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From a personal perspective, do you agree with the 
findings of the KPMG research?
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Not at all

No but expect to

Yes since the start of COVID

Yes and did pre COVID

From a business perspective, are you seeing signs of 
changes in customer behaviour and expectations?
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Not at all

The experience is already fully digitised

To some degree

Very much so

Do you believe improvements in digitisation in your 
business will improve the customer experience?
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Not at all

Indifferent

Moderately important

Very important

How important is Trust in your brand to your customer 
base?
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