CX TRENDS:

THE 2021 EDITION
7 trends for navigating
the new customer
and employee landscape

Turn the page on
CX innovation

In just a few months, COVID-19 has dramatically altered
how we work, our priorities, plans, and the ways we engage
with brands and customers.
These are consequential times as business leaders look to
position their companies to not only survive but thrive in
a rapidly evolving market.
Businesses must learn to adapt quickly and be open to
new ways of supporting customers. In 2021, get ready to hit
the reset button on customer innovation and reshape the
employee experience.

“It used to be that customer experience was the only way to differentiate your
brand among a sea of sameness. Now the challenge is not just to stand-out, but to
pivot, innovate and transform.”
– Blake Morgan,
		
Customer Experience Futurist
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The pandemic propelled many emerging digital behaviors such as
online banking, online grocery shopping, and telemedicine into
mainstream use.

TREND ONE

The digital
customer takes
the lead

And there’s no going back. From early adopters to customers who are
using digital channels for the first time, many now see digital as the
first —or only — point of contact with brands.

Customers who used digital channels for the first time
during the pandemic will continue to do so and drive a

40%

increase in the volume of digital interactions.
Source: Forrester

TIP

Not every digital customer is the same, especially those who are new to digital service channels. Keep an eye on customer success
metrics and look for opportunities to improve the experience, such as with soft skills training or new learning curricula.
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TREND T WO

Customer
trust is
paramount

More than ever, customers need to feel safe in order to do business with
a brand. Customer perception and trust are critical. This is true virtually
with customer data and physically with mask, cleaning and other pandemic
safety protocols.
The average customer’s comfort level could also shift, depending on
various factors. Monitoring real-time customer sentiment and other sources
of customer insight are important to ensure businesses deliver the right
experience when it matters most to their customers.

95%

of consumers want companies to implement
physical protection and distancing measures to
help keep them healthy.
Source: Prosper Insights & Analytics

TIP

Be transparent about the company’s customer safety protocols and if something goes wrong, quickly acknowledge the error.
Brands that are perceived as withholding information or being uncommunicative will swiftly lose customer trust.
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TREND THREE

Remote work ushers in
new opportunities to
better serve customers

96%

of customers with a high-effort service interaction
become more disloyal compared to 9% who have a
low-effort experience.
Source: The Effortless Experience by Matthew Dixon

The intersection of remote work and digital innovation is poised to
transform customer relationships. As more business is conducted
from home, the status quo is getting up-ended with text-messaging,
24/7 support access, and other tools to enable an immediate,
digital-first experience.
Companies have an opportunity to reimagine customer support with
new digital self-service tools, processes, and solutions to increase
resolution rates, reduce customer effort, and increase brand loyalty.

TIP

Map remote or digital customer journeys to understand where friction occurs at critical touchpoints and make them as effortless
and engaging as face-to-face interactions to improve the overall customer experience and retain customers.
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TREND FOUR

Enterprises embrace
automation with a
human touch
COVID-19 pushed legacy systems and procedures well past peak
capacity. It also exposed costly inefficiencies and a reliance on
manual processing.

by

2024

organizations will lower operational costs by
30% by combining hyperautomation technologies
with redesigned operational processes.
Source: Gartner

As digital demands increase, companies are moving up roadmaps
for integrating more automation and AI into processes and
workflows. For example, automating simple tasks in the contact
centre reduces costs while increasing speed and compliance.

TIP

Identify simple versus complex tasks. Which high-volume tasks can be resolved quickly via automation and which ones would a
skilled human associate add value to with the support of a virtual assistant in the background?
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TREND FIVE

Cybersecurity
becomes a
top priority

A shift to remote work and increased digital services has placed
a spotlight on cybersecurity. A rise in cloud adoption requires
greater infrastructure security and employee-driven data leaks
(whether intentional or not) are a growing concern.
In many cases, cybersecurity and IT professionals are under
pressure to achieve more with tighter budgets. The ability of IT
teams to quickly shift priorities as the company’s needs change will
be critical as businesses adapt to a new reality.

>70%

of CISOs and security buyers believe
budgets will shrink by the end of 2020 but
plan to ask for significant increases in 2021.
Source: McKinsey

TIP

The cheapest cybersecurity option is not always the best option. Define your organization’s needs and risk tolerance before
deciding what level of support is necessary and keep in mind that those needs could rapidly accelerate.
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As more employees demand workplace flexibility, strategies for
driving productivity and engagement must also change.

TREND SIX

Redefine
workplace
flexibility

Leading companies will differentiate themselves by equipping
employees with the right tools, training, and resources to succeed
whether they’re working from home, in a corporate office, or in a
hybrid arrangement.

nearly

3X

as many workers will work from home
on a permanent basis than before the
COVID-19 pandemic.
Source: Willis Towers Watson

TIP

Use workplace flexibility as a recruiting tool—collaborate with teams across the organization such as HR, legal, and IT for ideas on
how to attract new talent with innovative employee experiences.
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From startups to Fortune 500 corporations, employers are waking up
to the fact that diversity and workplace inclusivity are more than a hot
topic—they’re essential to building a thriving business.

TREND SEVEN

Diversity and
inclusivity become
essential

Employees from different demographic groups, cultures, sexual
orientations, and other background origins are a key driver of
innovation and marketplace understanding.
And when employees feel valued, that drives increased positive
performance results, retention, and engagement.

Companies with more diverse
leadership teams have

19%

higher revenues
due to innovation
Source: Boston Consulting Group

TIP

Tip: Practice having sensitive conversations with an AI bot designed for this purpose to receive objective, measured feedback as
well as specific coaching to improve real conversations faster and more efficiently.

11

5 simple ways to
be future ready in 2021

Be Consistent

Be Nimble

Be Realistic

Customers expect great service
across all channels. Don’t launch a
new service channel unless it meets
customer expectations.

CX companies aren’t stagnant; the best
organizations continuously seek better
and more efficient ways to be there for
their customers.

Clear-eyed expectations about the
duration and cost of a customer experience
transformation are necessary for
meaningful results.

Be Effortless

Be Prepared

Measure customer effort, identify
issues, and prioritize strategic
investments to deliver what customers
want most: an effortless experience.

Technology evolves and organizational
leaders change, so review the business
continuity plan with key stakeholders
annually and discuss any necessary changes.
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CX Reimagined
Contact us to learn how we can help your
brand achieve the performance excellence and
agility needed to thrive in 2021 and beyond at
cx@ttec.com.

13

About TTEC:
TTEC Holdings, Inc. (NASDAQ: TTEC) is a leading global customer experience technology and services company focused on the design, implementation
and delivery of transformative customer experience for many of the world's most iconic and disruptive brands. TTEC Digital delivers outcome-based,
human-centric, tech-enabled, insight-driven customer experience solutions. TTEC Engage operates customer acquisition, care, fraud prevention and
detection, and content moderation services. These two offerings combined deliver flexible and extensible customer experience solutions at scale.
Founded in 1982, with nearly 50K employees and offices on six continents across the globe, the company and its employees are proud to live by a set of
customer-focused values that guide relationships with clients, their customers, and each other. To learn more about how TTEC is bringing humanity to
the customer experience, visit ttec.com.
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