
Customer Experience Correlates to Loyalty
Source: 318 companies based on a survey of 10,000 US consumers (ROI of Customer Experience, 2018)

Customers’ Emotional 
Needs Are Not Being Met

Companies Must Master Four 
CX Core Competencies

Positive Humanity And Customer 
Experience Go Hand In Hand

Source: 10,000 U.S. consumers rated 318 companies across 20 industries (2018 Temkin Experience Ratings)

Companies Know They 
Aren’t Doing A Great Job

CX Management 
Remains Immature

Source: 171 organizations with at least $500M in annual revenues (State of CX Management, 2018)

Source: 171 organizations with at least $500M in annual revenues that completed Temkin Group’s 
CX Competency & Maturity Assessment (State of CX Management, 2018)

Source: 10,000 U.S. consumers, Temkin Group Q3 2018 Consumer Benchmark Study

A Bad Experience Can Be Very Costly
Source: 7,707 bad experiences of US consumers (What Consumers Do After a Good or Bad Experience, 2018)

Loyalty Increases at Every Level of 
Customer Experience
Source: Average across 20 industries based on a survey of 10,000 US consumers 
(ROI of Customer Experience, 2018)
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Consumers who are very 
likely to repurchase minus 

industry average (%-points)

Pearson correlation 
coefficient = .82
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average (%-points)

41% of 
consumers 
who had a 
very bad 

experience 
spent less 
with the

company
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spending after having 
a bad experience
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Temkin 
Success 
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Temkin 
Effort 
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Temkin 
Emotion 
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On the 
phone with 
an agent

In a 
store/
branch

On a mobile 
phone

Online chat 
with an 
agent

On a 
computer, 
self-service

On the 
phone with 
self-service

Across 
multiple 
channels

Via chat 
bots

Excellent Good Okay Poor Very Poor

Companies that rate their company as delivering a good or very good customer 
experience in these channels

Respondents who believe that MOST EMPLOYEES in their 
organization demonstrate these behaviors
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Do your leaders operate 
consistently with a 

clear, well-articulated 
set of values?

Is customer feedback 
and insight integrated 

throughout your 
organization?

Are your brand 
attributes driving 
decisions about how 
you treat customers?

Are employees fully 
committed to the goals 
of your organization?

Maturity Levels of large organizations

1 2 3 4 5 6

CX is integral part of 
company culture 
and not managed 

as a separate 
activity

Clear CX 
governance in place 

and organization 
starts redesigning
cross-functional 

processes

Full-time executive 
leads CX team and 

starts making 
incremental 

changes

Senior executive  
recognizes that CX 

is important and 
appoints a 

temporary group

Organization 
does not view CX 
as core part of its 
value proposition

CX metrics are 
integrated into 

executive 
scorecards and 

business 
operational reviews

Ignore

37%

Explore

18%

Mobilize

24%

Operationalize

9%

Embed

4%

Align

9%

Six Stages of CX Maturity

67%

32% 32% 29% 28% 25%
19% 11%

Visit ASSESSCX.COM for your FREE online assessment 

They proactively look for 
and acknowledge the 

positive aspects of the 
people around them.

They tune into the 
contitionn of the people 

around them and care 
about their well-being.

They treat all people 
fairly, as unique 

individuals, and capitalize 
on differing perspectives 

and backgrounds.

77%

78%

78%

55%

55%

55%

35%

37%

39%

How would you rate the 
experience that your 

company typically delivers 
to its customers?

Better than competitors

About the same as 
competitors

Worse than competitors

For more information, visit the Customer Experience Matters ® 
blog at ExperienceMatters.wordpress.com
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*Percentages represent the quantity of 6s and 7s selected on scale from 1 (extremely unlikely) to 7 (extremely likely)
**Percentages represent the quantity of 9s and 10s selected on scale from 0 (not at all likely) to 10 (extremely unlikely).
***Based on Temkin Experience Ratings

2018
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