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APPENDIX

METHODOLOGY

In November 2022, Genesys worked with Actionable Research, an respondents, the industries represented were banking, government,
independent research firm, to survey 5,157 consumers and 646 CX healthcare, insurance, manufacturing, professional services, retail,
decision-makers in 18 countries worldwide. Among the business technology and telecommunications.
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Cx LEADERS survey CX Leaders by region

646 respondents

Asia-Pacific North America Europe Middle East Latin America
/Africa
Respondents by job title Respondents by industry
Customer Service Head/VP/Director INNNGGE. 27, Retail/eCommerce NG, 187,

Healthcare I, 167,

Chief Technical/Information Officer NG 15, .
Technology I 137

Customer Experience Head/VP/Director NG 15/, Government N 13,
- I 11),
Contact Center Head/VP/Director NG 13, Banking

I 6.
Insurance 6L

Other C-Suite/Senior Management [N 12/, = 0

g 2. Professional services e

Chief Customer Officer NN 107, Manufacturing M

Telecommunications T 4/,
Utilities NN 47,
Chief Experience Officer [l 47, Other NS/

Customer Support Head/VP/Director i 9’
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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

Improving employee experience with new technology ﬁ 43/

(or by connecting existing technology)

Learning and development, career-pathing, and leadership development) — 44/
Driving self-service adoption to improve efficiency — 43/
Using data and Al for customer understanding and personalization ﬁ 42/
Improving performance management for remote/hybrid working ﬁ 407, ‘
Enhancing data capabilities for real-time insights, analytics, and reporting ﬁ 36/
Navigating the impact of new regulations ﬁ 28/ ‘
Shifting from a channel-focus to customer journey-focus ﬁ ?8%
Reducing costs to serve I 287,
Improving hiring strategies and employee value proposition ﬁ 267,
Developing a strategy for engaging customers in the metaverse ﬁ YA YA ‘
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What are your company’s biggest strategic customer experience priorities for the next 1-2 years? (Select three)

Healthcare

Improving employee experience with new technology ﬁ 48%
(or by connecting existing technology) ; 1 1 1
Improving hiring strategies and employee value proposition i 47’
Enhancing data capabilities for real-time insights, analytics, and reporting ﬁ a1, ‘
Learning and development, career-pathing, and leadership development ﬁ 407,
Reducing cost to serve ﬁ 39
Improving performance management for remote/hybrid working ﬁ 338%
Using data and Al for customer understanding and personalization :ﬁ 1381
Driving self-service adoption to improve efficiency ﬁ 357
Shifting from a channel-focus to customer journey-focus ﬁ 23 %

Developing a strategy for engaging customers in the metaverse ﬁ 26/

Navigating the impact of new regulations ﬁ 2?/
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What are your company’s biggest strategic customer experience priorities for the next 1-2 years? (Select three)

Retail

Enhancing data capabilities for real-time insights, analytics, and reporting ﬁ 47%
Improving employee experience with new technology i 47/
(or by connecting existing technology)
Using data and Al for customer understanding and personalization i 49/
Improving performance management for remote/hybrid working ﬁ 43/
Driving self-service adoption to improve efficiency ﬁ 42/
Developing a strategy for engaging customers in the metaverse i 33/
Improving hiring strategies and employee value proposition 1ﬁ 3371
Learning and development, career-pathing, and leadership development ﬁ 33/
Reducing cost to serve ﬁ ?8 o ‘

Shifting from a channel-focus to customer journey-focus ﬁ Tl/

Navigating the impact of new regulations i 9/
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What are your company’s biggest strategic customer experience priorities for the next 1-2 years? (Select three)

Government

Improving employee experience with new technology ﬁ 49 A

(or by connecting existing technology)

Learning and development, career-pathing, and leadership development i 48/
Enhancing data capabilities for real-time insights, analytics, and reporting i 44/
Improving performance management for remote/hybrid working ﬁ 42/
Reducing cost to serve ﬁ 33 T ‘
Using data and Al for customer understanding and personalization i ;8%
Improving hiring strategies and employee value proposition i 367,
Driving self-service adoption to improve efficiency ﬁ 37 ‘
Developing a strategy for engaging customers in the metaverse ﬁ 307,

Navigating the impact of new regulations ﬁ ‘24/
Shifting from a channel-focus to customer journey-focus ﬁ ‘24){,
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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

Implementing a customer experience platform that integrates systems | 59,
Using natural language understanding in voice and digital channels ﬁ %1%
Developing/refining bot strategy to improve self-service and engagement ﬁ4%
Improving and simplifying the contact center employee desktop experience ﬁ?ﬂ
Connecting technology and data to deliver an omnichannel experience ﬁ?ﬂ
Re-architecting the technology environment to mitigate regulatory risk ﬁ?%
Improving knowledge management systems [ 33,
Automating contact center operational processes ﬁ%%

(scheduling, reporting)

0% 10% 20% 30% 40% 50% 60%
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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

Implementing a customer experience platform that integrates systems [ 497,
Re-architecting the technology environment to mitigate regulatory risk [N 51,
Developing/refining bot strategy to improve self-service and engagement [ NEGNGNNEEEE 47’
Automating contact center operational processes [ 43
(scheduling, reporting)
Migrating customer experience technology to the cloud ﬁ 43,
Using natural language understanding in voice and digital channels [N 417,

Connecting technology and data to deliver an omnichannel experience ﬁ 337

Improving knowledge management systems [ 297,

Improving and simplifying the contact center employee desktop experience ﬁ 187,
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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

Implementing a customer experience platform that integrates systems [ 7
Re-architecting the technology environment to mitigate regulatory risk i 627,
Developing/refining bot strategy to improve self-service and engagement ﬁ 607,
Using natural language understanding in voice and digital channels ﬁ %8
Automating contact center operational processes [ 52
(scheduling, reporting) _
Migrating customer experience technology to the cloud ﬁ 477,

Improving and simplifying the contact center employee desktop experience ﬁ 267,

Improving knowledge management systems [N 33

Connecting technology and data to deliver an omnichannel experience ﬁ 33
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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

Implementing a customer experience platform that integrates systems

Automating contact center operational processes
(scheduling, reporting)

Migrating customer experience technology to the cloud

Using natural language understanding in voice and digital channels
Re-architecting the technology environment to mitigate regulatory risk
Developing/refining bot strategy to improve self-service and engagement
Improving and simplifying the contact center employee desktop experience
Improving knowledge management systems

Connecting technology and data to deliver an omnichannel experience

. ¢
. 54
. a8
. 46
I 44,
I, a7
. 331

I g

I 277,
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Where are you on your journey to providing an omnichannel experience to your customers?

We offer multiple channels for We offer multiple channels We offer several different We are considering following We do not provide an
customer interactions with for customer interactions channels for customer an omnichannel strategy but omnichannel experience
completely integrated with some connectivity of interactions but are yet to have yet to make meaningful for our customers and
technology and connected technology and data. connect the underlying plans in this space. we have no plans to.
data. We are able to gain Further integration is technology or data.

insights and make a priority for us.

adjustments in real time.

B Financial services M Healthcare [ Retail M Government
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To what degree is your organization currently delivering personalized customer experience?

Financial services

@ 2%

Healthcare

Retail

Government

M Highly personalized B Somewhat personalized M Not at all personalized
M Mostly personalized M Hardly personalized
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To what extent is your organization minimizing customer effort in the customer journey?

Financial services

@ 2%

Healthcare . 5%
Retail . 5%
Government @ @ . 4%
M Highly personalized B Somewhat personalized M Not at all personalized

M Mostly personalized M Hardly personalized
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What is (or would you expect to be) the annual employee turnover rate in your contact center?

29..

Financial 24 Z 23% _ —

services Healthcare

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

Increased cybersecurity  [NNENEGNNGEGEGEGEEEEEEEEE 4
Ability to add new capabilities/features/channels faster ﬁ 43]
Better access to data across channels ﬁ 437
Enhanced reporting and analytics ﬁ 277
Improved disaster recovery/business continuity I 35/,
Scale resources on demand [N 332
Simplification through a single interface NG 33

Enabling remote or hybrid working [ 31
Reduced cost to serve ﬁ A VA

Better address changing geographical support needs ﬁ 127,

0% 10% 20% 30% 40% 50% 60%
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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

Better access to data across channels

Increased cybersecurity

Ability to add new capabilities/features/channels faster
Enhanced reporting and analytics

Enabling remote or hybrid working

Reduced cost to serve

Simplification through a single interface

Improved disaster recovery/business continuity

Scale resources on demand

Better address changing geographical support needs

. o
. 477,
I 44
I, 43
I, a3,
I 407,
. 35
I 33
I o7

I 17
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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

Ability to add new capabilities/features/channels faster ﬁ %1
Better access to data across channels ﬁ 477,
Enabling remote or hybrid working ﬁ 43’
Increased cybersecurity [ 437,
Simplification through a single interface i 47’
Scale resources on demand ﬁ 297,
Enhanced reporting and analytics [ 29
Reduced cost to serve ﬁ 277
Improved disaster recovery/business continuity GG 317,

Better address changing geographical support needs ﬁ 167,
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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

Better access to data across channels

Ability to add new capabilities/features/channels faster
Enabling remote or hybrid working

Increased cybersecurity

Reduced cost to serve

Improved disaster recovery/business continuity
Simplification through a single interface

Enhanced reporting and analytics

Scale resources on demand

Better address changing geographical support needs

l l l ' ' l 57%
ﬁ 96/
N 21
ﬁn/
iu/
ﬁ a8
I 44/
ﬁ a3
ﬁw

i 20
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