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Consumers value empathy
& human connection

64"

64% of US
consumers

and 59% of all
consumers feel
companies have
lost touch

with human
element of CX

82%

82% of US
consumers and
74% of non-US
consumers want
more human
interaction

Can we be more digital AND more human?
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Source: PwC, Experience is everything: Here’s how to get it right, 2018






Yes we can!

Empathy emerged

as a key organizational
capability in 2020

Requires deliberate design
' & orchestration:
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@ People

- Empathy can be trained
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Overwhelming Generational Shift Underway

Digital Service Channels Preferred?
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Boomers - 10% with Seamless Journey
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1. Dimension Data 2019 Global Customer Experience Benchmarking: “Which contact channel is most popular with the following age groups?”
2. 2019 NICE inContact Customer Experience (CX) Transformation Benchmark



Get Closer to Your Customers with Social
Messaging Channels

g ° WhatsApp & Messenger

(America’s, Europe) and WeChat

?Q beat SMS and emails in popularity.




Offer 30+ Digital Channels on One Platform




Thank You




