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The Worst Part
Why the moment your customers hate most is the most valuable measurement in
your business, and why nothing you own is collecting it.

Somewhere in your business, right now, a customer is having the worst
experience your company will produce this week.
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“Your most unhappy customers are your greatest source of learning.”
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What was the worst part?
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“The confirmation email arrived after the courier did.”
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This is the graveyard. It is full of CX teams who collected excellent qualitative data,
presented it with real conviction, and were asked for a number they did not have.
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One is a company exceeding what a sceptic expected. The other is a company falling
short of what it promised. Your instrument reports the same 8, for one reason:
nobody took a reading before.
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Delivery window given as a day, not a time
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Always report the baseline distribution alongside the delta. A +2 against a mean baseline
of 88 and a +2 against a mean baseline of 41 are different results. Reporting the delta alone
would reproduce exactly the information-destroying move we spent section 3.2 criticising,
and we would deserve everything we got.
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An instrument that asks customers what the worst part was should be able to say what the
worst part of the instrument is. Section 9 is our attempt. If we have missed one, we would like
to hear it, and we will publish it.

For more information on WXI, visit wxi.app.
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