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Navigating the Ever-Changing Landscape



Today’s consumers demand more due to tech advancements and info accessibility. CX Network notes 56% 

of businesses see rising expectations, with 90% perceiving greater impatience. PwC’s study with 15,000 

global customers found 2-3 bad interactions make 92% switch brands, and 97% of businesses admit to 

customer churn due to dissatisfaction.

Our whitepaper explores delivering top-notch customer experiences amidst complexity. We highlight trends, 

urging businesses to embrace digital transformation and omnichannel investments to stay competitive.
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Empowering Brands: 
Dynamic CX and Consumer Demands
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Meeting the Demands of Today's Consumers

When it comes to brands building a digital relationship with their customers, CX, or Customer Experience, 

refers to the overall perception and sentiment that customers have towards the brand based on every 

interaction they have across all touchpoints. This encompasses not only the functionality and usability of 

digital platforms but also the emotional connection and satisfaction derived from all interactions.

In the digital realm, CX involves delivering seamless, personalized, and meaningful experiences that meet or 

exceed customer expectations. This includes aspects such as website navigation, mobile app usability, social 

media engagement, email communication, online customer support, and any other interaction points.

Brands that prioritize CX in their digital strategies aim to create positive experiences at every stage of the 

customer journey, from initial discovery and consideration to purchase and post-purchase engagement. To do 

this well involves understanding customer needs, preferences, and pain points, then tailoring digital 

experiences to address them e�ectively.

Understanding Customer Experience (CX)

Elevating Digital Customer Experience:
Navigating the Ever-Changing Landscape
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Recent years have witnessed a paradigm shift in customer-business interactions, driven by the proliferation of 

digital channels and advancements in technologies like AI and data analytics. Key trends shaping the 

contemporary CX landscape include increased online usage, higher customer expectations, and the growing 

importance of self-service dynamics. Moreover, advocacy has emerged as a potent sales engine, emphasizing 

the significance of delivering exceptional experiences.

The Evolving Landscape of CX

Today’s consumers are more empowered than ever before, with access to a wealth of information and 

choices at their fingertips. Businesses, therefore must be agile and responsive, adapting their strategies to 

meet ever-changing needs and expectations of their customers. However, according to ZenDesk research, 

62% of CX leaders feel they are behind in meeting the increasingly instant demands of consumers.

In its report on the challenges business in APAC face, CX Network found that many CX practitioners struggled 

to build a customer-first corporate culture, which often loses precedence when company leaders are 

distracted by other corporate priorities, such as cost reductions or product development. In addition, siloed 

data and incomplete customer profiles complicate the progress of many CX projects, and poor data 

management blurs visibility on past purchasing behaviors and customer preferences.

Meeting the Demands of Today's Consumers

Key trends shaping the contemporary CX landscape: 
Figure 1

Increased Online Usage: 
Online growth needs a tech-

human balance for holistic CX.

Value-Seeking: 
Customers value experiences 

over money, emphasizing 

meaningful interactions.

Self-service Dynamics: 
While self-service is preferred for routine needs, 

human interaction remains crucial for complex queries.

Advocacy as a Sales Engine: 
Turning satisfied customers into advocates is 

a primary driver of sales growth.

Higher Expectations: 
Less patience means companies 

must surpass expectations with 

genuine care.

Increased
Online Usage

Higher
ExpectationsValue-Seeking Self-Service

Dynamics
Advocacy as a 
Sales Engine
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Mastering CX in APAC: 
Overcoming Top 10 Challenges

Key trends shaping the contemporary CX landscape:
Figure 2
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In light of these challenges, what are the key factors for business to consider when working to deliver an 

innovative and personalised customer experience? 

Delivering outstanding CX

Exercise empathy

Personalize the experience to individual customers - map personalised customer journeys

Take an omnichannel approach to customer experience

Monitor customer satisfaction levels regularly
Collect and use customer feedback
Look for ways to exceed customer expectations – go above and beyond

1.

2.

3.

4

5.

6.

Source: Freshworks, A Guide To Great Customer Experience 

Create customer personas: Develop detailed profiles of your target audience segments to understand 

their demographics, preferences, and pain points. This enables businesses to personalize their o�erings 

and communications to resonate with each customer segment.

Tailor content and messaging: Use customer data and insights to customize content, recommendations, 

and marketing messages for individual customers. By delivering relevant and personalized experiences, 

businesses can increase engagement and foster stronger customer relationships.

Map personalized customer journeys: Analyze the customer journey at various touchpoints and tailor 

experiences based on individual preferences and behaviors. Mapping personalized customer journeys 

ensures seamless transitions between channels and enhances the overall coherence and e�ectiveness of 

the customer experience.

Understand the customer’s perspective: Put yourself in the shoes of your customers to comprehend 

their needs, desires, and pain points. This empathy-driven approach allows businesses to tailor their 

o�erings and interactions accordingly.

Listen actively: Actively listen to customer feedback, whether it’s through direct communication channels, 

social media, or reviews. This helps in identifying areas for improvement and addressing customer concerns 

with empathy and understanding.

Anticipate needs: Proactively anticipate customer needs based on their past interactions and behaviors. 

By predicting what customers might require next, businesses can o�er timely solutions and enhance the 

overall customer experience.

Exercise Empathy1

Personalize the Experience to Individual Customers 2



Seamless integration: Ensure consistency and continuity across all customer touchpoints, including 

online and o�ine channels. An omnichannel approach enables customers to interact with the brand 

seamlessly across multiple platforms and devices, enhancing convenience and accessibility.

Unified customer data: Integrate data from various channels and systems to create a unified view of the 

customer. This allows businesses to deliver personalized experiences and provide relevant 

recommendations based on the customer’s entire interaction history.

Cross-channel communication: Facilitate smooth communication and engagement across di�erent 

channels, such as email, social media, chat, and phone. An omnichannel approach enables customers to 

switch between channels seamlessly while maintaining context, improving satisfaction and retention.
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Take an Omnichannel Approach to Customer Experience3

Implement feedback mechanisms: Collect customer feedback through surveys, reviews, and ratings 

to gauge satisfaction levels and identify areas for improvement. Regularly monitoring customer 

satisfaction helps businesses stay responsive to evolving needs and preferences.

Analyze customer metrics: Track key performance indicators (KPIs) related to customer satisfaction, 

such as Net Promoter Score (NPS), customer retention rate, and customer lifetime value. Analyzing 

these metrics provides insights into overall satisfaction levels and helps in measuring the 

e�ectiveness of CX initiatives.

Monitor Customer Satisfaction Levels Regularly4

Use customer feedback to drive continuous improvement initiatives and address pain points in the 

customer journey. By acting on feedback promptly, businesses can demonstrate their commitment 

to customer satisfaction and loyalty.

Solicit feedback at every touchpoint: Encourage customers to provide feedback throughout their 

journey, from initial engagement to post-purchase interactions. Collecting feedback at various 

touchpoints helps businesses understand the customer experience holistically and identify areas 

for enhancement.

Analyze feedback data: Gather and analyze customer feedback data to uncover pa�erns, trends, 

and recurring issues. This qualitative and quantitative analysis provides valuable insights into 

customer preferences, pain points, and areas of improvement.

Implement feedback-driven improvements: Use customer feedback to inform strategic decisions 

and prioritize initiatives that will have the greatest impact on customer satisfaction. By acting on 

customer feedback, businesses can demonstrate responsiveness and dedication to meeting 

customer needs.

Collect and Use Customer Feedback and Act on it 5



Anticipate needs: Proactively identify opportunities to anticipate and fulfill customer needs before they 

arise. This proactive approach demonstrates foresight and commitment to customer satisfaction, fostering 

loyalty and advocacy.

Provide personalized surprises: Delight customers with unexpected gestures or rewards tailored to their 

preferences and behaviors. Personalized surprises show appreciation and recognition, strengthening the 

emotional connection between the customer and the brand.

Resolve issues with empathy and urgency: Prioritize customer concerns and complaints with empathy 

and urgency, aiming to exceed expectations in resolving issues promptly and satisfactorily. Going above 

and beyond to address customer challenges demonstrates dedication to customer success and builds 

trust and loyalty over time.
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Look for Ways to Exceed Customer Expectations6

The Role of 
Emerging 
Technologies
in CX

Emerging technologies like generative AI and advanced chatbots are 

revolutionizing CX by o�ering faster, more personalized, and e�icient 

experiences. Looking ahead, CX leaders are increasingly integrating 

generative AI into their touchpoints, leveraging chatbots as digital agents, 

and prioritizing data privacy and security. Data protection and cybersecurity 

remain top priorities for CX leaders, underscoring the importance of 

seamless and secure customer journeys.

Vertis recognizes the potential of these technologies and guides its clients 

in leveraging them to enhance customer interactions, drive business growth, 

and stay ahead in an ever-changing business landscape.

CX Trends 2024

Chatbots - Quickly transforming into digital agents that 

have the capacity to do more.

Role of agents - Disconnect increases between CX 

leaders and agents on everything related to AI: strategy, 

tools and role impact.

Security in CX - Security is no longer an add on but is 

seamlessly incorporated throughout the customer journey.

Online shopping - Live and immersive experience 

are now heavily influencing the future of online shopping.

Generative AI - Will hasten the delivery of a more 

humanised journey that feels personal and interactive.

Data privacy- CX leaders are the new drivers of data 

privacy as AI and personalisation take on a greater role.

AI transparency and decision making - Now the 

norm, not the exception.

Voice + phone support - Voice is carving out a more advanced 

role focused on handling complex and escalated issues.

Instant personalization - The demand for quality 

experiences includes these ingredients: speed, anticipation 

and hyper-personalised delivery of relevant information.

Agent management tools - Predictive agent management 

tools are finally surpassing traditional methods.
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Unlocking CX Excellence: 
Business Impact & Industry Insights

Investing in CX excellence isn’t just a feel-good strategy; it directly impacts the bo�om line. Businesses that 

excel in CX enjoy benefits such as enhanced customer loyalty, reduced operational costs, and increased 

employee satisfaction. For instance, companies with highly engaged employees report 20% higher sales, 
highlighting the correlation between employee satisfaction and CX success.

Companies that excel in CX enjoy several benefits: 

The Business Impact of CX Excellence 

Lessons from Industry Perspectives

Customer Loyalty: A superior CX ensures customers stay longer, buy more, and become loyal advocates. 

Cost Reduction: Satisfied customers are easier and cheaper to serve, reducing operational costs. 

Employee Satisfaction: Employees thrive in an environment where CX is a priority, leading to longer 

tenures  and job satisfaction.

Globally renowned brands prioritize CX and continuously reinvent 
themselves to o�er meaningful value to consumers. 

For example, Amazon has evolved from a product-centric approach to a service-centric one, 

focusing on delivering exceptional experiences across every touchpoint. 



The Vertis Approach to Outstanding CX 

Vertis champions outstanding CX through innovation and expertise. Our approach revolves around three key principles:

Innovate: We blend technology and creativity to craft unique digital experiences, rejecting one-size-fits-all solutions.

Elevate: With deep CX knowledge, we surpass expectations, elevating client brands and leading in digital transformation.

Create: As trusted CX advisers, we guide clients through challenges to produce meaningful outcomes aligned with brand 

objectives.

In conclusion, elevating digital customer experience requires a strategic approach that prioritizes customer-centricity, 

leverages emerging technologies, and continuously optimizes digital touchpoints to ensure a positive and memorable 

experience for customers interacting with the brand online.

By embracing these principles, businesses can navigate the ever-changing landscape of CX and deliver innovative 

experiences that resonate with customers, driving long-term success.

Author: Paul Hourihane 

CSO Vertis 

Whilst reasonable e�orts have been made to ensure that the information and content 

of this product was correct as at the date of first publication, neither Vertis Digital nor 

any person engaged or employed by Vertis Digital accepts any liability for any errors, 

omissions or other inaccuracies.

Readers should independently verify any facts and figures as no liability can be 

accepted in this regard - readers assume full responsibility and risk accordingly for their 

use of such information and content.

Any views and/or opinions expressed in this product by individual authors or 

contributors are their personal views and/or opinions and do not necessarily reflect the 

views and/or opinions of Vertis Digital

Disclaimer
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