
Taking CX in Tech Industry

 to the Next Level 


But there is a 14% gap between the level of customer satisfaction and 
expectation in the software industry and 13% in the tech industry. 

Tech companies have seen a significant disruption during the 
pandemic in terms of how they operate, how consumers use tech, 
and how consumers interact with brands, which will continue post 
pandemic

The tech industry has been a backbone for several other sectors to 
adapt and stay resilient during the pandemic

Priority for tech companies post pandemic - to avoid common consumer experience traps, like lack of go-
to-market approach and personalized customer service, that hinder growth plans, and scale and drive 
innovations to meet the rising demand for solutions

Cloud computing, SaaS services, and a supply of resilient, purpose-driven, and adaptable tech and services 
will be the way forward  

CHAOS  TO  CONTROL

CX is a critical competitive differentiator - most technology and software companies focus 
more on tech innovation than market dynamics and often forget that customer experience is 

key to building a business.

According to Gartner, by 2023, B2B organizations with digital 
commerce offerings will see 30% more revenue and a 20% 
reduction in costs compared to competitors without B2B digital 
commerce sites



Tech companies need to prioritize enhancing the end-to-end 
customer experience through self-service platforms, digitization, 
and consumer data insights

reactive  to  proactive

PERCEPTION VS REALITY

Work with LatentView Analytics to track and understand your customer’s journey. Get 
insights on how your customers and prospects use various channels to interact with your 

company, and identify their pain points.
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Sources - Gartner, Zendesk, TCS, Business Wire

 The global Information Technology (IT) industry is predicted to reach nearly $12 trillion in 2025 at 
a CAGR of 9

 Industry Revolution 4.0 is reshaping operating models, but the pandemic has steered this 
revolution to a more customer-driven change toward digital interactions 

 Important to leverage the power of data and analytics to implement a customer-centric approach

CX is a primary driver for investments - 46% of tech businesses expect at 
least a 25% budget increase over the next two years to support customer 

engagement initiatives. 

73% of tech companies believe 
they offer the best quality of their 

service

54% of consumers strongly 
believe customer service is an 
afterthought for most of the 
businesses they buy from

2 in 3 tech leaders believe 
that customer service is a 

critical business priority

Less than 25% view customer 
service metrics daily

85% of tech business leaders 
agree agents play an important 

role in customer engagement and 
retention 

Only 27% of agents feel 
empowered and equipped 
with the correct information 
to do their work well

90% of consumers are willing to pay 
more for a personalized experience

Only 32% of tech agents are 
effective at finding information to 
meet consumer expectations  

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
https://www.gartner.com/en/documents/3994800
https://cdn2.assets-servd.host/paltry-coyote/production/exports/e6d2ad3810b8408ac6bbcbe592b60746/zendesk-cx-trends-2022-report.pdf
https://www.tcs.com/content/dam/tcs/pdf/Industries/hitech/abstract/Transformation-in-Technology-and-Services-Industry-in-Post-Pandemic-World.pdf
https://www.businesswire.com/news/home/20210909006056/en/Information-Technology-Global-Market-Report-2021-IT-Services-Computer-Hardware-Telecom-Software-Products---Forecast-to-2025-2030---ResearchAndMarkets.com

