connected, and continuously learning.

Ready to explore what this could look like for your organisation?

hello@mutomorro.com

mutomorro.com

London

86-90 Paul Street

London EC2A 4NE

Glasgow

15 Candleriggs Square

Glasgow G1 1TQ

LinkedIn

mailto:hello@mutomorro.com
https://mutomorro.com/
https://linkedin.com/company/mutomorro

