Customer experience: enabling your midsize

company to become a best-run business

IDC research* shows that best-run midsize
companies significantly outperform those
that IDC defines as “laggards.™
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| professionals play a key role in
driving digital transformation and
strategic direction.

0 Of CX professionals see themselves as setting the
- o strategic direction for their companies.?

CX professionals in the
best-run midsize companies are
further down the path to digital
transformation ..
Of CX professionals in best-run companies cite being
49 0/0 “well underway in applying technology” versus 29% for
overall respondents.?

. and are leading in leveraging intelligent
technologies to create differentiated and
personalized customer experiences.4
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CX executives in best-run midsize companies rate the
ability of their systems and technology as “good” or
“very good” in the following areas:®
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IDC recommends that CX professionals in midsize
companies focus on:
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