Retail customer experience
is improving (just)

o Questions answered via web self-service
/o and across email, Twitter and Facebook
channels - up 4% from 2017

but 41% of queries receive no answer at all

Retail CX isn’t multichannel the biggest focus seems to be on the web....
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92% of consumers said they W

weren't listened to all the time

Only 26% said they were listened W o

to half the time or more
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3.5 hours on email and 3 hours on Facebook! !
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A food retailer answered within 1 minute on Facebook but = 5
took 23 hours on email...
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