




Source: We Have Entered The Age of the Customer, Forrester 



Source: 2010, IBM Report: “Capitalizing on Complexity: Insights from the Global Chief Customer Officer Study.” 







Source: The Watermark Consulting 2013 Customer Experience ROI Study  



Business-to-Consumer 

     • Auto Parts and Service (Retail) 

     • Cable and Satellite TV 

     • Insurance (Auto & Home and Health Insurance) 

     • Internet TV 

     • Restaurants 

     • Wireless 

 

Business-to-Business 

     • Accounting and Tax 

     • Telecommunications 

     • Office and Business Supply Services 
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