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CUSTOMER INTENT
INTELLIGENCE FRAMEWORK

MOVING BEYOND SEARCH INTENT TO HUMAN INTENT

Customer Intent Intelligence is the practice of decoding the motivations, needs, decisions,
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confidence levels, and desired outcomes hidden within customer signals.

MULTIPLE SIGNALS. A CLEARER PICTURE.
Customer intent is revealed through every interaction, across every channel.
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Customer behavior tells us what people do.
BEHAVIOR Intent reveals why they do it. i FROM
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What is the customer MOTIVATION DESIRED DECISION CONFIDEMCE ASSISTANCE RESOLUTION ADOPTION
trying to accomplish? INTENT OUTCOME INTENT INTEMNT INTENT INTENT INTENT INTENT
Why does this “What does What choice is What reassurance What guidance Was the need Will the solution
Uncovers the human . : ; ol
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Identifies the Understands Reveals the Identifies Surfaces Canfirms Ensures lang-tarm
trigger or need. the goal or decision context uncertainties support and satisfaction and value and
desired state, and criteria, and barriers, self-service needs, completion, engagement.
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Turning customer signals INTELLIGEMNCE ,.-'r INTELLIGENCE INTELLIGENCE J INTELLIGENCE IMTELLIGENCE
into measurable impact. What is happening?),a Why is it happening? / What does it mean? / What should we do? | What impact did it create? |
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SEARCH INTENT ANSWERS... CUSTOMER INTENT INTELLIGENMCE ANSWERS... EXECUTIVE TAKEAWAY THE RESULT
(What we see) (What it means) Organizations often stop at classifying I
What was searchad? % Why was it searched? customer behavior, Customer Intent £ pe
Intelligence extends beyend behavicr to D S :
What page is needed? > What cutcome is desired? uncover motivalions. desired outcomes, %{) WIETHINS: SEr Rt e
T decision drivers, confidence barriers, : ;
What content should appear? > What decision is being made? assistance needs, and measurable @ AL
What action cccurred? > What need triggered the action? s P ' Increased customer satisfaction
What journey did they take? > What support is still needed? DEEFER UNDERSTANDING. ;
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INTENT TO INNOVATE"

UMDERSTANDING WHAT CUSTOMERS NEED BEFORE THEY ASK.
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