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EXTRAORDINARY EXPERIENCES
RAISE THE BAR FOR BUSINESSES

540/0 say companies need to

transform how they engage with them

/
8 I O 7 3% | |
say one extraordinary experience

. . raises their expectations of other companies
Say experience IS as

important as products
and services

CUSTOMER JOURNEYS ARE FRAGMENTED,
YET CONNECTED ENGAGEMENT IS EXPECTED

780/0 prefer different channels

depending on context

@)
640/0 have used multiple devices to 6 4 /O

start and complete a transaction .
expect tailored

engagement based
on past interactions

CUSTOMERS ARE SHIFTING THE DIGITAL
TRANSFORMATION PLAYBOOK

75% 62

expect companies to use are open to the use of Al
new technologies to to improve experiences -
create better experiences up from 59% in 2018

CUSTOMER TRUST IS BOTH CRITICAL & ELUSIVE

630/0 think most companies aren’t

transparent about how they use their data

- -
73 /O 650/0 have stopped buying from

. . companies that did something distrustful
say trust In companies

matters more than
it did a year ago

-

CORPORATE VALUES SWAY BUYING DECISIONS

65% actively seek to buy from

environmentally sustainable companies

56% actively seek to buy from 6 80/0

philanthropic companies
won't buy from companies

with poor ethics

To see all the trends transforming customer
engagement in 2019, check out the full
“State of the Connected Customer” report:
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