
Customer Experience Manager interview
questions
careertips.com.au: common questions and what they're really testing

What to expect
Interviews for a customer experience manager usually combine a process walkthrough, behavioural
questions about driving change through other teams, a scenario or case study based on real data, and a
technical conversation about the tools you use.

• Process: How you map a journey from start to finish, from scoping and data gathering to prioritising
fixes.

• Behavioural: Past examples of using customer feedback to identify a problem and then changing a
process or coaching staff.

• Scenario or case study: A satisfaction score drops or a complaint theme emerges, and you talk
through what you would do first.

• Technical or tool: How you use Qualtrics, Salesforce, Excel or Figma in your day to day work.

• Stakeholder and influencing: How you get product, IT and frontline teams to act on your
recommendations.

• Leadership and coaching: How you bring frontline staff along when service standards change.

Usually starts with a phone or video screen with a recruiter or hiring manager, then a deeper interview
with the manager and a peer from product or operations. Some employers ask for a short case study, a
journey map, or a data walkthrough, sometimes as a presentation to a small panel.

1. Walk me through how you would map a customer journey for a service you
have not worked on before.
Why they ask
This tests your process and whether you can start from scratch without relying on existing knowledge.

How to structure your answer
Walk-through structure: scope the journey, gather existing data and feedback, interview frontline staff
and customers, draft the map, validate it, then prioritise pain points by impact and effort.

Example answer

“I would start by clarifying the scope: is this a whole of business journey or one slice like onboarding
or complaints? Then I would pull together what already exists, such as call recordings, complaint
themes, survey comments and any process maps. Next I would interview a handful of frontline staff
and, if possible, a few customers, because they often point to workarounds that never show up in the
data. From there I would draft a journey map in Figma or on a whiteboard, marking each touchpoint,
the customer's goal, and the emotion or effort at that step. I would validate the draft with the people
who work in those touchpoints, then prioritise the pain points by how many customers they affect and
how hard they are to fix. The output is a map that the product, marketing and operations teams can
actually use to decide what to change first.”

2. Tell me about a time you used customer feedback to identify a problem
and then fixed it.
Why they ask
This is a core behavioural question for the role. Interviewers want to see that you can turn insight into
action and involve other teams.

How to structure your answer



STAR: situation, task, action, result. Keep the situation brief, spend most of the time on your actions and
the measurable or observable outcome.

Example answer

“At my previous employer, our quarterly NPS had slipped in the online returns process. I pulled the
open text comments from Qualtrics and matched them with Salesforce cases, and I could see a
pattern: customers were confused about whether they could return an item to a store that they bought
online. I ran a short workshop with the store and online teams, and we agreed on a single returns
policy message that would appear on the order confirmation and on the returns page. I also asked the
IT team to add a store returns option to the online portal. Within two months, returns related
complaints in the next survey dropped, and the store team told me they were spending less time
explaining the policy at the counter. The key was using the data to show it was not just a feeling, then
getting both teams in the same room to own the fix.”

3. You notice that NPS has dropped in one region over the last quarter. What
do you do?
Why they ask
This is a scenario question about judgement under pressure and how you work with incomplete
information.

How to structure your answer
Hypothesis driven: check data quality, segment the drop, read the qualitative comments, talk to frontline
and the regional manager, form a hypothesis, test a small fix, then measure. Explain how you would
keep people informed along the way.

Example answer

“First I would check the data quality: is the drop real, or has the survey changed, or is a small sample
skewing it? Then I would segment by store, product or customer type to see where the drop is
concentrated. I would read the open text comments for that region and listen to a few calls if possible.
Next I would talk to the regional manager and a few frontline staff to hear what has changed on the
ground, such as a new system or a staff shortage. I would form a hypothesis, for example a new
booking process is confusing, and test a small fix in one store before rolling it out. Throughout, I would
keep the regional manager informed and agree on what we will measure to know if the fix worked.”

4. How do you use Qualtrics and Salesforce together to track customer
satisfaction and report to leadership?
Why they ask
This tests technical fluency with the specific tools and whether you can turn data into a story for senior
people.

How to structure your answer
Tool explanation plus a specific example: describe how you design surveys in Qualtrics, analyse results,
link them to Salesforce case data, and present a simple dashboard or narrative to leadership.

Example answer

“Qualtrics is where I design and send surveys, then analyse the results by segment. Salesforce is
where I can see the actual customer interactions, cases and account history. I link the two by using a
common customer identifier or by matching survey responses to case records where possible. For
leadership, I build a simple dashboard in Excel or Salesforce that shows the headline NPS or CSAT
trend, the top three drivers from the open text analysis, and the actions underway. I avoid sending a
raw data dump. Instead I tell the story: here is the score, here is what customers are telling us, here is
what we are doing about it, and here is when we will check again.”



5. Describe how you brief product and IT teams on a change needed to fix a
recurring complaint.
Why they ask
This looks at stakeholder management and how you influence teams that do not report to you.

How to structure your answer
Situation, action, result, with a focus on how you handled pushback and kept the change on the agenda.

Example answer

“Last year we had a recurring complaint about confusing fees on our statements. I put together a one
page brief that showed the complaint volume, three customer quotes, and a simple flow of where the
confusion happened. I met with the product manager and the IT lead separately first, because they
had different concerns: product worried about compliance, IT worried about the backlog. I asked each
what they needed to see to prioritise the change. Then I brought them together with a proposed fix
that addressed both: a plain English explanation on the statement and a small change to the online
fee page. I followed up with a shared action list in Teams. The change went live in the next release,
and complaint volumes on that issue fell.”

6. How do you coach frontline staff when a survey flags a drop in
satisfaction?
Why they ask
This assesses your leadership and coaching approach, and whether you can improve service without
blaming individuals.

How to structure your answer
Coaching framework: observe, give specific feedback, practise together, follow up. Include how you
handle a team wide issue versus one person.

Example answer

“When a survey flags a drop in satisfaction, I start by looking at which team or shift is affected and
what the comments say. Then I spend time observing, either listening to calls or watching the counter,
so I can see the actual behaviour rather than guessing. I give feedback in private, focusing on one or
two specific behaviours and why they matter to the customer. We practise the new approach
together, maybe through a role play or a script, and I ask the person to suggest what would make it
easier. I follow up within a week to see how it is going and to reinforce progress. If the whole team is
struggling, I run a short refresher session rather than singling anyone out.”


