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Around the globe, 96% of consumers say customer service is an important 

factor in their choice of loyalty to a brand. -Microsoft

Gartner predicts that 89% of businesses are 

expected to compete mainly on customer 

experience and by 2019, more than 50% of 

organizations will redirect their investments to 

customer experience innovations.-Gartner

By 2020, more than 40% all data analytics 

projects will relate to an aspect of 

customer experience. - Gartner

87% of organizations agree 

traditional experiences no 

longer satisfy customers. 

- Accenture

A moderate improvement in CX would impact the revenue of 

a typical $1 billion company an average of $775 million

over three years. - Temkin Group

84% of organizations working to improve 

CX report an increase in revenue. -

Dimension Data



Source: Salesforce (2019)







Source: Visualcapitalist.com

HOW LONG DOES IT TAKE TO HIT 50 MILLION USERS?

The impact of the shift to digital, and the power of network effects.
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who won the 1967 Super Bowl?

Hey Siri…





Show me the biggest signature on the 
declaration of independence.

Hey Siri…





CONSUMERIZATION OF IT





Historically, customers have excepted basics like quality services 

and fair pricing – but modern customers have much higher 

expectations, such as proactive service, personalized interactions, 

and connected experiences across channels. - Salesforce

SHIFT IN CUSTOMER EXPECTATIONS



• More than half of consumers expect a response from customer service within an hour, 
even on weekends.

• 33% of consumers who ended their relationship with a company last year did so 
because the experience wasn’t personalized enough.

• 90% of consumers expect companies to have an online portal for customer service.

• 53% of people will abandon a mobile site if it takes longer than three seconds to load. 

• 72% of customers expect companies to know their purchase history regardless of 
what method of communication they used, such as chat, phone or email. 

• The top reason customers switch brands is because they feel unappreciated.

• 80% of customers say they are more likely to do business with a company if it offers
personalized experiences.

The Modern Customer Expectations













Source: DOMO (2019)



Research shows that since 2000, 52% of companies in

the Fortune 500 have either gone bankrupt, been

acquired, or ceased to exist as a result of digital

disruption. The collision of the physical and digital

worlds has affected every dimension of society,

commerce, enterprises, and individuals.

Digital transformation forces wholesale change to the

foundations of an enterprise — from its operating model

to its infrastructure, what it sells, and to whom and how.

Source: Harvard Business Review (2017)



Source: PWC (2016)







DIGITAL TRANSFORMATION AND ARTIFICIAL INTELLIGENCE 
MOST POWERFUL BUSINESS DISRUPTORS

8%

14%

14%

18%

19%

35%

45%

60%

0% 10% 20% 30% 40% 50% 60% 70%

Perceived Disruptive Forces

19%

11%

19%

26%

32%

45%
48%

55%

60%

0%

10%

20%

30%

40%

50%

60%

70%

2017 2018 2019

Political Change in the US Advancement in AI Digital Transformation

Q: What do you expect to disrupt your business in 2019? 
Source: Altify Business Performance Benchmark Study 2019 | n=685

Digital Transformation

Advancement in AI

Mergers & Acquisitions

Political Change in the US

Currency volatility

Instability in China

Instability in EU - Brexit

Global Terrorism
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Q: Please select the importance of each of the following in 2019? 
Source: Altify Business Performance Benchmark Study 2019 | n=685

Revenue Growth

Customer Retention

Profit Growth

Operational Efficiency

Increased Market Share

Cost Reduction

REVENUE GROWTH AND CUSTOMER RETENTION
KEY STRATEGIC 2019 IMPERATIVES
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TOP 5 REVENUE RELATED PRIORITY INITIATIVES FOR 2019
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Q: What are top priority opportunities to improve in 2019? 
Source: Altify Business Performance Benchmark Study 2019 | n=685

New customer acquisition

The customer experience

Revenue from existing customers

Number of qualified opportunities

Opportunity Win Rate







SURVIVING DIGITAL 
TRANSFORMATION
• Have the right, digital-savvy leaders in place

• Build capabilities for the workforce of the future

• Empower people to work in new ways

• Give day-to-day tools a digital upgrade

• Reimagine your workplace

• Upgrade the organization’s hard wiring

Source: Forbes (2019)



Source: Forbes (2017)

STEPS  TO DIGITAL 
TRANSFORMATION
SUCCESS
• Make transformation a top strategic priority.

• Business outcomes need to drive digital 
transformation.

• The potential of data and analytics is not fully 
utilized yet.

• An enterprise-wide approach to DX needs to 
be adopted.

• Companies need to learn how best to marry 
technology with human resources.
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