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The science of customer experience

Neurology

Physiology

Psychology
Behavioural economics

Evolutionary 

biology





• 30% increase in sales

• Employee retention rates double the 

industry norm

• Profit per unit up by 12%

• 16% increase in customer satisfaction 

index scores



It’s all about Tripping Points®



…triggering an unavoidable cascade of 

physiological and neurological responses

Moments when expectation and reality 

do not match…



Monitoring heart rate 
(& much, much more!)



• Physical exertion

• Pain

• Surprise/disappointment

• Anger

• Anticipation & fear

• Mental exertion

• Basically, whenever your body is subjected to 
unexpected ‘load’

What can you detect?



Defining experience

FUNCTIONAL
What it does

MOTIVATIONAL
Why I do it

EMOTIONAL
How it feels

PHYSIOLOGICAL
How I react

CX
Outside 

in

EX
Inside 
out

Employee Health 

& Wellbeing



Who’s stressed?



You’re not alone…

1 in 5
of working

population

+43%

£29
billion

“Not having enough time to do my job”

No.1
cause of

sickness

absence
2 out of 3

work when

they’re ill

10.5 
million 

days

55% 
productivity 

levels



A typical scenario…
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What ‘civilisation’ has done



So stress is bad, right?



Not necessarily…



Positive stress



Stable

Stretch

Breaks

Stress = response to load



Stress = our natural response to load

R
e
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c
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Because life is a balancing act

Load
Coping



Load

Physical

Mental

Work / 
life

EnvironmentEmotional

Toxic

Pathology

Load = stuff happening!



Things to consider…

1. The size of the load

2. How you carry it



Coping

Load

Imbalance causes issues
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Excellent 
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No recovery
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Like a battery…

• All load, any load, drains it

• If you don’t recharge (recover) adaquately, 
you will have a problem!

• By measuring the difference between your 
stress levels and your recovery, we get an 
index of your RESILIENCE

• The better this index is, the better you will be 
able to cope with load



Perception matters

How we think massively impacts how things effect us!



The importance of your 
attitude…

+43%



Everything’s interconnected

OUR OUTPUT

PERFORMANCE

HOW WE 
RECOVER

RESILIENCE

HOW WE THINK

PSYCHOLOGY

OUR BODIES

PHYSIOLOGY



Mental & physical resources

BRAIN
Psychological 
resilience

BODY
Physiological 

resilience

Linked positively AND negatively 





Helping people

FUNCTIONAL

MOTIVATIONAL

EMOTIONAL

PHYSIOLOGICAL

LIFESTYLE ASSESSMENT

  Person: 11693

Age

Height (cm)

Weight (kg)

Body Mass Index

27

170

69

23.9

Activity Class

Resting heart rate

Max. heart rate

6.0 (Good)

48

200

Measurement:

      Start time

      Duration

      Heart rate (low/avg./high)

Fri 25.11.2016 08:54

21h 6min

58 / 76 / 127

Additional information:  Alcohol 4 units

Stress reactions Recovery Physical activity Light physical activity Heart rate Missing heart rate 0%
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15 min with the

strongest stress

reactions.

No recovery during the

daytime.

Alcohol weakens

recovery during sleep.

The sleep period was

long enough, but

recovery was poor.

Playing Jelly Splash 15min

Tesco 15min

Eating 15min

Seeing Jacks cuso... 15min

Meeting 22min

eating chedders 15min

Simon made me jump 15min

Fueling a car 15min

Trev's Hand Over 15min

all going on at once 15min

Driving 15min

Driving 24min

Marie Driving 15min

Drinking wine 15min

Eating cheese 60min

Going home 15min

Netflix 23min

9h 6min 7h 22min

STRESS AND RECOVERY

Stress reactions

Recovery

Vigorous & moderate

physical activity

Light physical activity

Other state

10%

5%

0%

1%
84%

Amount of stress reactions:

(17h 43min)

84%

More than

usual Normal

Less than

usual

> 60% 40 - 60% < 40 %

Amount of recovery:

(15min)

1%

Low Moderate Good

< 20% 20 - 29% ≥ 30%

WORK

Length of work periods: 9h 6min

Amount of recovery during work: 0min

Low Moderate Good

< 10 min 10 - 29 min ≥ 30 min

SLEEP

Self-reported sleep quality:

Length of sleep: 7h 22min

Poor Moderate Good

< 5,5h 5,5h - 7h ≥ 7h

Amount of recovery during

sleep:
3% < 50% 50 - 74% ≥ 75%

Quality of recovery

(Heart rate variability):
30 ms 0 - 24 ms 25 - 51 ms ≥ 51 ms

PHYSICAL ACTIVITY

Physical activity index: 22/100 (minor health effects)

Low Moderate Good

0 - 29 30 - 59 60 - 100

Vigorous physical activity 0min

Moderate physical activity 0min

Light physical activity 1h 6min

ENERGY EXPENDITURE

Total energy expenditure:

1757 kcal

Vigorous & moderate physical activity 0 kcal Other 1570 kcal

Light physical activity 187 kcal Steps  3974

20.01.2017 12:07

www.firstbeat.com/work-well-being

Enhancing
performance
through
improved
resilience

Employee Health 

& Wellbeing





Lifestyle assessments

• Group explanation of programme

• Individually fitted with HR monitor for 
72 hours at work and at home

• Asked to complete diary of events

• Receive Lifestyle Assessment report & 
feedback in 1-2-1 session with coach

• Set agreed goals

• Regular updates with coach on 
progress (via telephone, email and in 
person at pre-set intervals)

LIFESTYLE ASSESSMENT

  Person: 11693

Age

Height (cm)

Weight (kg)

Body Mass Index

27

170

69

23.9

Activity Class

Resting heart rate

Max. heart rate

6.0 (Good)

48

200

Measurement:

      Start time

      Duration

      Heart rate (low/avg./high)

Fri 25.11.2016 08:54

21h 6min

58 / 76 / 127

Additional information:  Alcohol 4 units
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09:00 10:00 11:00 12:00 13:00 14:00 15:00 16:00 17:00 18:00 19:00 20:00 21:00 22:00 23:00 00:00 01:00 02:00 03:00 04:00 05:00

S
t
r
e
n
g
t
h
 o
f
 r
e
a
c
t
io
n

60

80

100

120

140

160

180

H
e
a
r
t
 r
a
t
e
 (
b
e
a
t
s
/
m
in
)

15 min with the

strongest stress

reactions.

No recovery during the

daytime.

Alcohol weakens

recovery during sleep.
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all going on at once 15min
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Driving 24min
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Going home 15min

Netflix 23min

9h 6min 7h 22min
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Stress reactions
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Other state

10%
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84%
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(17h 43min)

84%

More than
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Less than
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> 60% 40 - 60% < 40 %

Amount of recovery:

(15min)

1%

Low Moderate Good

< 20% 20 - 29% ≥ 30%

WORK

Length of work periods: 9h 6min

Amount of recovery during work: 0min

Low Moderate Good

< 10 min 10 - 29 min ≥ 30 min

SLEEP

Self-reported sleep quality:

Length of sleep: 7h 22min

Poor Moderate Good

< 5,5h 5,5h - 7h ≥ 7h

Amount of recovery during

sleep:
3% < 50% 50 - 74% ≥ 75%

Quality of recovery

(Heart rate variability):
30 ms 0 - 24 ms 25 - 51 ms ≥ 51 ms

PHYSICAL ACTIVITY

Physical activity index: 22/100 (minor health effects)
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Vigorous physical activity 0min
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ENERGY EXPENDITURE

Total energy expenditure:
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Vigorous & moderate physical activity 0 kcal Other 1570 kcal

Light physical activity 187 kcal Steps  3974
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www.firstbeat.com/work-well-being
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Measuring resilience



Building resilience

1. COPING

2. CARING



1. Coping: help yourself



What you put in…



How you keep it working 
properly…



How you switch off…



Not all sleep is the same…



2. Caring: help others 
(and yourself!)

-30%



It’s all about you!



What can I do?

• Think about LOAD as the issue, not stress

• Understand your own load and how you can 
reduce it:
• Better sleeping, eating, drinking

• Exercise

• Take time out

• Think about how you might cope better 
(reframing)

• Improve your personal resilience

• Look out for others… and help yourself in the 
process!



Feedback

Wow! …I’ve made 

some small but 

significant changes to 

my world and these 

changes have really 

made a big 

difference.

I really enjoyed the whole 

experience of being able to see 

the areas of my lifestyle that 

could be impacting on how I feel.

I found the whole 

process interesting 

and have already 

made some really 

positive changes to 

my lifestyle since 

wearing the 

monitor.

Happier, more energetic, takes 

better breaks at work and is 

enjoying his time with his 

children more than he ever – a 

real success story!



• Staff satisfaction
• Staff retention +62% (vs network average)

• 92%+ rating of programme by staff

• 13% increase in staff positivity

• Sales & Profitability
• New car unit like-for-like sales +31%

• Profit per unit sold (combined new & used) +12%

• Aftersales parts sales +14%

• Aftersales labour sales +16%

• Customer satisfaction index
• CSi scores (combined sales & aftersales) +16% 



“We have been able to build a strong business 
foundation and culture with the help of the REP, 
with consistent uplifts in performance, customer 

satisfaction and colleague retention levels at 
multiple sites throughout our group.”

Chris Taylor, Vertu Honda

“I have seen real, positive improvements 
in sales, profit, customer satisfaction and 
the attitude of our staff. Importantly the 
team love it and it delivers commercial 
success as well.”

Stephen Scott, Holdcroft Honda

“REP is the best training we’ve 
ever run here. It works on every 
level, improving our business and 
developing our people.”

Ian Gibb, Yeomans Honda

“I’m a supporter of the REP because the 
programme delivers, simple as that. It’s 

coaching that improves sales by 
developing our understanding of both 

our customers and our colleagues.”

Warwick Humphries, HSH Motor Co Ltd

“Honda continues to run the REP within its retail network. The 
business believes it contributes greatly to the brand’s industry-leading 

delivery of customer satisfaction and high levels of customer 
retention and we are continuing to see upward trends this year.”

Rebecca Stead, Head of Network Development, Honda UK



‘You’ve got to start 
with the customer 

experience and
work backwards

for the technology.’
Steve Jobs



Right staff, 
right skills, 

right coaching 
& training, 
recognised

career paths 
Julia Muir, Founder

UK Automotive 30% Club “ENGAGED EMPLOYEES 
are aware of the business 
context, and work with 
colleagues to improve 
performance within the 
job for the benefit of the 
organisation. The 
organisation must work 
to develop and nurture 
engagement, which 
requires a two-way
relationship between 
employee and employer.”

Institute of
Employment Studies



• Change is needed

• Different demands on employees in 
automotive retail’s future

• Need to attract and retain new staff – both first 
time workers and those from other sectors

• Staff expecting more flexible working 
conditions and investment by employers in 
them (training, support, etc.)

• It’s not about pay, it’s about well-being

What we’ve learnt



Propensity to change

• Under 30s more likely to change lifestyle 
following assessment, but also more likely to 
need continuing support

• Over 30s need more convincing but, once they 
make a change, more likely to stick with it

• Different support demands for different 
groups/individuals

• One size does not fit all!



What’s next?

• Re-assess and analyse Honda staff

• COPING: more focused lifestyle programmes

• CARING: link to development of emotional 
intelligence

• Expand Resilience Index to other brands 
and industry sectors to start building 
comparison benchmarks to drive 
improvement



Resilience is all about 
bouncing back…

…so, let’s start today!



www.experienceinsight.co.uk

01344 317948

info@experienceinsight.co.uk

Thank you!


