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Why CX? Why Now?

Customer experience (CX) is no longer just a discipline; it’s the basic ingredient for
growth. Keeping customers longer, growing revenues faster, and improving profit
margins are just a few reasons why now is the time to invest in CX.

THE URGENCY TO INVEST IN CUSTOMER EXPERIENCE
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customer loyalty.
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ging Millennials surpassed Gen X as the

it harder to retain talent. largest generation in the workforce.®

MOST COMPANIES HAVE A LONG WAY TO GO

84% of firms aspire to be a But only 1 out of 5 companies
CX leader.* delivers good or great CX.°
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Firms lack discipline in the six competencies to execute great CX consistently.®

CUSTOMER DESIGN MEASUREMENT

UNDERSTANDING

Only 16% believe their Only 36% require prototyping Only 50% have modeled how

customer-facing employees can and iteration. overall CX quality influences

summarize the full arc of the customer behavior.

experience.

PRIORITIZATION DELIVERY CULTURE

Only 49% know what key Only 33% of firms require Only 33% formally evaluate how

experiences are. soft-skills training for customer-centric executives are
customer-facing employees. before offering them a job.
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GREAT CX DRIVES BUSINESS RESULTS
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leaders over laggards’ premium of customers who
have excellent versus very
poor experiences?®

companies with engaged
employees®

1-800 Contacts Southwest Delta Air Lines
12% increase in customer 43 consecutive years $3 million reduction in
retention® of profitability™ costs to serve customers’?
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