
Zingle is an industry-leading business text messaging software that connects customers with businesses for 
personalized on-demand service. Our intelligent text messaging solution improves customer satisfaction, 

increases upsell opportunities while maximizing sta� workflow e�ciency.

TRY ZINGLE FREE TODAY

www.zingle.me
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of businesses compete through the level of customer experience 
they’re able to deliver.189%

is lost by companies in the United States due to customers 
switching as a result of poor customer service.2$1.6Trillion

of unhappy customers whose problems are resolved are willing to 
shop with a business again.370%

of customers desire a consistent experience regardless of how they 
engage a company, e.g. social media, in person, by phone, etc.475%

of customers report that technology makes it simple to take their 
business to a competitor if need be.570%

of businesses use customer satisfaction scores to analyze customer 
experience and improve it.680%

of companies believe they can use analytics reports to improve the 
customer experience.772%

of customers who share their complaints online see their 
complaints ignored.879%

of customers will tell 6 people or more if they have a 
satisfying experience.9 72%

customers will tell a business about their negative experience; 
the rest simply leave.101 IN 26

Leverage customer data like website browsing 
behavior, purchase history and profile preferences 
to engage customers with personalized messages 
and o�ers that are tailored to each individual.

Provide continuous training and have processes 
in place to serve customers in an e�cient 
manner. Use automation such as templates and 
auto-responders to streamline customer 
inquiries and provide faster service. 

Every business makes mistakes. The key is to be 
transparent and take responsibility for those 
mistakes fixing the issues as quickly as possible. 
Regain customer trust by providing a discount on 
their next purchase to get them back.    

Customers don’t think about channels. They want 
the most convenient way to engage your business 
no matter where they are. Make sure you have 
multiple channels available for customers to get in 
contact with you including website, live chat, 
email, phone, social media and text messaging.

Mobile devices are driving customer experiences 
today. It’s important that your mobile strategy 
provides the best experience for your customers 
including your mobile site and native app. 
Leverage contextual data such as location and 
time of day to engage customers in real-time.

While customer satisfaction scores are useful, try 
incorporating Net Promoter Scores (NPS) and 
Customer E�ort Scores (CES) to get a full 
picture of how your customers feel about your 
brand and leverage insights to make the 
customer experience easier. 

You must understand your customers before 
you can provide a better experience. Analyze 
quantitative data like transaction history, online 
& social activity, as well as qualitative data like 
feedback surveys and polls to identify what 
your customers like and don’t like. 

Whether it’s a negative review or complaints on 
social media, in today’s social world, you must 
leverage a social listening software to monitor 
and respond to customer mentions as quickly as 
possible. Failure to do so will cause a loss in 
credibility, and other potential customers will see 
it and go to your competitors. 

There is nothing better than knowing your 
customers had a great experience. Identify happy 
customers through your customer satisfaction 
surveys and ask them to leave you an online 
review. Create a case study that you can use to 
generate more customers. 

Customers usually don’t like to give feedback.
However, you can increase the chance for a 
response if you make it quick and easy. Only ask a 
couple of questions in your survey and send it via 
text message to make it simple for customers to 
respond in real time. Any negative responses can 
be followed up with a phone call before it makes it 
on a review site. 

STATISTICS
CUSTOMER EXPERIENCE

AND TIPS FOR IMPROVEMENT

The most important customer experience statistics you must know, and
strategies that help meet customer expectations for years to come.


