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Customer Expectations
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What level of experience 
do customers expect

How are businesses 
meeting these 
expectations

What can technology do 
to help with this

PRESENTATION TITLE
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Make it easy for me

Give me a personalised 
Experience

Listen to me and 
improve

What experience do customers 
expect?
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Make it Easy - Make it Personal
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Effort

Goal achieved? How easy was it? How did it make you 
feel?

25% 25% 50%

Goal CX

Customer Experience

Emotion

Source: Forrester CXI 
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Point of 
Contact Next Point of 

ContactDip in 
experience

Feedback 
Opportunity

Listen to me and improve
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What are Businesses doing? 
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Personalised context 
based calls.

Personalised context 
based webchat.
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What are Businesses doing? 
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InApp context based 
Connections
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How can new technology help?
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No IVR Call delivery / 
Dynamic contact direction -

Speech analysis and 
QA feedback -

True seamless 
channel shifting  -

Proactive outreach  -


