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1 Infroduction: THE FUTURE OF DIGITAL
CX TRENDS & INNOVATIONS
SHAPING CUSTOMER EXPERIENCE

In an era where digital interactions have become an integral part of
our lives, businesses are undergoing a transformative shift in how they
deliver customer experience (CX). The convergence of technology,
data analytics, and customer expectations is shaping the future of
digital CX in ways that were previously unimaginable. Businesses that
prioritize Digital Customer Experience (Digital CX) are better positioned
to thrive in this era of heightened customer expectations and
technological advancements.

1,920 business professionals were asked to share their number one
priority for the next 5 years.

What is the top priority for your business
in the next 5 years? !

Customer Experience Pricing Product

1. hitps://www.superoffice.com/blog/customer-experience-statistics/
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By 2023, global spending on services and technologies that will allow
digital transformation is estimated to amount to $2.3 trillion?2

This e-book delves into the key trends and innovations that are driving
the evolution of customer experience in the digital age.

2 Digital Customer Experience
(Digital CX)

Digital Customer Experience refers to the quality of interactions and
engagements customers have with a business through digital channels,
platforms, and touch points. It encompasses all online interactions, from
browsing a website or using a mobile app to engaging with chat bots
and social media platforms. Digital CX aims to create seamless, user-
friendly, and personalized experiences that meet customer needs and
preferences in the digital realm.

3 Reasons why businesses invest in customer
experience

Addressing
each of these
reasons can
to improve cross-selling & positively
upseliing impact bottom
line revenue

to improve customer
retention

to improve
customer satisfaction

2. https://www.businesswire.com/news/home/20191028005458/en/Worldwide-Spending-on-Digital Transformation-Will-Reach-2.3-Trillion-in-2023-
More-Than-Half-of-All-ICT-Spending-According-tfo-a-New-IDC-Spending-Guide
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3 Key Elements of Digital CX

Almost a third of respondents will increase
their digital CX budgets by more than 25% in
the year ahead?

Expected increase in spending

® More than 50% 26 - 50% 11-25% 1-10%

20%

687

Of leaders plan to
increase their digital CX
expenditure by up to
25% in the coming

year

48%

Key Elements of Digital CX:
User Interface (Ul) and User Experience (UX): The design and usability of
digital platforms, ensuring they are intuitive and engaging.

55% of customers, including 68% of millennial/ Gen Zers, prefer digital
channels over traditional ones.4

3. Telus International conducted A survey with 250 enterprise leaders across the US and Europe in partnership with Stafista. The survey aimed to
know where the leaders want to invest in digital CX technology in 2023 and the key factors behind the decision.

4. https://c1 sfdcstatic.com/content/dam/web/en_us/www/assets/pdf/salesforce-state-of-the-onnectedcustomerreport-2019.pdf
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Digital CX metrics used to measure

70%
59%
60%
50% 45%
41% 40%
40% 38% 37% 35%
30% 27%
20%
10%
0%
Customer Retention First Contact Customer Net Customer  Average Churn Rate
Satisfaction Rate Resolution Effort Score Promoter Lifetime Handle Time
Score (FCR) (CES) Score (NES) Value (CLV) (AHT)

(CSAT)

Multiple answers possible

« Personalization: Tailoring interactions based on
customer data to create hyper-relevant experiences.

« Multichannel Engagement: Providing a consistent
experience across various digital channels and
touchpoints.

« Speed and Accessibility: Ensuring fast loading times
and easy access to information.

 Data Security and Privacy: Safeguarding customer
data and respecting privacy regulations.
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CRM systems, Al & customer analytics
are the most popular digital CX
investments for 2023

Digital CX investment priorities

Customer relationship management (CRM) system 42%
Artificial inteligence/Machine Learning 34%
Customer data & analytics 33%
Omnichanel/cloud contact center platform 30% _
Work from home/remote desktop 27% mé'? pecgljz?o;r !
Customer knowledge base 26% Cuéffgfyef{cir;f ggto
Agent assistance technology 25% investment priority
Enterprise mobility solutions 23%
Augumented/virtual reality 23% Despite areturn to
Online/smart FAQs 22% oﬂlﬁfﬁ“o‘?ﬂﬁigﬂ?
Interactive voice/visual response (IVR) 22% 'Srrg‘r’i'fr; ?'Or: 'r%fémiT
Chatbots 16% a quarter of the
Content moderation 15% respondents

Multiple answers possible

4 Importance of Digital CX

Importance of Digital CX:

« Customer Expectations: As digital interactions become integral to
daily life, customers expect businesses to provide seamless and
convenient digital experiences.

« Competitive Advantage: Superior Digital CX can differentiate a
business from competitors and attract tech-savvy customers.

« Personalization: Digital CX allows for tailoring experiences based on
customer data, enhancing engagement and satisfaction.
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 Global Reach: Businesses can connect with a broader audience
globally through digital channels.

« Efficiency and Automation: Automating processes through digital
platforms can improve efficiency and reduce operational costs.

5 Key trends and innovations that
— shape CX

« Personalization and Hyper-Personalization: Personalizing digital
experiences for customers was a significant trend. By leveraging
data analytics and Al, companies could tailor interactions based on
individual preferences, behaviours, and past interactions, creating @
more relevant and engaging customer experience.

« 44% of customers who experience personadlized shopping
experiences say they’ll become repeat buyers.

« Omnichannel Integration: Customers increasingly expected a
seamless experience across various touchpoints, including websites,
social media, mobile apps, chatbots, and in-store interactions.
Businesses strive to integrate these channels effectively to ensure a
consistent and coherent CX.

- Adobe recently uncovered that companies with the most robust
omnichannel customer engagement strategies achieve a 10%
Y-O-Y growth, a 10% increase in average order value and a 25%
increase in close rates®

« Al and Chatbots: Arfificial Infeligence is becoming more
sophisticated, particularly in chatbots and virtual assistants. These Al-
powered tools provided instant customer support answered queries,
offered product recommendations, and even facilitated
transactions.

5. https://www.adobe.com/content/dam/www/emea-assets/cxm-exp-cloud/total-economic-impact-aec-en.pdf
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Have you ever chaited with a chatbot?

5.5%

Can't remember Yes No

« Voice and Visual Search: Voice and visual search emerged as new
ways for customers to interact with digital platforms. Voice-activated
assistants like Amazon's Alexa and visual search technologies
enabled customers to search for products and services using images
from their smartphones or other devices.

« Data Privacy and Security: With increased digital interactions, data
privacy and security concerns were growing. Customers became
more aware of their data rights, leading companies to enhance their
security measures and transparent data handling practices.

AR and VR Experiences: Augmented Reality (AR) and Virtual Reality
(VR) provide immersive experiences, such as virtual try-ons for fashion
items or using AR to visualize furniture in a real-world space.
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« Subscription Models and Membership Programs: Subscription-based
models and membership programs models offered customers
ongoing value, exclusive content, and personalized experiences in
exchange for recurring payments.

« Social Commerce: Social media platforms were becoming more
integrated with e-commerce. Customers could discover and
purchase products directly within platforms like Instagram and
Pinterest, blurring the lines between social interaction and shopping.

 Real-Time Analytics and Insights: Advanced analytics tools allow
businesses to achieve real-fime insights into customer behaviours
and trends. This data empowered companies to make informed
decisions and adapt their strategies accordingly.

Real-time customer experience methodologies are retaining 55% more
customers compared to others.

- Ethical and Sustainable CX: As societal values shifted, customers
were increasingly considering the ethical and environmental impact
of their purchases. Brands prioritising sustainability and transparency
in their operations resonated more with conscious consumers.

« Remote and Hybrid Workforce: The pandemic highlighted the
importance of remote work and digital collaboration tools.
Companies were reimagining their workforce strategies to
accommodate remote and hybrid models, impacting how they
delivered CKX.

« Emotional Al and Sentiment Analysis: Al analyzed customer
sentiments and emotions. This helped companies gauge customer
satisfaction, identify pain points, and address issues proactively.
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Summation

In summary, Digital CX and CX are crucial aspects of modern business
strategy. Digital CX focuses on creating exceptional experiences in the
digital realm, while CX encompasses the entirety of customer
interactions, both digital and traditional. Both are vital for building
strong customer relationships, fostering loyalty, and achieving business
SUCCESS.

The future of digital CX is dynamic and promising. By understanding the
trends and innovations discussed in this e-book, businesses can position
themselves to thrive in the ever-changing landscape of digital
interactions. Embracing new technologies, data-driven insights, and
customer-centric strategies will be essential to delivering exceptional
digital CX that captures hearts, minds, and customer loyalty in the years
to come.
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