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DIGITALLY 

CONNECTED 

Empowered Customers are Changing the Rules 
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SOCIALLY 

NETWORKED 

BETTER 

INFORMED 
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Responsiveness 
Å Proactive problem identification 

and resolution 

Å Rapid delivery and execution 

Å Immediate response to customer 
needs 

Convenience 
Å Making my life easier 

Å Simple and fast interactions 

Å Any time, any place, any device 
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Customer Expectations Continue to Rise 

Reliability 
Å High quality products 

Å Exceptional customer service 

Å Accurate, on time delivery 

Å Personalized offers 

Å Tailored products and services 

Å Helpful information 

Å é based on individual needs 

 

Relevance 
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Customer Experience  

Has Become the New Competitive Battleground 



Healthcare/Other 

71% 

73% 

86% 

90% 

92% Telecom Companies 

High Tech 

Non-Profits 

Travel/Other 

80% 
of companies 

rate customer 

experience as 

a top strategic 

objective 


