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2023 and a review of seven years of research

Overview

• Seven surveys – yearly since 2017

• Field phase August/September

• Between 150-200 answers per year

• Companies in German-CH (D-CH) and French-CH (F-CH)

• Mainly SME
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Longterm observation #1

Customer Experience is here to stay

Relevance of Customer Experience (2023)
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Relevance of Customer Experience (2023)

Relevance of Customer Experience
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Relevance of Customer Experience

Relevance of Customer Experience
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Reasons for improvement of CX

• Hear the voice of the customer
• Optimization of existing products/services using customer insights
• New products/services fulfilling customer needs

• Internal change
• Living CX is rewarded
• Employee empowerment

• Completion of CX projects

• New tools & technology

Longterm observation #2

There are significant regional differences
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Relevance of Customer Experience

Longterm observation #3

Company culture is key
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Challenges – what can’t we do better? (2023)

Challenges – what can’t we do better?

2017 2018 2019 2020 2021 2022 2023

#1 No CX Vision
Missing 

tools/IT

Company 

culture

Missing 

tools/IT

Company 

culture

Missing 

processes

Company 

culture

#2
Missing 

processes

Missing 

processes
Missing data

Missing 

processes

Difficulties 

measuring ROI

Company 

culture

Difficulties 

measuring ROI

#3
Company 

culture

Company 

culture

Missing 

competences

Company 

culture

Missing 

competences

Missing 

competences

Missing 

tools/IT
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Longterm observation #4

Own CX better in traditional channels,
worse in digital channels

Channel perspective (2023)
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Channel perspective (2023)

Channel perspective

17

18



09.02.2024

10

Longterm observation #5

1/3 of companies do not invest in CX

Investing in CX

19

20



09.02.2024

11

Investing in CX

Investing in CX
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Longterm observation #6

No major changes in CX maturity level over time

CX maturity
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Longterm observation #7

Having a CX vision makes a difference

CX maturity
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Longterm observation #8

Tendency towards dedicated CX responsibilities

CX responsibilities
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2023 observation

AI might be everywhere – but not with focus on CX

AI and CEX
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Questions?

Michael A. Grund

Hochschule für Wirtschaft Zürich

michael.grund@fh-hwz.ch

+ 41 43 322 26 19 

Giuseppe de Vincenti

nexa Consulting

gdevincenti@nexa.ch

+ 41 79 400 47 94

THANK YOU…
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