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EXECUTIVE SUMMARY
The past year and a half has brought a tremendous
amount of change to the world, particularly in the way
people interact with brands — both as customers and as
employees. The rapid increase in work-from-home has
brought sweeping change to the customer experience
(CX) industry, day-to-day commerce has adopted novel
rules, and many companies are creating initiatives built
around a whole new set of priorities and responsibilities.
Against this backdrop, it seemed a fitting time to reinvent
our long-standing CX industry research, the Customer
Experience Management Benchmark (CXMB) Series.
Accordingly, we’re excited to announce the arrival of CX
Leaders Trends and Insights.
Along with a new moniker, CX Leaders Trends and
Insights brings greater focus on CX leaders themselves
with the addition of “Practitioner Perspectives” — insights
and opinions from some of the industry’s best and
brightest. CX Leaders Trends and Insights also includes
an entirely new framing for contact channels, exciting
new questions, and new topics of investigation. While
there is plenty new, CX Leaders Trends and Insights research also extends some of the data trends
previously established in the CXMB Series reports, and will continue to be published on a
bi-annual basis, both in the fall and spring with ongoing Consumer and Corporate Editions.
Although the full Consumer Edition report is scheduled for release in early October, we hope
you’ll enjoy this Executive Summary, which includes a “Practitioner’s Perspective” from Balsam
Brand’s Bernie Leas, as well as a few sneak peek results from the upcoming report.

PLEASE CONTRIBUTE
YOUR VOICE TO THE
2021 CX LEADERS
TRENDS AND INSIGHTS:
CORPORATE EDITION!
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Execs In The Know will soon be gathering
responses for the 2021 CX Leaders Trends and
Insights: Corporate Edition, and we could use
your help. Your individual responses will never be
shared, and your participation will help broaden
this year’s insights and results.
If you’d like to participate upon the release of
the survey later this fall, please contact Susan
McDaniel at Susan@execsintheknow.com.
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Consumers Embrace Text-Based Solutions,

AND SELF-HELP EFFECTIVENESS CONTINUES TO IMPROVE

As a part of the changing face of
Execs In The Know’s CX industry
research, CX Leaders Trends and
Insights takes a fresh new approach
to categorizing channels.

If you knew your customer care issue would
be resolved regardless of contact channel,
which would be your preferred contact method?
40%

Based on this new categorization,
it is clear consumers are as open
to Text-Based solutions as they
are Voice-Based. But age plays a
notable role in contact preference
with those 44 years and younger
preferring Text-Based solutions over
Voice-Based by 2-to-1 (versus 3-to-4
for those 45 years and older).

39%

15%
6%

Voice-Based
(Phone, Video,
In-Person)

Text-Based
(Online Chat,
SMS, Email)

Self-Help
(Chatbot, FAQ,
Mobile App, Kiosk)

Age isn’t the only factor that
plays a role in channel
preference. In fact, solution
preferences are largely driven
by ease and effectiveness
(i.e., ability to resolve an
issue or inquiry). Therefore,
the result to the right is
encouraging in that, according
to consumers, self-help and
unassisted tools continue to
get better based on their
ability to resolve transactions
and inquiries, steadily improving year-after-year since 2018.
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On Social Media
(Twitter, Facebook,
Forums)

Were you able to complete your transaction or
find the information you were looking for using
the self-help or unassisted tool?
73%

69%
62%
57%
43%
38%
31%

2018

2019

2020

Yes
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27%

2021

No
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The Impact of the COVID-19 Pandemic
A year into the pandemic and there are few
consumers (16%) who felt their view or use
of self-help or unassisted tools had been
changed by the pandemic. But the reality
is consumer behavior (and even contact
center best practices) has changed more
than most realize, especially given the
strong shift to self-help and CX automation.
Furthermore, consumers who said their
view/use of self-help had changed
were eight times more likely to plan
on using self-help and unassisted tools
“More Often” in the future.
In other words, changing views on
unassisted and self-help solutions
are overwhelmingly net-positive.

PRACTITIONER’S
PERSPECTIVE
The COVID-19 pandemic
has had an impact on how
many businesses operate.
What new processes have
your organization added
to help lessen the impact
on customers?
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Did the pandemic and subsequent
lockdowns change how you view and use
self-help or unassisted tools?
72%

16%

Yes

12%

No

Not Sure

Bernie Leas
Vice President Operations
Balsam Brands
The enormous shift of consumers to ecommerce due
to COVID strained couriers (FedEx/UPS) ability to
deliver orders in a timely manner. To avoid customer
confusion and frustration, Balsam regularly sent
update emails to customers informing them of any
delays while also letting them know when they
could expect delivery. It allowed our customers
to receive a status update for their order without
the hassle of taking time out of their busy day to
contact us, and it gave our customer service team
more time to focus on urgent customer needs.
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LOOKING FOR ADDITIONAL CX-RELATED
RESEARCH AND CONTENT?
BE SURE TO VISIT THE KNOWLEDGE
CENTER ON OUR WEBSITE AT
EXECSINTHEKNOW.COM

JOIN KNOW IT ALL — THE WORLD’S LEADING PURPOSE-BUILT ONLINE CX COMMUNITY
Know It All (KIA) is Execs In The Know’s private, online community designed exclusively for
CX leaders at top corporate brands. Join this community to ask questions, discuss common
challenges, share best practices, ideas and insights, build your network, and get exclusive
access to special content and events.
Start making lasting connections in this complimentary community!
Learn more and join today by visiting execsintheknow.com/about-kia
ABOUT EXECS IN THE KNOW
Execs In The Know brings together customer experience (CX) leaders from across industries
in an effort to advance the conversation and set a new agenda for delivering amazing
experiences for consumers. As a global community of the brightest minds in CX,
Execs In The Know provides opportunities to learn, share, network, and engage to innovate.
Operating under the motto of “Leaders Learning From Leaders,” Execs In The Know facilitates
many opportunities for community engagement, such as their bi-annual national event,
Customer Response Summit, virtual CX series, CustomerCONNECT, and private, online
community, Know It All. There are also exclusive, laser-focused engagements like industry
briefings, virtual luncheons, and executive roundtables. Execs In The Know also guides and
informs the industry with a rich tapestry of CX-related content that includes CX Insight
magazine, CXMB Series research, webinars, podcasts, blogs, and much more.
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