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You can’t transform something you don’t 
understand. If you don’t know and 
understand what the current state of the 
customer experience is, how can you 
possibly design the desired future state?

Annette Franz 

Founder & CEO of 
CX Journey Inc

Imagine the beginning of any meaningful 
relationship, a moment brimming with curiosity, 
hope, and the promise of connection. That was the 
mindset of our Senior Program Manager when 
stepping into a challenging program. The client 
was dissatisfied; the team wasn’t meeting the 
standards outlined in the Performance Work 
Statement, and frustration ran deep. Staff felt 
demoralized, burdened by constant complaints, 
while clients grew increasingly unhappy with the 
program’s performance and thirsty for change. 

Entering this environment, our Senior Program 
Manager carried that same sense of curiosity and 
optimism, determined to foster connection with 
both staff and clients. It didn’t take long to 
uncover the root of the turmoil: a profound lack of 
communication.

Misunderstandings had snowballed into conflict, 
eroding trust on all sides. Just like any relationship, 
whether with a friend, a partner, or a business client, 
everything begins with a simple exchange: a 
greeting, a question, a shared story. And in this case, 
rebuilding those exchanges became the first step 
toward restoring harmony and success. 

Just as in our closest relationships, customer 
experience (CX) thrives when both sides feel heard. 
The strongest connections aren’t built on how much 
we say, but on how well we listen. Every interaction 
is an opportunity to build trust, deepen 
understanding, and create a shared journey.
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Customer Experience is the sum of every 
interaction a customer has with your 
company; from the first spark of curiosity 
to ongoing support. It’s about more than 
products or services; it’s about how you 
make people feel, how you solve their 
problems, and how you show up for them 
repeatedly. Just as in our most valued 
personal relationships or family members, 
the real magic of CX happens when we 
listen deeply, communicate openly, and 
respond with genuine care. CX is a two-
way street with listening, conversing, and 
collaborating — not a one-way 
monologue. 

Every relationship starts with curiosity. In 
CX, curiosity begins with awareness — 
understanding who your customers are, 
what they value, and why they engage. 

This curiosity should then translate into 
greater attention and care. At A-TEK, we 
listen first. Before we deliver solutions, we 
ask: “What do you need most right now?” 

This practice transforms every first 
impression into the foundation for a lasting 
partnership. As highlighted in the VA 
Cookbook, customer experience is no 
longer a ‘nice to have’ in government, it is a 
core driver of mission outcomes, public 
trust, and operational efficiency.

Customer Experience (CX) has become 
a defining measure of performance 
across government and a strategic 
driver for mission outcomes. Agencies 
that invest in CX consistently deliver 
more integrated human-centered 
services, strengthening public trust, 
accelerating innovation, and achieving 
measurable cost avoidance and 
operational efficiencies. The VA CX 
Cookbook underscores this imperative 
recognition that successful 
transformations require more than 
intent; it requires the right conditions 
from the outset. By outlining the 
essential ingredients for CX 
implementation, the Cookbook provides 
agencies' leaders with practical 
blueprints to advance transformation 
and deliver lasting public value.

What is CX? 

Veterans 
Administration CX 
Cookbook
Founder & CEO of 
CX Journey Inc
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While a relationship starts with an initial 
conversation, its strength is determined by what 
follows. Do we genuinely listen, or are we just 
waiting for our turn to speak? In CX, the difference 
between a fleeting interaction and a lasting 
partnership lies in our willingness to pause, ask 
meaningful questions, and truly understand what 
matters most to the other person. For example, if a 
client expresses frustration about a recurring issue, 
we can show empathy by acknowledging their 
feelings and taking immediate steps to address the 
problem. Together, we can identify pain points early, 
prioritize solutions that align with the person's 
needs, and integrate them into our journey map with 
empathy and care. 

At A-TEK, we start every client journey by listening 
first. Before offering solutions or sharing expertise, 
we ask: “What do you need most right now, and What 
does success look like for you?” This simple act of 
attentive listening transforms first impressions into 
the foundation for trust, a trust that grows with 
every honest exchange and thoughtful response. 

As we walk this path with our clients, each milestone 
starts with the First Conversation, Understand & 
Align, Feedback & Growth, and Shared Success 
marks a step forward in our partnership.

Building Trust: 
Listening as the 
Foundation
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Communication is the bridge that connects us. 
Its pillars – Listening, Empathy, Transparency, 
and Growth – support every interaction, 
turning everyday exchanges into opportunities 
for partnership. Every relationship faces 
storms, misunderstandings, setbacks, 
moments when trust hangs in the balance. In 
Customer Experience, these turning points 
reveal the true strength of our partnership. On 
a former contract,  a client grew frustrated 
with project delays. The tension was palpable. 
Their emails became shorter, meetings more 
strained. 

Our Director of Customer Experience could 
sense the disappointment behind every word. 
Instead of rushing to defend our process or 
offer quick fixes, the Director closed her 
laptop, looked the client in the eye, and said 
calmly, "Tell me what's happening from your 
side."

That moment of vulnerability changed 
everything. By listening, truly listening, our 
team rebuilt confidence and set the tone for 
honest, collaborative problem-solving. The client 
later reflected, “You didn’t just fix the issue. You 
made us feel heard, and that’s what restored our trust.” 

In another instance, a technical outage disrupted a 
mission-critical system late on a Friday night. The easy 
route would have been to send a status email and wait  
for Monday. Instead, our program leader picked up the 
phone: “I wanted you to hear from me to understand the 
impact, and we are already working on it. We will be 
sending out official notification to the user community of 
the impact every hour until resolution. The final notification 
will be sent with the resolution of the issue.”

 Hourly updates followed, not just with facts, but with 
empathy. On Monday, the client said, “You didn’t just 
resolve the problem. You showed up for us.” These 
moments remind us: communication is most powerful 
when it’s honest, empathetic, and timely. By responding 
with care and transparency, we turn challenges into 
opportunities for partnership and lasting trust.

Navigating Challenges: 
Communication in 
Moments That Matter

Two-Way Bridge

Communication in Moments 
That Matter

Listening

Growth

Transparency

Empathy

A-TEK

Client
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Overcoming challenges together doesn’t just 
restore trust, it lays the groundwork for shared 
growth. Once the storm has passed, the true 
strength of a partnership is revealed in how both 
sides learn, adapt, and move forward. It’s in these 
moments of reflection and collaboration that 
relationships deepen, transforming obstacles into 
opportunities for continuous improvement. 

Our relationships grow like a deepening, 
interconnected root system anchored in 
communication and trust, expanding through 
feedback, innovation, and loyalty, continually 
strengthening the bond we share. 

After a recent round of quarterly surveys, our  
  leadership team gathered clients and staff for a   
    “Feedback to Forward” session. The room 
        buzzed with anticipation and a hint of 
          nervousness: would feedback be heard, or 
              would it vanish into a report?

Our Director of CX broke the ice: “We’re here to listen. 
What’s one thing we could do differently to make your 
experience better?” 

For a moment, there was silence. Then a client spoke 
up, voice steady but hopeful: “I’d love to see more 
transparency in project updates. Sometimes, it feels 
like we’re the last to know when things change.” 
Heads nodded around the table. Another client 
added, “When you asked for our input and made 
changes, it showed you value our partnership. We’re 
not just customers, we’re collaborators.” 

Within weeks, suggestions from that session, like 
clearer dashboards and more frequent updates were 
put into practice. The next time the team met, the 
atmosphere had shifted. One client smiled and said, 
“Seeing our feedback reflected in real improvements 
made us feel heard. That’s what keeps us coming 
back.”  For us, every improvement is more than a 
metric, it’s a sign of trust, a visible reminder that 
we’re growing together.  By inviting clients into 
conversations and acting on their insights, we 
transform growth from an abstract goal into a living, 
shared achievement: loyalty.

Growing Together: 
Partnership Through 
Continuous Improvement

Feedback

Innovation
Communication 

& Trust

Loyalty
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As relationships flourish and grow, it becomes 
essential to pause and reflect, checking in to 
ensure both sides remain aligned and connected. 
Just as friends or partners ask, “How are we 
doing?”, measuring the health of our CX 
partnerships helps us nurture trust, celebrate 
progress, and address needs before they become 
challenges. This is where meaningful metrics 
become the pulse of our ongoing journey together. 

In every relationship, it’s important to pause and 
ask, “How are we doing?” At A-TEK, we treat CX 
metrics not as numbers on a dashboard, but as 
reflections of trust, ease, and loyalty – the 
heartbeat of our partnerships. 

Just as a healthy relationship has a steady pulse, 
our CX metrics act as regular check-ins, ensuring 
our connection stays strong. Through Customer 
Service Surveys, Quarterly Performance 
Assessments, and open conversations, we listen 
for more than scores; we listen for stories. 

One client shared after a quarterly review, “It’s 
reassuring to know you care about how we feel, not 
just what we buy. Your surveys feel more like a 
conversation than a checklist.”

We use key metrics to guide our journey together:

Net Promoter Score (NPS): Measures how likely our 
clients are to recommend us, a sign of deep trust and 
satisfaction.

Customer Satisfaction Score (CSAT): Captures how 
supported and valued clients feel after each 
interaction.

Customer Effort Score (CES): Reveals how easy it is 
to work with us, because strong relationships should 
never feel like hard work.

Customer Lifetime Value (CLV): Shows the long-
term strength and sustainability of our partnerships.

But numbers alone don’t tell the whole story. After 
reviewing survey results, our team follows up with 
clients to ask, “What’s one thing we could do better?” 
These conversations help us interpret feedback, 
uncover hidden needs, and celebrate shared 
successes.

A long-time partner recently said, “You always follow 
up after surveys. It’s not just about the score, it’s about 
making sure we’re growing together.”

Measuring Relationship 
Health: Metrics That 
Tell Our Story

Heartbeat of CX Metrics

NPS CSAT CES CLV
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By regularly checking the pulse of our partnerships, 
we ensure that trust, understanding, and shared 
purpose remain at the heart of every interaction. 
These moments of reflection remind us that CX is 
not a destination, but an ongoing journey, one built 
on communication, care, and a commitment to 
growing together. As we look ahead, the story of our 
relationships continues, shaped by every 
conversation and every act of listening.

The A-TEK Partnership Roadmap represents the 
organization’s CX philosophy as an evolving journey, 
one that mirrors the stages of meaningful human 
relationships. A-TEK views every client interaction as 
a milestone on a shared path of trust, collaboration, 
and growth.

The roadmap begins with “First Conversations,”
where listening attentively and communicating 
transparently establishes a foundation of mutual 
respect and understanding. These initial interactions 
set the tone for partnership by focusing on empathy
           and responsiveness, key themes repeated 
                   throughout A-TEK’s CX framework.

Next, “Overcoming Challenges” reflects A-TEK’s belief 
in communication as the heart of connection. During 
times of difficulty, the company applies structured 
CX principles, active listening, feedback loops, and 
trust through transparency to strengthen alignment 
and ensure problems become opportunities for 
growth rather 
than setbacks.

“Growing Through Feedback” captures the 
continuous improvement philosophy outlined in 
A-TEK’s CX strategy. The company treats client 
feedback as a living pulse of the relationship, an 
essential mechanism for realignment, adaptation, 
and innovation. Each insight leads to improved 
experiences, enhanced communication tools, and 
renewed customer confidence. 

Finally, “Celebrating Successes” embodies the 
culmination of partnership maturity, where shared 
achievements reinforce loyalty and advocacy. 
A-TEK’s CX approach is anchored in empathy, 
transparency, and proactive collaboration that turns 
client satisfaction into enduring trust and long-term 
relationships.

The roadmap conceptually connects A-TEK’s CX 
tenets – communication, trust, feedback, and 
growth – as progressive stages in a customer 
journey that transforms transactions into 
meaningful partnerships.

A-TEK Relationship 
Journey in CX
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Our strategic action plan for CX Journey focuses on 
delivering exceptional client experience through 
clear communication, trust-building, and continuous 
improvement. 

Our Senior Program Manager  utilized a strategic 
action plan for a federally-managed program that 
lacked communication. The plan focused on 
delivering an exceptional client experience through 
clear communication, trust-building, and continuous 
improvement. It began with training the team to 
actively listen to the client and demonstrate 
empathy, followed by the development of 
standardized communication protocols to ensure 
consistency and responsiveness. Next, continuous 
feedback loops were implemented with both client 
and team members, along with regular check-ins 
and transparent progress updates.

Finally, the plan emphasized recognizing and 
celebrating wins by highlighting resolved 
challenges and acknowledging team 
contributions.

This approach was executed in three phases: 
Month 1 for Training and Protocol Development, 
Month 2 for Engagement and Feedback 
Implementation, and Month 3 for Recognition and 
Optimization. Success was measured through 
improved client satisfaction scores, reduced 
communication gaps, and documented 
enhancements to CX processes.

Roadmapping The Journey
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At A-TEK, we know that the heart of every 
partnership is found in the moments we choose 
to listen, to care, and to grow together. It’s not 
the metrics or milestones that define us; it’s the 
trust we build, especially when challenges arise. 

After a year of change and uncertainty with a 
long-time client, we sat together with no 
agenda, just a chance to reconnect. The client 
smiled and said, “What makes this partnership 
work isn’t just what you deliver. It’s how you show 
up for us, time and again.”

That’s the essence of Customer Experience. It’s not a 
department or a number, it’s a living relationship, 
shaped by empathy, honesty, and the courage to 
keep the conversation going. 

Our commitment is clear and forward-looking: to 
engage with integrity, communicate with 
transparency, and build trust through care. Because 
the future of partnership isn’t about transactions, it’s 
about transformation, fueled by listening, honesty, 
and shared ambition. 

Let’s keep building partnerships that last. Tomorrow’s 
partnerships start today with empathy at the core, 
listening as our guide, trust as our foundation, and 
bold ideas to shape what’s next.

You've got to start with the customer 
experience and work back toward the 
technology.

Steve Jobs 
Founder of Apple

Conclusion: 
Relationships 
That Last



Empower. Innovate. Impact.

Address: 1430 Spring Hill Road #450 
McLean, VA 22102
Website: atekinc.com
Email: info@atekinc.com
Phone: (703) 443-6900


