Today's customer journeys begin with web search, and long before they initiate
contact with an agent, they're self-serving their needs via the web and your
digital—and physical—channels.

Say goodbye to the linear,
predictable customer journey

O CUSTOMERS PREFER
DIGITAL CHANNELS

P

65% of customers prefer
self-service channels

to resolve simple
matters.'

Voice is decreasing in favor of text, email, and social media
for millennials and Gen Z.2

There's also increasing popularity of messaging apps like
WhatsApp, Facebook Messenger, and WeChat.?
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MAINTAIN A PRESENCE: FROM ANY
DIGITAL TOUCHPOINT ACROSS EVER
STEP OF THE BUYING JOURNEY

Your organization should produce exceptional customer
experiences throughout the full buying journey.

of customers use a

search engine like Google
to find solutions to issues.#
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80% of customers expect the
same level of service
regardless of where they
engage.®

CUSTOMER EXPECTATIONS?

03 DOES YOUR CX MEET TODAY'S

of customers have

backed out of

a purchase because it was
inconvenient for them.®

.

TRANSFORM EVERY
EXPERIENCE THROUGHOUT THE
ENTIRE CUSTOMER JOURNEY

87% of companies say
customers expect omnichannel
personalization.’

Today's customers have an
abundance of choices. They're
increasingly impatient with
brands that don't deliver on
their expectations.

Make better sense of today's
new reality and future-proof for
tomorrow. In this eBook, leading
CX experts discuss how to best
understand changing
digital-first customer
preferences and the tools and
strategies to implement to build
relationships that last.
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