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Operating
models refined
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reap benefits of
customer-centric
decision making
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priority for their organization over
the next six-12 months
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of respondents said a
customer-centric strategy
will be a top or high

183N A0pIoaches

O of businesses have
- 87/ developed new channels
O to serve customers

(uality Interactions

/ O of respondents said improving the
o 4 / quality of the customer experience,
O and modernizing and future proofing

IT infrastructure/operations, are the primary
objectives of their digital transformation strategy
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