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The future of customer 
experience has feelings 
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Technology has shaped the 
experience of modern 
customer
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Emotions + Data = 
Understanding Experiences 

80% of consumers will switch brands 

due to poor customer experience
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Leading Practices:
The Future of Customer 
Experience  
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#1 Listen
Understand
Act  

Poor customer experiences 

result in estimated $83 Billion 

loss by U.S. enterprises each 

year
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#2 Remember that 

Purpose Matters  

Purpose driven companies have 

12x return compared to 

counterparts
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#3 Think B2B to B2C 

Watch the competition: Your 

customer’s last best consumer 

experience  
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#4 Lead with 

Diversity and Inclusion

Diverse Companies 

Produce 19% More 

Revenue



Supplier diversity lifts the 

perception of a brand 

valuing diversity. On 

average, it lifts scores  

between 25% and 70%



• 27 Feelings 

• Emotions and Data = Experiences 

• Listen

• Purpose Matters

• B2B to B2C

• Diversity drives Innovation 

• Lead with heart 
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