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In mid-2020 we detailed our research on customer experience and 
customer self-support: an overview of customer attitudes towards 

research: 

Does community align with customer expectations, and further, does 
meeting these expectations through community change the bottom line of 
your business-focused objectives? 
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EXECUTIVE SUMMARY
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What do 
Customers 
Expect from CX?
Measuring the Most Important Customer Expectations 
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The most important factors (in order of importance) are:

Speed

Self-Support

The Feel-Good Factor

SPEED

66.4% of respondents feel that speed is the most important 
aspect of CX. 66.4%

SPEED
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Most customers (90%) expect a response in 10 minutes or less2

3

CONVENIENCE

56% of respondents expect assistance whenever and wherever 
they need it. 

everything

every 
day4

5

95% of respondents to this survey used a mobile 
device.

expect

In an age where convenience applies to every aspect of our being, customer 

56%
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A PERSON TO SPEAK TO 

62% of people expect that, when they have a question, they will 
have access to someone to speak with. 

IF

SELF-SUPPORT

information without the help of a representative was important.

7

of customers feel that self-serve options improve their customer 

49%

62%
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GRATITUDE FROM A BRAND

According to our survey, 45% of customers expect gratitude from 
a brand.

8

Feel Good Factor

39%

26%

45%

Two or three negative experiences with a brand will cause 92% of 
customers to completely abandon it9. 
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Do Customers 
Perceive 
Community as 
a Solution to CX 
Expectations?
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 –

 –

 –

 –

 –

 – Slow response time

 – No dedicated space for documentation

 –

 –
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SPEED

solution to their support needs.

 (

With 
 in most metrics: on 

CONVENIENCE

81% agree that online community allows them to get help with 
customer support issues when and where they need it.

disconnected11.This does not spell convenient. 

81%

79%



Customer Perceptions  of the Community Experience

A PERSON TO SPEAK TO

84% agree that online community provides them with answers 
from real people when they need them.

Customers want to feel as though they are engaging with your brand, not just 
consuming the information you want to feed them. 

84%
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SELF-SUPPORT

information they need without having to speak to a customer 
service representative.

As a business, live customer service channels (phone, live chat, and email) cost an 
14.

85%
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FEEL GOOD FACTOR 
 

 
 
 
 
 

Recognized for Loyalty 69%

71%

84%

80%

Know my History

Talk and Connect with Other Customers
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How does 
Community 
Support other 
CX Investment 
Objectives?
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decisions

APPRECIATION = RETENTION

74.5% of survey respondents agree that access to an online 
community of customers makes them feel more valued as a 
customer. 

care

increase retention and reduce churn rates - customers who feel 

15.

74.5%
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CONFIDENCE & TRUST = EXPANSION

80% of survey respondents feel that online community makes 

80%
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LOYALTY = GROWTH

69% of respondents said that online community around a 
product makes them feel more loyal to a brand.

More than 

69%
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CONCLUSION

Brands that focus on their customer experience expectations 
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