
83% of business executives face moderate to severe 
revenue & market share risks due to poor CX

Progressive CX leaders are investing in new technologies 
like Customer Data Platforms (53%) and Real-Time Decision 

Engines (45%).

Rethinking Customer Experience (CX) 
Strategies in a Post-Pandemic World

COVID-19 has changed the consumer’s mindset

 65% of consumers want the companies they engage with to 
improve CX - up from 59% in 2021 and 35% in 2019 (pre-
pandemic

 Three in five consumers (65%) in the US find a holistic 
experience with a brand to be more pivotal than advertising

Different Industries, Different CX Challenges

TECH Financial Services CPG & Retail

73% of tech companies 
believe they offer the best 
quality of their service, but 
54% of consumers strongly 

believe customer service 
is an afterthought for 

most of the businesses they 
buy from

95% of banking executives 

strongly believe legacy 
systems and outdated 

core banking modules are 
significant barriers to 

optimizing data and 
implementing customer-
centric growth strategies 

81% of consumers are 
more likely to buy from 

brands that use relevant, 
personalized 

communication
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Now and Beyond: CX Priorities for Leaders 

Investing in CX

Listening to 
customers

Working with an 
analytics partner to 

analyze data and find 
trends

Implementing 
competitor 

differentiation

Having an unified 
view and vision for 

CX

Focusing on 
the customer 

journey

Personalization

Measuring CX

Using neutral 

3rd party 

CX tools

Leadership 
commitment

Building a connected 
organizational 

structure

Partner with LatentView Analytics to:

Tapping into real-time consumer data and getting actionable consumer insights


Gaining a unified vision of the consumer


Focusing on the customer journey and offer personalization

References - 1 | 2 | 3 | 4 | 5 | 6 | 7

Fac Fac Fac Fsbd Fac
Fill in this form, and we’ll get in touch with you

www.latentview.com

marketing@latentview.com sales@latentview.com


Get in touch with our CPG Consulting Team  

https://www.latentview.com/taking-cx-in-tech-industry-to-the-next-level/
https://www.latentview.com/redefining-financial-services-cx-in-a-phygital-world/
https://www.latentview.com/the-cx-revolution-in-cpg-and-retail/
https://www.broadridge.com/_assets/pdf/broadridge-2022-cx-comms-report.pdf
https://www.pwc.com/us/en/zz-test/assets/pwc-consumer-intelligence-series-customer-experience.pdf
https://cdn2.assets-servd.host/paltry-coyote/production/exports/e6d2ad3810b8408ac6bbcbe592b60746/zendesk-cx-trends-2022-report.pdf
https://worldretailbankingreport.com/pdf/Capgemini_WorldRetailBankingReport_042022.pdf
https://cordial.com/resources/customer-engagement-guide/?utm_source=pr+newswire&utm_medium=content&utm_campaign=ss22+marketing+study&utm_content=press+release
https://resources.clootrack.com/customer-experience-challenges-by-102-cx-experts-0
https://www.pega.com/system/files/resources/pdf/pega-the-four-false-narratives-of-customer-experience-study.pdf
https://www.facebook.com/LatentView/
https://www.linkedin.com/company/latentview-analytics/
https://twitter.com/latentview
https://www.youtube.com/c/LatentViewAnalytics
https://www.instagram.com/latentview_analytics/
https://www.latentview.com/contact-us/
https://www.latentview.com/
mailto:marketing@latentview.com
mailto:consultingservices@latentview.com

