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Psyma’s
Customer Excitement 

Index (CEXI)

Why use Customer Excitement 
(CEX)?

How to measure CEX?

How to use CEXI?

Find out when & how users 
are not just satisfied but 
delighted!
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Why CEX
Customer Excitement Index

Supports in
 creating delight for your users
 throughout the Customer Journey
 by understanding their needs at every 

stage!

 Create Reason Why, Stickiness 
& Desire

 Promote customer loyalty & 
establish long-term relationship

 Uncover obstacles in customer 
journey

 Identify product / service issues

is more specific than satisfaction.

It includes 
 delightful experiences 

resulting in 
 customer loyalty and
 brand reputation.

Customer 
Excitement

Your goals 
with CEX?

Customer 
Excitement 

Index
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 Main goal: Keep users delighted across the entire Digital 
Customer Journey.

 Based on the aggregate impact of product content 
including visual presentation.

 With data from our range of benchmarking projects:

 Benchmarking of Car Manufacturer Websites / 
Dealer Websites

 Benchmarking of Social Media Platforms

 Benchmarking of Online Sales

CEXI
Customer 

Excitement 
Index

Customer Excitement Index
Psyma´s CEX Measurement across the Digital Customer Journey
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Customer Excitement Index
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CUSTOMER EXCITEMENT INDEX

After SalesPurchaseAcceptanceAwarenessVisibility

 CEXI depends on information and visual 
content provided per step in the 
customer journey. 

 Overall, CEXI exhibits a decrease until 
purchase step. Followed by an increase 
for after sales due to users´ changed 
expectations.

 Users arriving on OEM website start from 
a higher level. Online Sales discourages 
with lack of details. Social Media starts 
ok and commences disillusioned.

How to optimize CEXI?

CEX across Customer Journey (DE data)

Ø

Purchase within the next year Purchase within 6 months Purchase within 3 monthsLater purchase After purchase

OEM

Online Sales
Social Media
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Customer Excitement Index

Recently released models

Overview of model range

Technical specifications

Compare different models

Features & options

Use the car configurator

Pricing information

Promotions / 
advertised car offers

Financing / leasing
information

In-depth analysis: Get the details

Purchase within the next year Purchase within the 6 months Purchase within the 3 monthsLater purchase After purchase

 Gain a deeper understanding of user expectations & improve CEXI by assessing

 relevant content aspects for CEXI per step.

 respective verbatim comments.

Model overview information

Model detail information

Financing & offers

After SalesPurchaseAcceptanceAwarenessVisibility

Main information areas

Importance
of items:

lowhigh
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Customer Excitement Index
Get a Deeper Understanding of User Expectations

 Assigned verbatims depending on 
relevant item within the
Customer Journey on one click.
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Benchmarking of Car Manufacturer Websites

• In-depth evaluation & recommendations
• Benchmarks & Best Practice examples

Customer Excitement Index

Benchmarking of Online Sales
• In-depth evaluation & recommendations
• Best Practice Index, modular approach

Benchmarking of Social Media Platforms

• In-depth evaluation & recommendations
• Best Practice Index, modular approach

Understand user´s expectations across the Customer Journey.

Take part in at least one of our Benchmarkings and profit from further insights.

Benchmarking of Dealer Websites

• In-depth evaluation & recommendations
• Best Practice Index, modular approach



Offices in:  Barcelona  |  Beijing   |  Budapest  |  Detroit   |  Madrid  |  Mexico D.F.  |  Munich  |  Nuremberg  |  Philadelphia  |  Prague  |  São Paulo  |  Shanghai

Psyma Research+Consulting GmbH
Nuernberger Strasse 103
91207 Lauf an der Pegnitz
Germany

Tel +49 (0)911 99574-970
Fax +49 (0)911 99574-933
info-ebusiness@psyma.com
info-tkit@psyma.com
www.psyma.com

Interested? 
Contact us & 
request advice


