Pulse CXM:
Operationalizing

Al-Native Customer-

Led Growth

Turning high-volume customer

dialogue into verified

operational improvement.

From Insight to Execution

& NotebookLM



Moving from insight-heavy and action-light to a
closed loop where learning becomes growth.

The Definition The Inputs The Output
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Pulse CXM is an automated Customer Originates from Talking Product and A continuous operating model where
Experience Management system. It Talking Venue—interfaces where improvements are verified by reality.
operationalizes growth by turning customers “ask for help” rather than The loop is only closed when the
real-world customer conversations into giving feedback. This ensures customer need disappears, not just
prioritized actions, routing them to high-volume, context-rich data is when a task is marked done.

teams, and tracking execution. captured in the moment.

Key Insight: Productivity and efficiency are secondary. The focus is growth.
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The Universal Gap:
Why valid insights rarely
become verified outcomes

« Scattered Intelligence: Insights sit in
dashboards, reports, and meetings,

disconnected from the people who do the work.

 The Coordination Trap: Customer issues are
multidisciplinary (requiring product + ops +
policy changes). Manual coordination is
expensive and hard to scale.

 The Broken Loop: Issues resurface because
closure is never verified. Organizations learn,
but do not translate learning into sustained
value creation.

Value Creation

Organizational Friction

Most organizations collect feedback. What
fails is the conversion from signals into
owned work.
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The Input Shift: Replacing “Asking for Feedback”
with “Listening by Helping.”

Traditional Research (Extraction) Talking Product & Venue (Service)
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o Asking for Feedback o Asking for Help
o Periodic cycles o Continuous flow
o Low response rates o High adoption (useful first)
o Customer must recall details later o Real-time context (QR-first)
o Costly data collection o |nsight is a zero-cost byproduct

Key Concept: Context improves signal quality automatically. By capturing
the interaction at a specific touchpoint (e.g., entrance zone vs. food
court), we eliminate the need for the customer to explain the context.
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Inter Tight: The Operating Model: A continuous
loop from raw signal to verified closure.
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Pulse
Ingest & Organize

Recurrence
Monitoring

(<

Conclusions
Oversight

Actions

Al
Recommendation

&

Execution
Distributed Teams

Al serves as the cross-disciplinary coordination layer, interpreting natural language
and mapping dependencies to align improvements with organizational DNA.



Inter Tight: tight tracking: Pulse: Transforming

raw noise into coherent sessions.

Need help with my order

Hola, mi comida esta fria

3 Ticket #123 —_—

Can't find the exit

Urgent issue

Pulse
Engine

Session Object

Session #4922

Language: ES = EN (Auto)
Status: Active

Locality: Food Court Zone B

Time: 14:02 PM  Intent: Urgent Help

®  customer: jHola! Mi
comida esta fria y falta
una bebida.

(Hello! My food is cold and
a drink is missing.)

Context-Aware
Ingestion

Signals include

timestamp, source
locality, and

customer intent.

The Session Unit

Groups multi-turn
interactions into
coherent conversation
units. Teams see context,
not isolated lines.
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Actions: Al-driven translation of themes into
standardized recommendations

Core Function: The system

:
eyt | The Priorit
clusters themes, identifies  High Impact « y

(Scoring)
HEpengericigs eng The What __L, Recommendation: Update Signage in Zone B
avoids duplicates by (Specific Action) P 31
attaching new evidence to _
existing cards. Assigned To
The Who ___|

—> iliti
(Ownership) ® Facilities Team

Context
Source: Talking Venue [ Entrance Hall

Rationale

Why: 15 sessions this week indicate confusion about exit routes. &——+— The "u"'-r‘hj?r
Aligns with 'Safety First' DNA principle. (DNA Alignment)

Evidence
Attached: 3 related sessions

BBB
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Execution: Distributed ownership with clear dependencies

Solving the multidisciplinary coordination problem

Ops Team
/H Inspect current inventory .
ln Progress Fea tLI res:
| - Prioritized feed per team
, E!lﬂSi’?Btf ; Product Team - Simple states: Done,
roduct Defec S N * Needs Decision, Forward
caused by ” Redesign seal mechanism o nesplton ‘
Packagin : :
- Vs - No loss of information;

context travels with the
task

Marketing Team

 RERE e

Update website FAQ
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Conclusions: Governance, approvals, and strategic oversight

Management attention is reserved for high-leverage items, not routine sorting.

{

Management Dashboard

Pending Approval

Resolved

Archived

Budget increase for
Packaging

(Appmve) ( Reject )

Policy change for Refunds

(Appmve) ( Reject )

(¥ Update Signage in Zone B
(Completed)

(v Redesign seal mechanism
(Completed)

(v Update website FAQ
(Completed)

T Q1 Marketing Strategy
(Archived)

= Employee Feedback Loop
2023 (Archived)

Benefit: Ensures governance doesn't block the pace of execution. Management only sees

items requiring budget, policy changes, or cross-team coordination.
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Closing the Loop: Verification through Recurrence
Monitoring.

“Insight is not closed when the task is done,
but when the customer need disappears.”

Card Resurfaces with New Evidence

Signal Persists

System
Monitors
Signal

Task Marked
"DDnE"

Signal Volume 5 Validated
Drops ° Success
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Inter Tight: The Organizational Brain:
Aligning Al recommendations with your reality

DNA

Who we are

Inter Mission, Vision,
Strateqgy, Values

- The lens for
iInterpreting
signals.

]

Growth

What success looks like

Teams, OKRs, KPIs

—> The metrics for
measuring
prioritization.

Settings

How it is wired

Language, Reports,
Sources

—> The configuration.

This separation ensures that recommendations aren’'t random optimizations, but are
strategically aligned with the company's specific goals.
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Beyond Fixing: Discovering new value and
revenue opportunities

The pipeline that fixes friction is the same pipeline that discovers your next product.

New Bundles Add-on
Variants @ E Services +

Sizes, formats, or flavors Recommended sets based Digital extensions that
customers request. on usage patterns. increase delivered value.

Talking Product and Talking Venue capture intent and demand, not just complaints.
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Adoption Strategy: Start small,
prove the loop, then scale.

} Scale

Expand only after the
organization has operating

h maturity.
b Prove the Model
Run the full loop (Pulse >
Execution > Validation). Establish
ownership and cadence.
Pilot Scope This prevents

overcommitment and
ensures improvements
Improvements compound
rather than stall.

Select a small number of
products or limited venue zones.
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Value Proposition: CXM upgraded from
measurement to execution.

@A@ Higher Quality Learning

o Contextual, in-the-moment
@""Eﬂ signals via QR-first entry.

(G

Lower Cost

Insights produced as a byproduct

of helping the customer.

Faster Action
Automated routing and
dependency management

across teams.

7

Verified Growth

Recurrence monitoring proves
that value was delivered.

Pulse CXM: Al-Native Customer-Led Growth.
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