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The Experience Gap

What Brands Miss—and Why It Matters Now More Than Ever
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The Shifting Customer Landscape—
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Why is U.S. consumer confidence plunging to its
lowest since 2021? Inflation fears, tariffs, and
economic uncertainty raise concerns

concerns rattled households. The Conference Board'’s report highlighted a rise in 12-
month inflation expectations to 6%, making consumers more cautious about spending.
Stock markets reacted negatively, with the S&P 500 falling 0.9% and the Nasdaq
dropping 1.8%. If confidence continues to weaken, it could slow down retail sales and

p—
Synopsis U.S. Consumer Confidence
Consumer confidence in the U.S. saw its biggest monthly decline since August 2021, |

dropping to 98.3 in February 2025 from 105.3 in January, as inflation fears and tariff | I I I | I I I I
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Experience is the Differentiator




Cumulative 16 Year ROI

CX Leaders 534.5%

S&P 500 Index 273.8%

98.4%

Source:
Forrester S Customer Experience Index
atermark Consulting, The 2023 Customer Ex ence ROI Study
T S connect btock Pe r[or mance of Companies in Forre sl( r's Cuslom(l Experience Index Over 16 Year Period.
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The Experience Blind Spot
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Jamie, Donald, lan and Robbie told me nothing but

pure nectar flows from your mouth when you're
performing for 'Big Wednesday'.

Just as you have to nail the right notes when recording
'My Only Friend', CROs must be just as alert to drive
retention + expansion revenue.

But, with over 3,000 customers and so much data,
trying to drive upsells can feel like going on stage and Do Peres Ao ATHAROGEES, PHD,

Robbie's abandoned the guitar... K . ' & AND B0B DORF

Gruelling for your reps - like non-stop 'Armwrestling'.

Hi

22 City Tours




Introducing the Experience Gap

8/%

of companies believe
they provide excellent CX
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Impersonal

Data and Analytics

Reactive
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" Integration -

It’s time to take a proactive, personal, scalable approach to

craffingrexceptionabcusiomefexperiences
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? . Insights Discovery

Ask a question...

Question

This QXscore™ is great

92

VeryPoor Poor  Average  Good  Great

Answer
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Human Insight as a Superpower

Validate Co-innovate at scale
every decision with and build better
confidence ideas—together

THis connect
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Leap to the best
versions and find what

works—faster
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Real Business Impact

Drive business
growth

Walmart increased
loyalty and
conversion rates
driving 13% increase
in revenue from
mobile purchases.

Walmart

Triis connect
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Innovate
faster

Microsoft
accelerated their
pace of innovation
with a Bx increase in
the speed of
decision-making.

= Microsoft

Reduce
cost

Kimberly-Clark
moved away from
traditional focus
groups and cut their
product and
experience testing
costs by 30x.

* Kimberly-Clark

Reduce
risk

With over one billion
app user sessions
annually, Wells
Fargo reduced
churnrisk and
increased CSAT
scores by
20+ points.

WELLS FARGO




If the customer

is always right,
why don’t we ask
them more?
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