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Improve the quality of customer service

Support long-term and sustainable customer loyalty

Increase sales (e.g., through cross- and up-selling)

Expand customer acquisition

Increase employee experience

Reduce costs

Simplify the customer journey

Reduce the number of support tickets

more than 50%

Customer relationship management (CRM) system

Artificial intelligence/machine learning

Customer data and analytics

Omnichannel/cloud contact center platform

Work from home/remote desktop

Customer knowledge base

Agent assistance technology

Enterprise mobility solutions

Augmented/virtual reality

Online/smart FAQs

Interactive voice/visual response (IVR)

Chatbots

Content moderation

Digital customer 
experience priorities 
in 2023
Technology is rapidly evolving, as are customer expectations. 
Are businesses today keeping pace? 

72%
of all survey participants 
are planning to increase 
digital CX spending in 
2023, compared to 2022. 

82%
for businesses with 
5,001 to 10,000 
employees.

This number increases to

26% 
of leaders are focused 
on gaining market 
share by boosting 
sales and expanding 
customer acquisition.

68%
of leaders plan to 
increase their digital CX 
expenditure by up to 25% 
in the coming year.

1 in 3
signaled that they regard 
customer data and analytics 
as an investment priority.

Despite a return to offices, ‘work 
from home’ solutions remain an 
investment priority for more than 
a quarter of respondents.

59%
of survey respondents reported 
they use three or more metrics 
to measure digital CX success.

Customer Satisfaction (CSAT) along 
with Customer Effort Scores (CES) 
were the two most commonly paired 
metrics favored by respondents.

The rankings, based on an aggregate system, were evenly spread among five key digital CX trends*:

1.
Cloud

Multiple answers possible

Primary digital CX goal for 2023

Expected increase in spending

Digital CX investment priorities

Challenges in achieving digital CX goals

Digital CX metrics used to measure performance

Customer service quality and sustainable customer loyalty 
will be key focus areas for leaders in 2023

Digital CX budgets are increasing:
7 in 10 companies will spend more in 2023

CRM systems, AI and customer analytics are the 
most popular digital CX investments for 2023

Transparency and data security top the list of qualities 
leaders are looking for in a digital CX partner

Measuring success: CSAT and Retention Rate top the 
list of metrics used to measure digital CX performance

Almost a third of respondents will increase their digital CX 
budgets by more than 25% in the year ahead 

Harness the power of next-gen technologies and digital accelerators 
to create the best experiences for your customers. Connect with us to 
learn how we can help you achieve your digital CX goals in 2023. 

Advance your digital customer experience with TELUS International 

telusinternational.com/contact 

TELUS International, in partnership with Statista, surveyed 250 enterprise leaders throughout the U.S. 
and Europe to explore where they plan to invest in digital customer experience (CX) technology in 
2023, and the key driving factors behind those decisions.

27%

7%

Ensuring data security and compliance

Technical infrastructure limitations

Cost and budget limitations

Ability to forecast ROI (e.g., cost savings, improve metrics)

Combating silos between digital channels

Gaining employee buy-in (concern for job loss)

Slow implementation

Lack of expertise required for implementation

Gaining executive buy-in

Customer 
Satisfaction 

Score (CSAT)

Multiple answers possible

Multiple answers possible

* Rankings based on an aggregate system. Rating has been determined based upon a mean average of the preferential ranking.

59%

Qualities global executives look for in digital CX partners

Countries represented

Transparency 
and data security

Up to three answers possible

n=250

35%

49%

26%

18%

15%

11%

10%

7%

6%

6%

Data security and compliance, limitations in tech 
infrastructure and budget constraints are seen as 
the biggest obstacles to achieving digital CX goals

Leaders rank cloud technology, data protection and AI as 
the top digital CX trends in 2023

51%
of respondents are C-level executives.

44%
of all responses are drawn 
from companies with 
5,000+ employeesUSA

100

38 38 38 36

Position of respondents 

128  C-Level (CEO, COO, CFO, CMO, CIO)

Company size

1,001 to 5,000 
employees

140

Breakdown of respondents by 
country, position and company size

Just under half of U.S. respondents 
chose transparency and data security 
as the top quality they look for in a digital 
customer experience provider – a stark 
difference compared to respondents in 
Western Europe. U.S. Western Europe

25%

48%

20%
26 to 50%

11 to 25%

1 to 10%

Retention Rate

First Contact 
Resolution (FCR)

Customer Effort 
Score (CES) Net Promoter 

Score (NPS)

Customer Lifetime 
Value (CLV)

Average Handle 
Time (AHT)

Churn Rate

45%

41%
40%

38%

37%

35%

27%

2.
Prioritizing privacy, 
data protection and 
transparency 

3.
Artificial intelligence/ 
machine learning

4.
Interactive 
voice search 
and navigation 

5.
Omnichannel 
experience

33% 33% 32% 30%

28% 25% 18% 17% 16%

40 (Senior) Vice President

82 (Senior) Director

61

49

5,001 to 10,000 
employees

10,001+ 
employees

Germany United 
Kingdom

IrelandFrance

Experience Cost Innovation Customer-focused, 
personalized solutions

End-to-end 
solutions

Process 
improvement 

capabilities

Global 
footprint

Language 
capabilities

Cultural alignment

42%

34%

33%

30%

27%

26%

25%

23%

23%

22%

22%

16%

15%

38%

36%

35%

29%

28%

26%

19%

19%

17%

https://www.telusinternational.com/contact/sales

