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CUSTOMER EXPERIENCE:

A know-how guide for C-Level 
executives 



INTRODUCTION

When we at TEAM International say that 

one of our core values is being 

customer-centric, these aren’t just words 

for us. Having been in the business for 

over 20 years, we know a thing or two 

about the utmost importance of 

satisfactory customer experience (CX) 

and high-quality customer service. Winning 

partners’ trust is everything. However, 

these days, it’s no longer about simple 

human-to-human interactions. It’s now a 

futuristic fusion of technologies and 

human-driven service personalization. 

Today’s highly competitive markets 

make it extremely difficult to secure 

clients’ loyalty. The digital era pushes 

seamless and innovative CX to the 

forefront as one of the most critical 

differentiators for business success. 

It’s all about tracking customers’ 

behaviors online, analyzing big data to 

calculate the likelihood of trust in 

your brand, and offering 24/7 

tech-driven support.  

Is your organization well-equipped with the capabilities and 

knowledge to ensure sustainable growth with a modern digital 

customer experience? If you still doubt the answer, keep 

reading. We’ve created this white paper to help C-level 

executives get a comprehensive understanding of how to 

create a forward-looking digital CX strategy that will win over 

consumer loyalty, boost engagement, and increase business 

profitability.

It’s time to collect those five-star reviews for your services 

and create a lasting impact with your brand!
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THE STATE OF THE CURRENT 
CUSTOMER EXPERIENCE LANDSCAPE

Indeed, customer experience is now the 

cornerstone of business success across multiple 

sectors. From retail distribution and supply chain 

management to financial services and healthcare, 

organizations shift their focus from traditional 

marketing and product-centric approaches to 

customer-first strategies.

Nowadays, consumers have increasingly high 

expectations: they demand personalization, 

convenience, a variety of payment options, and speed. 

Moreover, the COVID-19 pandemic accelerated digital 

transformation, nudging many industries previously 

reliant on more traditional business models to adopt 

omnichannel approaches. Companies were pushed to 

integrate online and offline touchpoints to create a more 

cohesive customer journey.

86% of buyers are willing to pay more 

for a better customer experience.

CX-driven companies outperform 

their competitors by 80% in revenue 

growth.

87% of airlines and electronics 

consumers would purchase more after 

a 5-star experience.

69% of healthcare clients would 

repurchase again after a 5-star 

experience.

Source: Forbes; Forrester Research; Qualtrics XM
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Key industries leading the 
CX charge include:

Retail: Focusing on 

personalized e-commerce 

experiences and frictionless 

checkout processes.

Banking & Financial 

Services: Implementing AI 

chatbots, automated KYC, 

mobile banking apps, and 

secure yet convenient 

onboarding.

Healthcare: Adopting 

telemedicine, remote 

post-acute treatments, and 

AI to personalize patient 

care.

Telecommunications: 

Offering seamless support 

through digital assistants, 

self-service platforms, and 

automated tools.

WHY DOES CUSTOMER EXPERIENCE MATTER 
THAT MUCH?

Because it’s connected to your ROI, of 

course! The direct link between CX and 

business performance is simply 

undeniable. Companies prioritizing CX see 

measurable benefits, including increased 

customer loyalty, reduced churn, and 

higher sales.

Five-star experiences pave the way 

for your growth and expansion.

The higher the consumer satisfaction, the 

higher the loyalty and retention rates are for 

your business. This correlation works well even 

for expensive traveling because people are 

more likely to recommend and continue using 

first-class airlines after 5-star experiences 

rather than downgrading to cheap providers 

with a 1–2-star rating. The same applies to 

consumers in the hospitality industry, who are 

2.2x more likely to return to hotels after having 

a 5-star experience.
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The most prominent benefits you get with higher 
customer satisfaction:

Revenue Growth: Forrester’s study revealed that CX leaders 

grow revenues five times faster than laggards. Can you imagine 

the profits? A well-executed digital CX can boost customer 

lifetime value (CLV) and reduce acquisition costs by turning 

satisfied customers into brand advocates.

1

Brand Loyalty: Your company can create a memorable brand 

experience by improving digital touchpoints. And loyal customers 

are five times more likely to repurchase and four times more 

likely to refer new customers.

2

3

Reduced Costs: Efficient digital CX solutions, like AI-driven 

automation, can reduce your operational costs by at least 

25 percent and boost the customer satisfaction rating up 

to 90 percent by streamlining customer support and 

service processes.
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IF YOU WANT TO RETAIN YOUR CUSTOMERS, YOUR BRAND MUST TRULY 
IMPRESS THEM.

After a positive 

experience in the 

education industry, 

consumers are:

more likely to trust a 

college/university

more likely to recommend a 

college/university

more likely to purchase from a 

college/university

After a positive 

experience in the 

BFSI industry, 

consumers are:

more likely to trust a bank

more likely to recommend a 

bank

more likely to purchase from 

a bank

After a positive 

experience in the 

healthcare industry, 

consumers are:

more likely to trust a 

hospital/medical clinic

more likely to recommend a 

hospital/medical clinic

more likely to purchase from a 

hospital/medical clinic

1.9x

47 
points

2.1x

2.9X

60 
points

2.3x

2.6x

59 
points

2x

Source: Qualtrics XM Institute’s report “ROI of customer 
experience in 2024”
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MAJOR TRENDS DOMINATING 
THE CX MARKET
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In 2025, you must get ready for upcoming disruptions by embracing 

the latest digital trends shaping CX to stay ahead in the 

competitive landscape. However, while AI conquers the world, it’s 

essential to remember that the key to your organizational success 

is creating streamlined human-machine cooperation for your 

customers.

Here are the top five tech trends currently 

driving CX innovation across various industries.
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Hyper-personalization and human 
connection

#1

Rapid advancements in AI and big data 

analytics enable consumer-oriented 

companies to better understand their 

customers' needs, preferences, and 

behaviors. Consequently, they gain a valuable 

head-start in creating more matching service 

offerings and personalized customer 

experiences at scale. By leveraging consumer 

data collected from multiple business sources 

and well-trained ML models, firms can tailor 

recommendations, products, and content 

that meet individual expectations. 

Moreover, these insights also help CX 

executives determine which 

experiences should be 

automation-enabled, human-enabled, or 

human-driven but supported by AI in 

the background. Keep in mind that 

people want to be understood and 

crave personalization above all else. It’s 

all about connection, and AI isn’t always 

capable of providing this. So, make sure 

your hyper-personalization approach 

goes hand in hand with a human touch. 

Human connection still must be at the center of 
your winning automation strategy:

Two significant concerns customers have about AI

48% 45%
Lack of human 
connection

Poor quality of the 
interaction

48% of consumers
are comfortable interacting with a 
company’s AI assistant

Source: Qualtrics XM Institute
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AI-powered CX 
automation

Omnichannel 
integration

#2

#3

Let’s be honest. Using powerful AI and 

machine learning tools has already 

become ubiquitous in customer 

experience management. From 

chatbots to predictive analytics, 

artificial intelligence workers help 

automate responses, anticipate 

customer needs, identify behavior 

patterns, and resolve issues in 

real-time, leading to faster 

problem-solving and enhanced 

satisfaction. Meanwhile, your business 

gets the opportunity to cut operating 

expenses and your human employees 

gain more freedom to focus on 

creative and high-level tasks, 

improving their productivity and 

efficiency.

Seamless customer experiences 

across all channels, including mobile 

apps, websites, social media, and 

physical stores, are a must these 

days since consumer expectations 

are more demanding than ever. And 

every day, they provide CX experts 

with piles of valuable information 

across physical and digital locations. 

Businesses that leverage 

omnichannel platforms can ensure 

customer interactions are 

consistent and personalized 

regardless of the touchpoint, 

delivering uninterrupted services 

from anywhere at any time.

After all, if you ask your consumers 

about something, you have to listen 

to their response. 
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Self-service solutions#4

Aside from getting high-quality support from brands, customers also increasingly 

prefer to solve problems on their own. Accessible self-service tools across your 

digital touchpoints, such as online knowledge bases, 3D virtual fitting rooms, 

AI-powered FAQs, and interactive video tutorials, empower clients to get what they 

want while reducing the load on customer service teams. The good old approach of 

hyper-focusing on customer acquisition must remain in the past. The modern CX 

requires digital leaders to target retention and loyalty, which means providing 

customers with every tool they need during their pre- and post-purchase journeys 

alike.

How Satisfaction Impacts the Likelihood of Return by 
Channel/Journey

Digital channels
(chatbots, self-service tools)

Human channels
(contact centers, face-to-face, 
chatting with a real person)

2.1x

1.9x 1.9x

2.2x

2.7x

2.5x

Getting information Making a 
purchase

Receiving support

Source: Qualtrics XM Institute
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Data privacy and security#5

With growing concerns about data safety and the 

rising number of cyberattacks on companies in

almost every industry, consumers now expect full

control over their data. They entrust you with their

contact and payment details and will hold your business accountable if you don’t 

protect that information properly. That’s why customer-oriented organizations 

must integrate robust cybersecurity protocols and compliance frameworks, 

like GDPR, HIPAA, or CCPA. Only this way will they be able to build trust, while 

handling sensitive data, and meet all existing and emerging laws and 

regulations, such as the EU AI Act.

HOW TO FUTURE-PROOF YOUR CX STRATEGY:
12 PRACTICAL STEPS FOR 

C-LEVEL EXECUTIVES.

Your CX Strategy Roadmap

Identify the 
driving CX 
metrics

Elaborate a 
forward-looki

ng CX 
program

Earn customers’ 
trust and build 

stronger 
connections

Organize 
tech-savvy CX 

teams

Collect 
feedback 

across all digital 
touchpoints

Establish robust 
data collection 

and analysis 
frameworks

Use automation 
for CX speed and 

efficiency

Leverage AI and ML for 
proactive customer 

engagement and 
insights

Streamline digital 
touchpoints

Prioritize data 
security and 

privacy

Foster 
customer-centric 

product development

Invest in 
self-service 
capabilities

1 2 3 4

5678

9 10 11 12
11
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STEP 1
Identify the driving CX metrics

STEP 2
Elaborate a forward-looking CX program

STEP 3
Earn customers’ trust and build stronger connections

You must map out your goals and KPIs to track 

and measure customer experience success. So, 

select the right metrics applicable to your 

business model that will help you reach your 

targets and increase the value for money of 

your CX initiatives. The mission here is to 

eliminate any old and new experience gaps and 

make your CX management as efficient as 

possible.

A good starting point will be 
defining the consumer behavior 
patterns you want to drive in the 
first place. Then, outline critical 
drivers of those behaviors and 
establish continuous monitoring 
and tracking of your CX 
performance around those 
drivers.

Practical application: 

Practical application: 

Practical application: 

Understand what your customers need and lack when 

interacting with your brand. Listen to their feedback 

and create a program with activities you’ll implement 

to improve the experiences your company offers.

Define how you’ll be building 
emotional connections with your 
consumers and design products 
with features that they want. Also, 
set up well-established processes 
for delivering more effective and 
personalized support.

Simply following mechanics isn’t enough—you must 

prove you care to your clients. It means acting on 

their behalf and looking out for their interests 

above your own sometimes. To secure customers’ 

loyalty, avoid those traditional one-size-fits-all 

approaches when delivering CXs.

Give your frontline teams all the 
tools, data insights, and time they 
need to provide each customer with 
the right amount of attention and 
meaningful interactions.
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STEP 6
Establish robust data collection and analysis 
frameworks

Invest in advanced data management automation to 

drive personalization, maximize your CX program’s 

value, and improve decision-making with real-time 

analytics reports generated and delivered to you 24/7. 

By equipping your organization with such digital 

workers as well-trained AI and ML models, you’ll get a 

deeper understanding of the data your teams collect 

and ways to leverage it for business growth. And 

these tools will also open new frontiers for your CX 

strategy by enabling your experts to process 

customers’ language or behavioral signals fully 

automatically, deriving actionable insights on the 

intent, sentiment, and effort.

Seek modern, AI-powered data solutions 
that allow for collecting, cleansing, and 
transforming all types of 
information—structured, 
semi-structured, and unstructured. 
Remember that the main goal is to 
separate real signals from the noise. You 
can also benefit from the Data 
Management as a Service approach 
to save costs and accelerate time to 
market. 

Practical application: 

Key benefits of turning data 
automation into an enterprise 
growth asset

Increased operational 
efficiency 
Thanks to reduced manual 
workloads, faster problem 
resolution, and easier 
identification of CX issues’ 
root causes.

Enhanced customer 
satisfaction 
Due to a better 
understanding of customer 
feedback and efficiently 
leveraging the major drivers 
of satisfaction and loyalty.

Better agent and service quality 
Due to the improved evaluation of every 
customer interaction and identification of 
behaviors that drive positive customer 
outcomes and compliance.

Significant cost reduction 
Thanks to the reduced number of complaints 
and calls and their duration because your CX 
experts can predict possible customer issues 
and anticipate people’s needs, optimizing the 
self-service options offered by your company.

80%
of consumer data collected 
by companies will be 
unstructured by 2025.
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STEP 4
Collect feedback across all digital touchpoints

STEP 5
Organize tech-savvy CX teams

Of course, classic surveys are good and still 

relevant, but advancements in digital 

technologies now empower you to listen to your 

customers 24/7 across all channels. Hence, 

ensure your teams capitalize on these 

capabilities by collecting insights from every 

feed and transforming them into strategic data 

analytics.

Practical application: 
Use all available social media channels and 
contact touchpoints to gather behavioral 
cues and customer insights that will allow 
you to tap into unsolicited feedback and 
unstructured data. Look for crucial 
frustration and satisfaction markers, 
online reviews, forum discussions, and 
other places where people talk about your 
brand.

People and technologies are two essential parts 

of your organizational success. Combining the 

best of both worlds, physical and digital, will 

empower your workforce to boost productivity 

and enhance human connections. It's not about 

replacing half of your staff; it's about giving your 

employees the right technologies to unlock 

powerful business intelligence, discover new 

sources of customer insights, and enable them 

to serve customers better.

Practical application: 
Foster close cross-department 
collaborations, where the marketing team 
members’ impact will help your operational 
team improve their business processes, 
and so on. Identify which digital 
transformation solutions your teams need 
and the areas those will cover and set the 
stage for bridging the gaps in customer 
pain points with these tools. As your 
company and its CX management mature, 
keep tracking this evolution’s progress 
and assess all positive and negative 
changes. Revise your CX strategy every 
six, 12, and 18 months. 
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STEP 7
Leverage AI and ML for proactive customer 
engagement

You should begin by applying AI-driven analytics to 

understand customer behavior in real-time. 

Intelligent automation tools help analyze trends, 

customer pain points, and engagement patterns, 

allowing companies to make data-backed decisions. 

AI assistants will also empower your CX 

professionals to deal with frictions and 

frustrations quickly and more effectively, 

providing consumers with the personalization they 

seek.

However, as we’ve said earlier, it’s imperative to 

define which specific areas in your operations are 

eligible for AI-enabled automation and which aren’t. 

So, you will have to ensure that you’re spicing up 

your artificial intelligence initiatives with human 

supervision to combine the best features of both 

worlds. Show your clients that you leverage AL and 

ML responsibly, not just for the sake of cost 

reduction.

Use AI to build customer 
segmentation models that group 
consumers based on behavior, 
demographics, and preferences. 
It’ll help you tailor marketing 
campaigns and product 
recommendations to specific 
audiences. Additionally, adopt 
predictive AI tools to enable your 
operational department to 
anticipate customer needs before 
they arise. Whether it’s proactive 
customer service or personalized 
product recommendations, 
artificial intelligence can turn 
reactive support into proactive 
solutions.

Practical application: 

STEP 8
Streamline digital touchpoints

Customers expect the same quality of service whether they 

interact with your brand through a mobile app, website, or 

in-store. So, while building your omnichannel strategy, you 

have to establish a seamless experience across all digital 

platforms by integrating systems that guarantee 

omnichannel consistency. It’ll help you eliminate customer 

frustrations caused by disjointed experiences. Aligning digital 

and physical channels creates holistic CX and builds brand 

trust.

Ensure all platforms (mobile 
apps, websites, chatbots, and 
others) are well integrated and 
interconnected. For example, 
consumer data from in-store 
interactions should be 
accessible on digital platforms, 
allowing for a cohesive 
customer journey.

Practical application: 
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STEP 9
Use automation to accelerate CX

Automation is an essential element in 

improving the speed and efficiency of 

your CX processes. Implementing 

AI-powered chatbots, for instance, will 

enable your specialists to focus on more 

complex issues while digital agents handle 

routine customer queries.

Practical application: 

Use virtual assistants to automate 
repetitive tasks such as FAQs, product 
recommendations, and order tracking. 
This not only improves turnaround and 
response times but also frees up 
customer support resources for 
higher-level tasks. Make sure all the 
required tools are accessible 24/7 for 
customers and employees alike.

STEP 10
Prioritize data security

Process your customers’ information 

responsibly and ensure your business 

adheres to the latest data security 

standards. Give people complete 

transparency about collecting, storing, 

and using their data.

Practical application: 

Implement strict data governance 
policies and ensure compliance with 
major global data regulations (GDPR, 
CCPA, and others). Additionally, make 
sure you have incident response 
and anti-crisis plans with clear 
communication guidelines and steps 
for risk mitigation, damage control, 
and data recovery. It also helps to 
have a Disaster Recovery as a 
Service partner who will back up 
your data safely.
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STEP 11
Foster customer-centric product development

As an executive, you should aim to 

personalize products and services as 

much as possible to meet individual 

customer preferences. Again, 

intelligent automation solutions can 

help you here, too, by analyzing 

behavior patterns and crafting 

personalized CXs, from providing 

targeted recommendations to 

delivering unique content.

Practical application: 

Develop a personalization strategy by 
using consumer data to dynamically 
adjust digital content, email marketing, 
pricing tiers, and product features 
based on user behavior.

STEP 12
Invest in self-service capabilities

By offering well-designed self-service 

tools, your business can reduce the need 

for human support, cut operational costs, 

and improve customer satisfaction 

through quicker problem resolution. 

Self-service portals, chatbots, and 

AI-powered knowledge bases empower 

customers to resolve issues independently, 

often faster than waiting for customer 

service assistance. It’s especially valuable 

for high-load organizations during peak 

hours.

Design user-friendly, intuitive interfaces 
for your customer portals, FAQs, and 
virtual assistants to enable consumers to 
solve their problems quickly and efficiently. 
Ensure these tools are continuously 
updated with the latest company 
information and use automatically 
generated analytics reports to monitor 
customer interactions and identify 
potential areas for CX improvement.

Practical application: 
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KEY TAKEAWAYS

As businesses across industries embrace digital transformation, creating a 

world-class digital CX has become imperative if you want to stay in this race. The 

future of CX is now, and it’s your moment to gain a competitive edge and win over the 

market, shaping the new course for your company. You have to craft a robust, 

enterprise-wide digital customer experience strategy that will leverage the latest 

tech trends and innovative solutions to boost your ROI and reduce operating costs.

C-level executives must prioritize investments in CX personalization, omnichannel 

touchpoints, intelligent automation, and cybersecurity to deliver seamless, 

customer-first interactions that foster loyalty and growth. By leveraging advanced 

smart technologies like artificial intelligence, machine learning, big data analytics, and 

blockchain, companies can offer personalized, proactive services that not only meet 

but exceed modern customer expectations.

Moreover, it’s the only way to empower your frontline 

workforce across digital and physical locations to boost their 

performance and deliver more tangible results by eliminating 

costly delays and taking preventative actions when it comes to 

customers’ issues. Just keep in mind that it's a joint venture, 

and all your departments (sales, product development, 

marketing, and others) must work together in perfect sync to 

achieve your digital CX strategy's strategic and tactical goals.
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How innovative technologies drive CX success

AI-Driven Personalization

AI and ML algorithms track customer behavior across 
all channels in real-time and adapt marketing 
strategies based on individual preferences, making 
your customers feel valued.

Netflix and Amazon use 
AI-powered recommendation 
engines to tailor content 
suggestions based on user 
behavior.

Predictive Analytics for Proactive 
Engagement

Predictive big data analytics enable companies to 
anticipate consumers’ needs and resolve issues 
before they arise, improving overall customer 
satisfaction.

Digital Assistants for 24/7 Support

AI chatbots and virtual assistants speed up 
response times and improve customer satisfaction 
by ensuring that queries are handled quickly and 
round-the-clock.

JetBlue Airways uses a system 
that provides hyper-accurate 
forecasts tailored to specific 
airports and flight paths, 
allowing for proactive 
schedule adjustments, aircraft 
rerouting, and $300,000 to 
$600,000 savings per hub per 
year. 

Sephora and Bank of America 
use chatbots to answer 
customer inquiries, assist with 
transactions, and provide 
product recommendations, all 
without human intervention.

Intelligent Automation for Seamless 
Interactions

From automated onboarding processes to order 
tracking and customer follow-up, automation 
minimizes manual effort while delivering consistent 
customer interactions and reducing operating 
costs.

BloBlockchain for Enhanced Securityckchain

Blockchain solutions ensure the security and 
transparency of customer data, as they can verify 
customer identities without compromising privacy, 
building trust between brands and consumers.

Zara and H&M have integrated 
automated order systems, 
enabling real-time inventory 
management and streamlined 
product returns, creating a 
smoother customer journey.

IBM uses blockchain to develop 
a range of enterprise solutions 
that ensure the integrity of 
customer data in supply chain 
management, finances, and 
digital identity management.

#1

#2

#3

#4

#5

Use cases
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TEAM INTERNATIONAL AS YOUR TRUSTED DIGITAL CX 
PARTNER

Transforming the futuristic power of advanced technologies into your 
today’s success. 

We're a leading U.S.-managed enterprise in the digital transformation landscape 

with core service offerings that include custom software development, Data 

Management as a Service, intelligent automation, cybersecurity, UI/UX design, and 

managed cloud services. As a global company without borders, TEAM International 

has followed a facilities-light delivery model since 2004, harnessing modern tech to 

guarantee smooth service delivery from a variety of strategic locations 

encompassing the Americas, Europe, Asia, and Oceania. Official partnerships with 

Microsoft, AWS, Nintex, and UiPath enable us to cost-effectively elevate operations 

for market leaders such as Telenor, FIFA, Lufthansa, BCG, Atlas Copco, Swiss Re, 

Arrive Logistics, and others.

Contact us today to start leading next-gen innovations 
in your industry!
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