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The                        Future of CX



The Insights and Experience Imperative

7%
Only 7% of firms 
use customer 
insights to make a 
difference with 
experience

Win with Customer 
obsession

Build human 
centric customer 

experiences

The Age Of The 
Customer

Source: Forrester

Create Insights 
& Empathy



The Three Habits Of 
A Human Centric Experience Strategy

Build human 
experiences 

for all

Use AI to 
build human 
experiences 

at scale

Foster 
healthy digital 
relationships

1 2 3



Build human 
experiences for all
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Build human experiences for all

Inclusive

Human 
Experience

Incredible

Innovative



The journey from data to experience innovation
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Experience practice maturity

Experience
Measure

Human 
experience at 

scale

Analyse
Ideate

Optimise

Digital 
Empathy



Slido question:
Which stage of the journey 
are you at?

1. Experience
2. Measure
3. Analyse
4. Optimise
5. Digital empathy
6. Human experience at scale
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Use AI to create 
human centric 
experiences at scale
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How AI can create human experiences at scale

Customer 
interaction

Customer 
experience

Customer 
understanding

Source: Forrester report “Continually Optimize Experiences To Differentiate And Compete For Customers”

Measure 
interactions

Evolve 
insights

Evolve 
experiences

AI allows 
organizations to 
continually optimize 
and innovate 
experience using 
customer insight at 
scale



Leveraging AI in the following ways

1

2

3

Connect data to measure and understand interaction

Use real-time insights to understand customer intent.

Enhance experience with real-time personalization.





Foster healthy digital 
relationships
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Trust Transparency

Value

Foster healthy digital relationships
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Slido question:
Do you think your digital 
relationship with your 
customers is as healthy as 
it could be?





Remember the 3 habits
And move you towards your 
human experience future!



The Three Habits Of 
A Human Centric Experience Strategy

Build human 
experiences 

for all

Use AI to 
build human 
experiences 

at scale

Foster 
healthy digital 
relationships

1 2 3
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Thank you!
Come visit us at our booth!


