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This report provides an overview of the role of agility in managing CX 
activities. It highlights: 1. how agility helps firms keep-up with 
changing customer needs and business conditions, 2. the 
performance benefits firms achieve through agility and 3. the key 
building blocks to transform traditional and inefficient CX programs 
into modern and agile CX programs. 

CX Agility Is a Necessity to Delight Modern Customers 

Businesses across all industries succeed and fail by one key criteria: their ability to 
create happy customers. Firms that struggle with it risk losing market share to 
competitors that out innovate them in delivering top-notch customer experiences 
(CX). Firms with happy customers that don’t keep-up with the changing needs of their 
clientele also risk falling behind and losing competitive ground. As such, keeping-up 
with customer needs and wants while delivering effortless experiences across 
all business departments and through all interaction channels is now a 
necessity.  

Aberdeen’s CX Executive’s Agenda survey observed responses from 405 businesses 
regarding the key trends and best practices influencing their CX activities. The 
findings revealed that business leaders struggle with several challenges impacting 
their ability to create happy and loyal customers.  

Table 1 shows that the number one challenge is struggle differentiating from 
competitors through CX activities – cited by 45% of companies. This means that 
firms struggle monitoring and understanding the needs of their current and potential 
clientele, and as such miss an opportunity to differentiate from competitors through 
superior CX. In the age of the empowered customer, where customer feedback is 
readily abundant, success in differentiating through better CX makes it easier for 
savvy businesses to attract buyers who rely on this knowledge to make purchase and 
loyalty decisions – the second top challenge 36% of businesses aim to address.   

Table 1: CX Leaders Struggle Keeping-Up with Changing Customer Expectations 

Top Pressures (n=405) All Respondents 

Increased competition requires differentiating based on 
customer experiences 45% 

Customers have access to a wealth of information on many 
competitive products / services changing the dynamics of 
customer relationships 

36% 

Customers expect consistent experiences across all touch-
points 27% 

Demographic changes of customers 27% 
Increasing cost of customer acquisition 18% 

Source: Aberdeen, September 2021 
 

Definition: CX Agility 
 
For the purposes of this 
research, Aberdeen 
defines ‘CX Agility’ as 
companies monitoring 
changes in customer 
demand and business 
conditions to predict how 
they may impact their 
activities, proactively 
adjusting their activities to 
keep-up with (and lead) 
those changes and 
facilitate business growth. 
These activities have 
three key components: 
 
1. Transform business 
activities on-time & 
accurately 
 
2. Innovate & improve 
customer engagement 
activities 
 
3. Uncover & take 
advantage of growth 
opportunities by adapting 
business activities 
 
Firms with all of the 
above attributes are 
defined as ‘Agile CX 
Organizations’ 
throughout this report. 
 
 

https://twitter.com/aberdeengroup
https://www.linkedin.com/company/aberdeen/
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In addition to keeping-up with the needs of empowered customers and delivering 
distinguishing customer experiences, CX leaders also report that they’re challenged 
with ensuring the consistency of interactions across all the engagement channels 
(e.g., web, phone, email, social media) they use to interact with their clientele. This is 
important as the CX Executive’s Agenda survey shows that on average, businesses 
use at least 9 channels to engage customers. Lack of consistency in interactions 
across these channels frustrates buyers, which in turn increases the risk of customer 
churn.  

Modern CX leaders must address the above challenges by transforming their 
traditional ways of doing business to in favor of greater agility allowing them to adapt 
to changes in business conditions more rapidly and effectively than competitors. The 
CX Executive’s Agenda survey shows that 25% of CX leaders have already done so 
by building and maintaining agile CX organizations – see sidebar on Page 2 for 
definition.  

The ROI of Agile CX Programs 

Observing the year-over-year (YoY) performance changes of agile CX organizations 
vs. All Others (firms without agile CX programs) shows that the former enjoy far 
superior performance results across three key categories: 

1. Customer Experience 

Figure 1 shows that agile CX organizations enjoy 2.2x greater annual increase in 
customer satisfaction rates (15.6% vs. 7.0%). They do so because monitoring and 
determining changing buyer needs allows them to proactively adjust their activities to 
better align with those needs. This is validated by the YoY improvement (decrease) in 
their response time to customer requests where agile firms report 5.8x greater annual 
improvement in addressing buyer needs rapidly and effectively (15.1% vs. 5.4%). 

Figure 1: Agile Firms Enjoy Superior Annual Improvements in CX Results
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25% 
of businesses have 

modernized their 
traditional CX 
program by 

transforming into 
agile CX 

organizations. 

On average, 
businesses use at 

least  

9 channels  
to engage 

customers.  
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Customers reward agile businesses that excel in adapting their activities to address 
changing buyer needs. Figure 1 shows that agile CX organizations enjoy 3.6x 
greater annual increase in customer retention rates (10.2% vs. 2.8%) – a strong 
reflection of the loyalty of their clientele. Data also reveals that besides retaining their 
existing clientele, establishing an agile CX program helps firms win-back previously 
lost clientele. This means that even firms that currently struggle addressing buyer 
needs and observe churn across their client base can reverse this trend and regain 
their competitive position by adopting agile CX capabilities.  

2. Operational Performance 

One of the common mistakes made in traditional CX programs is overlooking the role 
employees play in shaping customer satisfaction and behavior. Although firms use a 
rich set of technologies and processes, those are only enablers helping employees 
manage customer expectations. As such forward-thinking organizations with agile CX 
programs focus on empowering their employees with the tools and information they 
need to their jobs. This reflects in their performance depicted in Figure 2 where agile 
CX users report 98% greater annual increase in employee engagement rates – a 
measure reflecting employee buy-in and willingness to contribute to company 
objectives through individual roles (16.8% vs. 8.5%).  

Figure 2: Agility in CX Helps Maximize Operational Results

 

Another important attribute of agile CX organizations is their success in optimizing 
activities across all business departments with direct customer contact, including 
marketing, sales and service. Figure 2 shows that these agile CX users achieve 3.3x 
greater YoY increase in return on marketing investments (ROMI) – defined by 
marketing’s contribution to company revenue (8.2% vs. 2.5%). They do so due to 
better understanding of buyer behavior and needs and using this understanding to 
tailor marketing campaigns for maximum impact. 

Data also shows that better monitoring, understanding and predicting of buyer needs 
allows agile CX organizations to improve sales effectiveness – reflected by 3.3x 
greater YoY increase in cross-sell / up-sell revenue (11.0% vs. 3.3%). Besides 
optimizing revenue-oriented activities such as sales and marketing, building agility in 
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increase in return 
on marketing 
investments 
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CX activities also help firms reduce inefficiencies leading to lengthy and repeat 
contact in customer service delivery. As a result, firms with agile CX programs 
enjoy 2.0x greater YoY improvement (decrease) in service costs (15.2% vs. 
7.6%).  

3. Financial Improvements 

Figure 3 shows that building an agile CX organization that proactively monitors and 
adapts to changes in business conditions helps firms enjoy 48% greater YoY growth 
in annual revenue (14.8% vs. 10.0%). Such growth is fueled through improvements in 
a number of areas including cross-sell / up-sell revenue (noted in the previous 
section), growth in revenue from net-new customers (15% greater YoY gain by agile 
firms) and revenue from client referrals (2.3x greater YoY gain by agile firms). 
Collectively, growth across this multitude of revenue streams validates that CX agility 
fuels financial success and business growth.  

Figure 3: Agile CX Organizations Drive Superior Business Growth 

 

Figure 3 shows that agile CX organizations also enjoy 2.4x greater YoY increase 
in customer lifetime value – measured by the total spend a client makes with the 
business through the duration of the relationship with that business (12.0 vs. 4.9%). 
Improving this measure requires firms to satisfy their clientele and find ways to grow 
their spend and capture greater mindshare and wallet share. Agile CX users’ success 
in improving customer lifetime value signals that they succeed in achieving these 
goals by keeping-up with changing buyer needs and adjusting their activities to 
address them accordingly. 

Besides revenue growth, CX agility also helps reduce costs by minimizing 
inefficiencies associated with using tactics that no longer meet buyer expectations or 
business dynamics. As a result, firms can decrease unnecessary operational costs 
and coupled with revenue growth reported earlier achieve 80% greater YoY increase 
in profit margins – a measure reflecting the net revenue generated from customers 
after deducting the operational costs incurred to service them (8.8% vs. 4.9%).  
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Three Building Blocks to Build & Maintain an Agile CX Organization 

Comparing the performance results between agile CX organizations and others 
shows that transforming traditional CX programs by adding greater agility is the right 
approach for business leaders aiming to improve the financial health of their business, 
create happy customers and empower employees. But where should firms get started 
with this transformation? There are three key building blocks made up of several 
activities that help firms build and maintain CX agility: 

1. Transform Your CX Program through an Accurate & Holistic View of 
Customer Needs 

The first building block business leaders must establish for CX agility is a deep 
understanding of customer needs. This is crucial as without it, firms will rely on their 
own assumptions and predictions of buyer needs and risk losing touch with current 
and potential clientele if they’re wrong. The first step in understanding customers is 
identifying the existing touch-points used to engage buyers, determining where this 
data is stored and how it’s integrated with data within other systems for a connected 
view of customer insights. Firms that lack a connected view of customer insights - 
where employees across different business departments have different views of 
account data - risk lack of consistency and personalization in customer conversations. 
This, in turn frustrates clients and leads to churn and poor brand reputation. Tools 
such as customer data platforms (CDP) allow firms to connect data from various 
internal sources (e.g., CRM, marketing automation, salesforce automation, enterprise 
resource planning) and outside sources (e.g., weather, traffic) to build a more detailed 
and holistic view of each customer. 

Once firms ensure a connected view of CX insights, next is analyzing this data to 
reveal the key factors influencing customer behavior and sentiment. Figure 4 shows 
several activities agile CX users rely on to better understand their clientele by using 
connected views of customer insights. It shows that all agile CX users use root-
cause analysis to reveal factors influencing customer behavior and 
expectations. For example, retailers with this capability can determine what factors 
have the greatest impact on customers finishing the purchase of an item abandoned 
in an online shopping cart. Insurance firms can observe what activities have the 
greatest impact on policy non-renewal. Manufacturing firms can determine what 
factors impact product demand to plan inventory availability and manufacturing 
schedules.  

Knowing the key factors influencing relevant business outcomes allows firms to 
monitor these factors proactively and adjust their activities based on changes in these 
factors – reflecting the very definition of CX agility. Agile CX users are 24% more 
likely to have established KPIs so they can analyze customer data to better identify 
and manage against the factors influencing these KPIs (93% vs. 75%). For example, 
the insurance company using root-cause analysis to detect factors that increase the 
risk of policy non-renewals would use policy renewal rate / customer retention rate as 
a KPI to determine the precise factors influencing improvements and worsening in 
that metric.  

Build and maintain 
a truly connected 
view of customer 

insights across all 
relevant sources to 

make it easier to 
adapt end-to-end 

business activities 
to changing buyer 

needs. 

https://twitter.com/aberdeengroup
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Data also shows that agile CX users are 64% more likely to assess the effectiveness 
of their CX channel-mix by measuring them using these KPIs (90% vs. 55%). This 
allows firms to evaluate which channels work best in engaging buyers based on their 
changing channel preferences. It also helps determine opportunities to improve use of 
various engagement channels to achieve desired business outcomes with unique 
customer segments. 

Figure 4:  Monitor & Determine Changes in Customer Expectations to Ensure Agility 

 

 

Besides using data to monitor changes outside the business (customer needs and 
business conditions), agile CX users also regularly assess their internal operational 
effectiveness in addressing customer needs. Specifically, they are 26% more likely 
to analyze CX data to reveal process bottlenecks and inefficiencies (91% vs. 
72%). This can be done in various ways, including observing repeat customer 
contacts about the same issue, using voice of the customer (VoC) data and 
leveraging employee experience and feedback. Overall, minimizing process 
bottlenecks and inefficiencies helps CX leaders more rapidly and effectively adjust 
their activities and make it easier for their customers to do business with them. To this 
point, Figure 3 shows that agile CX users are 48% more likely to monitor customer 
effort across the entire buyer journey – a validation of the connection between 
focusing on delivering effortless experiences and agility in addressing client needs 
(83% vs. 56%). 

2. Engage Customers in a More Proactive & Hyper-Personalized Fashion 

Understanding customers and adapting business activities to keep-up with their 
changing needs requires more than analyzing CX data. It also requires firms to 
engage current and potential customers in a hyper-personalized fashion to capture 
VoC insights – referring to customer sentiment and feedback data about 
organizational activities. Firms capture VoC data in numerous ways, including online 
surveys, email surveys, notes from in-person conversations with sales reps and 
contact center agents. They also capture it indirectly by analyzing customer 
behavioral data such as duration of customer relationships and changes in client 

Agile CX users are  

26%  
more likely to 

analyze CX data to 
reveal process 

bottlenecks and 
inefficiencies. 
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spend to reveal which activities have the greatest impact on customer loyalty and 
buyer spend. Figure 5 shows that agile CX organizations build a truly customer-
oriented culture by encouraging and enabling clients to share their feedback across 
all relevant interaction channels – an activity they deploy 36% more widely (91% vs. 
67%).  

Figure 5:  Keep In-Tune with Customers & Act on VoC Insights

 

One of the challenges firms face when using VoC programs to keep-up with customer 
needs is lack of integration of the customer feedback and sentiment data captured 
through VoC tools with account data available within the CRM system. This results in 
fragmented views of necessary data and makes it more difficult to determine which 
business activities have a positive versus negative impact on customer sentiment and 
feedback. Agile CX users understand the importance of having a truly connected view 
of all customer insights and are 64% more likely to integrate their VoC data with 
customer data within the CRM system to better keep-up with buyer needs (77% vs. 
47%). 

While enriching customer insights through VoC data is invaluable for firms to better 
understand changing buyer needs, VoC insights only helps firms when they use them. 
Agile CX users don’t just capture VoC data, rather they leverage it as an 
important part of their strategic decision-making processes to steer activities 
such as marketing strategy design, product-mix planning, new product development 
ideas, etc. Figure 5 shows that they are 32% more likely to have this capability (90% 
vs. 68%). 

3. Grow Customer Relationships & Business Results by Adapting to 
Changing Business Conditions 

Darwinists believe, ‘It’s not the strongest of the species that survives, nor the most 
intelligent. It’s the one most adaptable to change.’ Whether it’s true that Darwin said 
this or not, this quote accurately describes why CX agility is vital for businesses 
across all industries and of all sizes to survive and thrive. Adding more sophisticated 

Agile CX users are 

64%  
more likely to 

integrate their VoC 
data with customer 

data within the 
CRM system to 

better keep-up with 
buyer needs. 
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technology tools or designing more sophisticated business processes gets firms only 
so far. Firms that adapt well to changing business conditions are the ones that endure 
through the strength and success of their customer relationships. Figure 6 shows 
several activities they use to grow successful customer relationships through adapting 
business activities to changing business conditions. 

Figure 6:  Operationalize CX Agility by Rapidly & Efficiently Adjusting Business 
Activities 

 

Data shows that all agile CX organizations tailor customer interactions across all 
channels using connected views of client data – enabling them to truly hyper-
personalize all elements of these conversations (message, time, channel). Data also 
shows that all agile CX users provide automated alerts to relevant stakeholders 
in the business when customers have poor experiences. This latter capability 
allows employees such as customer service reps and account managers rapidly take 
action to mitigate the causes of the issues frustrating clients. Because firms act to 
proactively address the causes of poor customer satisfaction, they also minimize the 
risk of losing clientele. Establishing a single view of customer data across all 
departments helps support this proactive engagement strategy as it makes it easier 
for employees to see data about all interactions and use the right activities to address 
the unique needs of the client.  

To grow business results as best as possible, firms must ensure that adaptability is 
incorporated end-to-end across all CX activities. This means monitoring changes in 
business conditions and customer expectations in terms of their impact on all 
business departments, including the front-office (sales, marketing, service and 
commerce) and back-office (e.g., operations, legal and IT). Building and maintaining a 
truly connected view of customer data is one way firms ensure such end-to-end 
adaptability. Another one is by encouraging and enabling employees across all 
business departments to better communicate and collaborate with the help of 
technology and processes – an activity deployed 23% more widely by agile CX users 
(81% vs. 66%). This makes it easier for employees to share insights on observations 

https://twitter.com/aberdeengroup
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about changing business conditions, collaborate to address evolving buyer needs in 
real-time and deliver truly unified and consistent experiences regardless of the 
changing business conditions.  

While employees have a wealth of insights that they can use to manage customer 
expectations, it may be challenging to hyper-personalize all aspects of buyer 
conversations all the time. For that, agile CX users empower employees with next 
best-action guidance designed to provide them with recommendations for the steps 
they should take to achieve desired business outcomes based on certain scenarios. 
For example, an insurance firm may see an increase in property damage claims after 
a hurricane and may need to schedule agents who are specialized in auto damage 
claims to handle the increased call volume to adapt to changing business 
requirements. In this scenario, agents that are not specialized in property damage 
claims can be provided with next best-action guidance through screen pops on the 
agent desktop and workflows on the unified agent desktop to help them address client 
needs. Figure 6 shows that agile CX users are 2.1x more likely to have this capability 
to support business growth and adaptability (76% vs. 36%). 

Key Takeaways  

When it comes to forging the path to customer loyalty and profitable business growth, 
the customer experience has become the only long-term differentiator companies can 
rely on to grow and succeed. While developing new and innovative products / 
services or adjusting pricing to attract buyers can serve as helpful tactics in the short-
term, delivering top-notch CX is the only proven strategy that helps firms with 
enduring success. While traditional CX programs were designed to create happy 
customers, they typically focus on managing the needs and business conditions of 
today.  

Forward-looking business leaders recognize that operating environments and 
customer expectations change. They deploy tools and processes to proactively 
monitor changes in customer behavior and overall business conditions, anticipate 
how they may affect their activities and adapt rapidly to be ready to address the 
challenges of tomorrow. In turn, their customers reward them with their loyalty and 
increased spend. They also enjoy superior operational results such as sales and 
marketing effectiveness all the while boosting revenue and reducing costs. These 
forward-thinking businesses are agile CX organizations.   

Business leaders who currently rely on traditional CX programs and lack such an 
agile CX strategy as detailed in this report should incorporate the below three building 
blocks within their activities: 

1. Transform your CX program through an accurate & holistic view of 
customer needs 
 

2. Engage customers in a more proactive & hyper-personalized fashion 
 
3. Grow customer relationships & business results by adapting to 

changing business conditions 

CX agility is vital 
for businesses 

across all 
industries and of all 

sizes to survive 
and thrive. 

https://twitter.com/aberdeengroup
https://www.linkedin.com/company/aberdeen/


 

 

 
11 

 
Building and maintaining an agile CX program will help firms across all industries be 
better prepared to take advantage of growth opportunities and remain more 
competitive despite the changing business conditions.  
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