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CX in a new era of  
customer expectation
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In the digital world, expectations and behaviors shift with bewildering 

speed. Consumers are quick to bring new tools into their daily lives. 

And then they expect more — and more. 

The way that people interact with brands has changed in 

fundamental ways. The modern customer journey, from interest 

to purchase to support, is more complex than ever, and highly 

individual. For brands that understand their audiences and get the 

customer experience right, this new reality spells opportunity.

However, before a brand can differentiate with CX, it needs to assess 

the gap between what customers expect and what the brand can 

deliver today. For all the attention companies give to customer 

experience, a widening CX gap persists. Those brands that dig deep 

into the current trends and make smart decisions to improve CX 

management will be well positioned to outpace the competition.

Customer experience in 
unprecedented times

of customers stop doing 
business with a brand they love 
after only one bad experience.132%

1   PwC, Experience is Everything: Here’s How To Get It Right, 2018. 
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Three megatrends are shaping the future of 
customer experience and widening the gap between 
expectations and experiences:

CX drivers and trends

1. Generation Z

The very nature of commerce is changing before our eyes as 

Generation Z increases its spending power. Younger consumers 

discover products on social media, instead of visiting a website. They 

are happy to chat with a human or AI-powered chatbot or brand rep to 

get the information and support they seek, as long as it’s immediate. 

2. Shoppable social media

Social content leads naturally to social purchasing. Why leave one 

place to buy elsewhere when you can tap a button to complete 

the transaction? Brands have to find ways to provide a consistent 

experience, even across third-party channels owned by others.

4

of customers are at least 
somewhat likely to buy based 
on experiences alone.274%

2  Forbes Insights and Arm Treasure Data, Proving the Value of CX: How to Place Customer Experience at the Center of Your Business.
3  Insider Intelligence, Social Commerce 2021: Social media and ecommerce convergence trends brings growth opportunity for brands, 18 May 2021.

Forecasted 2021 
US retail social 
commerce sales.3

$36.09B
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3. The service economy

People are thinking differently about things today. Why own a 

product forever when you could just as easily borrow it for just the 

moment you need it? Welcome to the service economy, where 

subscriptions win the business.

5

the amount that the Subscription Economy® grew over 
nine years up to the end of 2020, according to Zuora. 
(And, the uptick is only expected to continue.)4

435%

4  Zuora, Subscription Economy Index™, 2021 (via What’s New In Publishing)
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of decision-makers see seamless, 
omnichannel experiences as the 

most important factor when 
delivering quality experiences.5

In a world where customers have infinite choice, many brands may fail to 

appreciate the importance of a seamless experience across touchpoints. 

People expect a business to follow their whims and remember their 

preferences. In fact, a recent study revealed that consumers see this as a 

top priority, while businesses rank seamless experiences much lower on 

the list (see right).

Organizational structure and technology limitations only widen the gap. 

When separate teams manage different pieces of the puzzle, the customer 

has a disjointed experience. Information must be repeated at each stage of 

the journey, and the feeling becomes one of frustration rather than delight. 

By contract, memorable experiences happen at the right time and place, 

with a 360-degree view of the customer at all times.

Defining the CX gap
of consumers say a seamless 
experience across all devices 
and channels is a top priority.5

42%

11%

6

5  Wunderman Thompson, Experiences Customers Want, 2020.
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Empathy:  
The heart of CX

Extraordinary experiences 
come from empathy. 

Brands that deliver authentic and personalized interactions create a 

foundation for emotional connection. Empathy fosters loyalty, which 

is key to increasing revenue in a subscription-driven economy.

7

“Emplifi’s personalized dashboards allow us to 

analyze the most important metrics fast and 

timely, so that we can adjust our content strategy 

at the right time.”

YoY increase in 
average interactions 
per Facebook post+644%
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Number of brands that  
improved CX quality in 2020:7

To provide the kind of experience that consumers expect, brands need 

to develop greater depth and breadth in their understanding of target 

audiences. All aspects of marketing, sales and support must be linked 

to form a single view of the customer, with the hand-off between teams 

invisible to end-users.

Brands that succeed in bringing marketing, commerce, and care together 

into a unified platform will hear the voice of their customer and know 

without a doubt which experiences to amplify and when. They will lead 

with empathy, always.

Many business leaders recognize this importance: According to IDC, 

$641B is expected to be spent on CX technologies in 2022, over $130B 

more than in 2019.8 At the same time, Adobe and Econsultancy report 

that companies defined as CX leaders were three times more likely to 

outpace mainstream organizations on company performance in 2020.9

Closing the CX gap

6  Forrester, Predictions 2021: Customer Experience, Oct 2020.
7  IDC, Spending on Customer Experience Technologies Will Reach $641 Billion in 2022, According to New IDC Spending Guide, 2019 (via Press Release) 
8  Adobe and Econsultancy, 2021 Digital Trends Report.

14%
in 2019

27%
in 2020
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“Emplifi enables us to offer more 
comprehensive, real-time support for 

our flight attendants using their existing 
in-flight handheld devices. We’ve also 

uncovered actionable insights into how we 
can continue to enhance the experience.” 

Emplifi’s unified CX platform gives brands the power to optimize digital 

interactions and deliver an integrated flow of experiences, regardless of 

device or medium. This is real, omnichannel experience management, 

integrated throughout with Voice of the Customer analytics to capture 

feedback and insight. In this way, Emplifi allows brands to meet fast-

changing expectations across touchpoints in marketing, commerce, and 

care, for stronger loyalty and recurring revenue.

The CX advantage: 
Acquire, engage, support

9

“Emplifi Social Marketing Cloud is the 
best in class at social data availability, 

product evolution, and customer 
service… Emplifi sees the value and long-
term potential of having happy clients, 

and it shows in everything they do.”
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Why Emplifi?

•	 Now serving 7,000+ global brands

•	 20+ years helping brands optimize customer journeys

•	 28+ million social profiles monitored

•	 Over 1 billion customer interactions handled monthly

•	 138 million Voice of the Customer data  

points analyzed daily

•	 Unified CX platform that brings together  

marketing, commerce, and care

 

Are you ready to empathize with customers and amplify 

the right experiences? Learn more about us at emplifi.io 

Turn empathy into action.

https://empli.fi/udv5B
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About Emplifi

Emplifi is the leading unified CX platform that brings marketing, 

care and commerce together to help businesses close the customer 

experience gap. More than 7,000 brands, such as Delta Air Lines, 

Ford Motor Company and McDonalds, rely on Emplifi to provide their 

customers with outstanding experiences at every touchpoint.

For more information, visit emplifi.io

© 2020-2021 Emplifi Inc. All rights reserved. Emplifi™ and Empathy, amplified.™ 

are trademarks of Emplifi Inc. All product names and logos are trademarks or 

registered trademarks of their respective owners.
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