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Key Insights For 2025-2026

CX deployment status of attending organisations

Top challenges grappling organisations in Asia

81% 68% 59% S57%

Achieving Increasing customer Data driven decision ROI from digital
transformation

operational efficiency satisfaction &

: making
retention

A snapshot of companies upgrading their current technology solution stack to amplify CX

81% 72% 62% 58%

Al-powered Al Agents Omnichannel CX Contact Center and
experience Support

A snapshot of focus areas to amplify CX

52% 47% 35% 32%

Workforce Customer journey- Proactive engagement Personalisation of
Engagement mapping and customer care service delivery

A snapshot of when companies plan to upgrade the customer experience tools in their current
technology solution stack

18% 23% 25% 34%

3-6 months 6-9 months 9-12 months >12 months
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PAGE 3
Ql
What are the most pressing challenges for you at the
moment?

Achieving operational efficiency

Increasing customer satisfaction & retention
ROI from digital transformation

Data-driven decision-making

Creating digital experiences

o
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Top challenges grappling organisations in South East Asia

81% 68% 59% 57%

Achieving Increasing customer Data driven decision ROI from digital
operational efficiency satisfaction & making transformation

retention

Q2
What tools are you using to enhance customer service

and experience

Workforce Engagement Management
Proactive engagement and customer care
Customer journey-mapping

Personalisation of service delivery
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A snapshot of focus areas to amplify CX

52% 47% 35% 32%

Personalisation of

5 Workforce Customer journey- Proactive engagement : :
—t= Engagement mapping and customer care service delivery
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Q3 PAGE 4

INn 2025-2026, which solutions do you plan to leverage
to enhance customer experience?

Al Agents

Al-powered experience

Outsourcing service operations

Omnichannel

Contact Center and Support platform

0 20 40 60 80 100
A snapshot of solutions companies are investing in to enhance customer experience

81% 72% 62% 58%

Al-powered Al Agents Omnichannel CX Contact Center and
experience Support
Q4

How soon do you see these solutions being
Implemented?

3-6 months

6-9 months

9-12 months

>than 12 months
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A snapshot of when companies plan to upgrade the customer experience tools in their current
technology solution stack

18% 23% 25% 34%

3-6 months 6-9 months 9-12 months >12 months
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