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Change is Accelerating

Trend 1
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On most fronts companies say they have been racing

Over the past 2 years business have been forced to accelerate how they

interact with customers

\J
7 Years Progress 20 — 25x Barriers to Entry
In less than 12 months Companies have reported Digital innovation has
organisations report 7 years acting 20 to 25 times faster happened in response to
of progress than expected crisis. Now it needs to be
planned just to remain
relevant

Customer rewired

Customers have been
rewired for digital
experiences. This shift in
consumer activity is now
bleeding into B2B
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Trend 2: The customer demands are

increasing



EXPECTATION:

~CUSTOMER JOURNEY-
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Trend 3: Employees Experience and

Organizational Change
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Regulatory Changes

Trend 4
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Ecosystem Changes

Trend 5
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THE GYM SHOES YOU
LIKED IN OUR SURVEY
ARE ON SALE.

/ gj‘b GREAT.
7!7

ZERO PARTY DATA

THE GYM SHOES YOU

BROWSED LAST YEAR
ARE ON SALE.

/ é) UM, OK.
=

FIRST PARTY DATA

THEAR YOU HAVE A
NEW GYM MEMBERSHIP.
(NEED ANY SHOES?

=

'SECOND PARTY DATA

MAYBE YOU WOULDN'T HAVE
SKIPPED YOUR WORKQUT TODAY
IF YOU HAD NEW SHOES.

_THIRD PARTY DATA
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Skills Demand is Changing

Trend 6
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What is holding your marketing/customer experience organisation back, if

anything? Please check any internal barriers that your organisation is experiencing.

Please check any internal barriers that your organisation is experiencing.

32%

Mo internal barriers

Workflow issues
43%

Poor integration between tech systems

50%

Lack of customer insights

34%

Lack of digital skills/capabilities
S50%

Poor data quality

32%

Lack of innovation
47%

Lack of CX prioritisation

. Leaders . Mainstream . Laggards

Base: Leaders (1,235), Mainstream (2,279), Laggards (287)

26%

Source: Adobe/Econsultancy Digital Trends Survey, Q4 2021
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Collaboration

Trend 7
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“What it we don’t change at all
and something magical just happens?”
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Personalization at Scale
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1 -1 experience???
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