
7-77)

methodology
In November 2022, Genesys worked with Actionable Research, an 

independent research firm, to survey 5,157 consumers and 646 CX 

decision-makers in 18 countries worldwide. Among the business 

Consumer survey

Survey 
respondents 
by age group

appendix

respondents, the industries represented were banking, government, 

healthcare, insurance, manufacturing, professional services, retail, 

technology and telecommunications.
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CX Leaders by region

646 respondents

Respondents by job title

surveycX leaders 

Respondents by industry
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Industry data

What are your company’s biggest strategic customer experience priorities for the next 1–2 years? (Select three)

Financial services
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What are your company’s biggest strategic customer experience priorities for the next 1–2 years? (Select three)

Healthcare
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What are your company’s biggest strategic customer experience priorities for the next 1–2 years? (Select three)

Retail
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What are your company’s biggest strategic customer experience priorities for the next 1–2 years? (Select three)

Government
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Which of the following technology initiatives will you use to support your strategic priorities over the next 1–2 years? (Select three)

Financial services
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Which of the following technology initiatives will you use to support your strategic priorities over the next 1–2 years? (Select three)

Healthcare
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Which of the following technology initiatives will you use to support your strategic priorities over the next 1–2 years? (Select three)

Retail
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Which of the following technology initiatives will you use to support your strategic priorities over the next 1–2 years? (Select three)

Government
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Where are you on your journey to providing an omnichannel experience to your customers? 
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To what degree is your organization currently delivering personalized customer experience? 
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To what extent is your organization minimizing customer effort in the customer journey?
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What is (or would you expect to be) the annual employee turnover rate in your contact center?
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Which of the following technology initiatives will you use to support your strategic priorities over the next 1–2 years? (Select three)

Financial services
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Which of the following technology initiatives will you use to support your strategic priorities over the next 1–2 years? (Select three)

Healthcare
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Which of the following technology initiatives will you use to support your strategic priorities over the next 1–2 years? (Select three)

Retail
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Which of the following technology initiatives will you use to support your strategic priorities over the next 1–2 years? (Select three)

Government
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ABOUT GENESYS

Every year, Genesys® delivers more than 70 billion remarkable customer experiences for organizations in over 

100 countries. Through the power of the cloud and AI, our technology connects every customer moment across 

marketing, sales and service on any channel, while also improving employee experiences. Genesys pioneered 

Experience as a ServiceSM so organizations of any size can provide true personalization at scale, interact with 

empathy, and foster customer trust and loyalty. This is enabled by Genesys Cloud CX™, an all-in-one solution and 

the world’s leading public contact center platform, designed for rapid innovation, scalability and flexibility.

Visit us at genesys.com or call us at +1.888.436.3797.

Genesys and the Genesys logo are registered trademarks of Genesys. All other company names and logos may be trademarks or 
registered trademarks of their respective holders.  
© 2023 Genesys. All rights reserved.
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ABOUT GENESYS

Every year, Genesys® orchestrates more than 70 billion 

remarkable customer experiences for organizations 

in more than 100 countries. Through the power of 

our cloud, digital and AI technologies, organizations 

can realize Experience as a Service®, our vision for 

empathetic customer experiences at scale. With Genesys, 

organizations have the power to deliver proactive, 

predictive, and hyper-personalized experiences to deepen 

their customer connection across every marketing, sales 

and service moment on any channel, while also improving 

employee productivity and engagement. By transforming 

back-office technology into a modern revenue velocity 

engine, Genesys enables true intimacy at scale to foster 

customer trust and loyalty.

Visit us at genesys.com or call us at +1.888.436.3797.

Genesys and the Genesys logo are registered trademarks of Genesys. 
All other company names and logos may be trademarks or registered 
trademarks of their respective holders.  
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