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What is Customer Experience?

Gartner defines customer experience as the customer’s 

perceptions and related feelings caused by the one-off and 

cumulative effect of interactions with a supplier’s 

employees, systems, channels or products.
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…but how to maintain Customer Experience in more complex journeys?
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Can this change KPI perception of tomorrow?

WHY

The rise of digital banks, payment platforms and fintech disruptors 
has created an innovative and competitive customer landscape

HOW

Maintaining customer mindshare, 

Reducing the cost to serve, 

driving agility through accelerated digital transformation and 
customer end employee experience (CX & EX) 

…are key to sustained growth.  (Forrester)
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