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Abstract

Customer experience (CX) in the eCommerce (eCom) context refers to the complete
journey that the customers of an e-business go through at time of interacting with the
company’s online store. It includes all the touchpoints; from the instant the brand is
discovered by the customers to the time succeeding the customers receive what they
bought. While broadening the choice of products available to the customers
eCommerce has also intensified competition amongst the e-retailers and thanks to
portals like Amazon, they now must compete against both domestic and international
peers. With a plethora of eCom sites being available to customers, just a few clicks
away, providing superlative customer service throughout their journeys that engage
users and influence their purchases, has become crucial for eCom businesses. This
article analyses the strategies available to firms to provide excellent customer services
that can eventually translate into higher sales.
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Introduction

Customer experience refers to the perception of customers with respect to a product or service and hence the company, which is
completely influenced by their experience beforehand, during and following their purchase (Llewellyn 2024) 71, CX is the
summate of the interactions of a customer with a brand, that begins with his journey from the discovery of the brand to becoming
its loyal customer. It combines the feelings of a customer with his / her perceptions regarding the brand, and usually is heavily
influenced by every single interaction with the corporate (MacDonald 2024) %81, In essence, CX denotes every endeavor by a
firm to deliver excellent experiences, superior value, and evolution for customers (McKinsey & Company 2022) 3,
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Fig 1: Customer Experience (Uddeen 2022)
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In e-commerce, CX plays a crucial role. It has a direct
influence on the satisfaction derived by the customers, their
loyalty towards the brand or the product, and hence impacts
repeat business through customer retention. A positive
experience, therefore, can lead to greater conversion rates and
higher sales along with creating and maintaining the
competitive edge (Chaturvedi 2024) [¥l. A positive experience
goes a long way to foster customer loyalty thus ensuring
retention while a negative experience will have an adverse
impact on sales, resulting in negative word-of-mouth (Patil
and Rane 2023) B9,

Basically, it is the overall experience of the customer with a
brand that holds the key to whether a lead or an interaction
will result in a conversion or a lost sale (Llewellyn 2024) 7],
This is an era in which the way a business delivers for its
customers is just as important as the products and services it
provides if not more, CX is crucial and makes a lot of
difference. This is also the digital era wherein customers
make full use of the internet to make or break a product or a
brand. They review a product or a brand and share their
experiences with the company in public forums where they
can be viewed by all present and prospective customers and
decide whether the company can gain new customers and /or
is able to hold on to its existing ones. This has made it crucial
and essential for companies to connect with customers
throughout their journeys at an emotional level (McKinsey &
Company 2022) B,

Besides being the right thing to do for customers, CX also
translates into three times the returns to the company’s
shareholders (Briedis, et al. 2020) ). These portals have
made it easier for modern customers obtain details pertaining
to other similar products, including their make,
specifications, longevities, unique features, drawbacks, and
client ratings. Customers now have significant faith on
customer evaluations while choosing a product or service and
a lot of reliance on word of mouth and these have turned into
critical components when it comes to making a purchase
decision (Patil and Rane 2023) B9, Irrespective of the
industry, higher sales and improvement in customer retention
are significantly driven by the degree of excellence of the
eCommerce CX provided by the company, which in turn
becomes instrumental in expanding the business (Llewellyn
2024) 271,

Materials & Methods

The primary source of research for this article is the internet
which presents a generous assortment of both qualitative and
quantitative material. This qualitative research reviews
literature and examines data on consumer experience
published on various portals to present an in-depth analysis
of the subject matter. VVarious materials that are available
online on public domain such as research papers, journal
articles, books and book sections and reports have been
scanned to source the theoretical concepts, relevant data and
examples. The literature scrutinized also includes articles
published in newspapers, magazines, and other business
periodicals posted online by reputed publications. The data is
sourced from research publications and to the best of our
knowledge is authentic. This article has also made use of
charts and diagrams to provide visual representation of both
numerical data and theoretical concepts. Charts and diagrams
help of to present vivid and compelling representation of the
points being made in the article (Hehman and Xie 2021) 19,
Certain complex theoretical concepts such as the strategies
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for providing superlative customer experience have also been
represented using charts and diagrams to better explain the
concept and break the monotony of textual content (Divecha,
Tullu and Karande 2023) (14,

Results

The first and foremost reason behind the existence and
success of any business is its consumers or customers or
clients. Any business organization that circumvents the
process of providing a smooth and continuous customer
experience to its users is most likely to end up falling behind
its competitors — who emphatically ensure that they work
towards enhancing CX. Superior CX helps to maintain old
customers, acquire new and hence in business expansion and
is usually bottom line accretive. Thus, CX hits the
profitability of the business and is the only thing that
undoubtedly will drive the business growth and prosperity
(Alareed ICT 2021) ¥, The influence of CX on the business
is so strong that it can take the business to great heights or be
the sole reason behind its winding up. It is, therefore,
essential that we study the ways to improve it.

Strategies to boost customer experience

Providing superior customer service can be a huge
differentiator for a business in a marketplace. It can also
provide a sustainable competitive edge for the company. In
this era of cut-throat competition these are often the factors
that helps a business stand out in the crowd and boost sales
and profitability. Transforming CXs demands a holistic
approach to service design, execution, and transformation.
The company must follow certain strategies to deliver an
exceptional service culture that, beside supporting the
employees, also delights customers, and becomes the key
driver for organizational performance.

Personalization

An extremely powerful, if not the most powerful, method of
improving CX is personalization. It allows businesses to
modify their communications and offerings to conform to
customers’ preferences and meet the unique requirements of
every client (Patov 2024) (9, Personalized CX refers to
businesses offering products, delivering messages, and
presenting offers that are custom-made to serve the need of
each customer (Powell 2023) 4. Spotify and Amazon are
well-known for using personalization. Tailoring every user's
homepage to reflect their purchase and browsing history, they
utilize the data to suggest products for possible future
purchases.

Present-day consumers are skeptical than ever before,
particularly more so in case of marketing and their skepticism
is growing. With the exponential rise in the use of internet
and its spread, customers now see a plethora of ads being run
on every communication media they turn to, including ads
from peers and competitors (Llewellyn 2024) 7,
Personalization exerts a direct impact on the loyalty of the
customer through the creation of larger number of
meaningful and relevant experiences (Patov 2024) [0, By
offering a customized experience it becomes possible for
businesses to demonstrate their realization, comprehension
and awareness about customer preferences, which leads to
bigger and better engagement with their brand, greater
lifetime value with an amplified customer loyalty and
backing (Powell 2023) 411,
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Fig 2: How Personalization Impacts CX (Successive Digital 2024)

Firms can create meaningful experiences for their customers
through such personalization that are emotionally engaged,
as they make the clients feel valued which ultimately builds
brand loyalty (Powell 2023) 4, A joint study conducted by
Harvard Business Review with Google in 2022, involving
huge number of consumers concluded that personalized
brand experiences give rise to a “comparable revenue effect.”
It is not startling since in the post-pandemic period, when
globally so many people felt isolated and wanted to be seen
and heard and have genuine communications, personalization
appeared to them as the much-needed solution (Edelman and
Abraham 2022) [2, Ina separate study, McKinsey &
Company found that personalization and customization have
the power to improve performance and offer superior
customer outcomes (McKinsey & Company 2023)
[311, Companies that derive 40% more of their revenue from
personalization have swifter growth rates compared with
their counterparts that have slower growth rates (Kondamuri
2024) 251 Tesla takes car personalization to a whole new
level with the car remembering individual driver’s preference
for seat, steering wheel, and mirror location, along with
suspension, braking, radio presets and even the style of
driving (Morgan 2024) 1331,

Omnichannel Integration: Seamless Customer Journeys

Omnichannel CX refers to a strategy that has a customer-
centric approach with the objective to generate a seamless CX
throughout every channel and touchpoint (Painter 2024) 81,
This strategy makes sures that consumers have a consistent
experience at the time of interacting with the organization,
irrespective of time and place — be its online, or in-store, or
over the phone. The omnichannel experience, therefore,
comprises the capacity to provide personalized, yet faster and
uninterrupted omnichannel consumer service provided across
web, mobile, and social apps. It does not involve just adding

some channels for communication. Omnichannel CX goes
much deeper into building more understanding with the
customer thus setting the foundation for a stronger and more
loyal relationships with customers over time (Levy 2024) [?4],
An omnichannel experience furnishes agents with
important customer background and perspective, which
includes their past interactions with the business (Olson
2022) B4 This also makes it possible for agents to
personalize customer service interactions which in turn helps
them offer swift support services that are better customer
oriented (Grieve 2022) 4. For instance, an e-business
organization, can enable a customer to buy a product through
channels that are beyond its website, such as within the
messaging thread of a social channel or a mobile application.
The business can also provide product suggestions or send
out to clients personalized offers on the basis of their
shopping history (Levy 2024) 1261,

As a strategy omnichannel has been associated with retailing
for a long time now, however service-based firms are how
increasingly accepting it and implementing it with the help of
digital technologies despite the fact that migrating to an
omnichannel service-based regime from a multichannel one
is in itself quite a challenge (Gerea and Herskovic 2022) [14],
This strategy makes sure that customers are able to interact
seamlessly and consistently with brands across a number of
channels - social media, websites, mobile apps, physical
stores, and more. For instance, a consumer should have the
privilege to changeover from browsing a product on the e-
commerce website to getting in touch with the customer
support using the social media platform without facing the
inconvenience of repeating their information or navigating
through menu options wasting their time (Editor, The Yale
Ledger 2023) (31, Louis Vuitton seamlessly integrates its
online and offline channels for creating omnichannel
shopping experiences (Gritzelkaiser 2023) 161,
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Fig 3: Omnichannel leaders emphasize on 5 key areas (Briedis, et al. 2020) [']

The most knowledgeable and sensible of the retailers have
worked over the years to create omnichannel strategies that
have the right mix of physical and online channels that can
engage consumers in the channel they choose (Briedis, et al.
2020) [, Adapting to novel and dynamic customer behaviors
and preferences requires that the retailers appraise and assess
their existing omnichannel offerings to identify gaps and
opportunities and innovate to fill them. Every addition must
align unambiguously with emerging customer needs and
incorporate existing channels to support an unswerving
experience.

Enhancing Customer Support: Proactive and Reactive
Strategies

Depending on who makes the first move, CX can be
proactive or reactive. As the name suggests, a reactive
customer service works by responding to the customer
queries, complaints or addressing issues and grievances after
the relevant incidents have occurred (Roosa 2024) [431, On the
other hand, proactive customer service strategies work as a
pre-emptive measure to avoid creating disgruntled customers

(Sidor 2024) *41, Such a strategy helps a business improve
CX through anticipation of customer needs and providing
help and support before the customer asks for it. In simple
terms, proactive consumer service means that the company
initiates customer contact, while reactive service means that
the customer reaches out first (Amaresan 2021) B,

Due to the intense competition, it has become essential that a
business stands out in its endeavor. Learning to identify and
anticipate market demand shifts and changes in consumer
behavior, helps an organization sharpen its strategy and
operating models to better deliver for its customers.
Outstanding CX habitually involves walking the extra mile
beyond reactive solutions. Today organizations have the
option to exploit the power of data analytics to anticipate and
understand consumers’ needs and provide solutions as a
preemptive measure. For instance, in case of a customer who
purchases the same product intermittently, the company can
proactively offer a subscription option, like Amazon does, to
them or recommend purchasing it in large volumes and offer
bulk deals, such as price discounts on large volume, that can
help them save money (Editor, The Yale Ledger 2023) 231,

Brands that offer proactive support are favored by:

70% of customers globally

66% of customers in the U.S.

Fig 4: Edge of Proactive Support (Mocanu 2023) [
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A research by HubSpot shows that for brands that offer
exceptional customer service, 9 out of 10 customers tend to
spend more, while 93% have higher inclination to make
repeat purchases (Redbord 2023) #2. In today’s dynamic
business environment, proactive customer service lays the
foundation that shapes a company's status in the eyes of the
consumer, promoting customer loyalty, and increasing
revenue. This approach plays the pivotal role in catering to
the swelling expectations of consumers, who now want
brands to anticipate their needs rather than simply offering
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solutions (Omind 2023) 331, There exist compelling statistics
to emphasize the impact of proactive customer service.
Nearly 70% of consumers take a more positive stance
towards brands if they receive proactive customer service
notifications (Statista 2022, Statista 2022) [16 47,
Furthermore, for nearly 33% of consumers across the world,
the resolution of their issues over a single interaction with the
company acts as the most crucial factor in driving satisfaction
from customer support (Omind 2023) [351,

service for:

D

33%
globally

Getting theirissue solved in just
one interaction is the most
important aspect of customer

of consumers

D 36%
) ofUsS.users

Fig 5: Impact of Proactive Customer Service (Omind 2023) [3%

In the modern dynamic business environment, proactive
customer service is playing an increasingly important role in
creating the corporate image, fostering customer loyalty, and
propelling revenue growth (Mocanu 2023) 2. Technology
giant Apple offers personalized assistance and support to
customers through its Genius Bar service that frequently
proactively identifies and resolves possible issues before they
escalate (Gupta and Subhashis 2024) [18],

While proactive services try to make sure that dire situations
are avoided, reactive customer service acts as a safety net that
ensures that should an unexpected situation arise, businesses
are prepared and, are able to deal with it through quick
response to address the customers’ concern and resolution of
the matter (Omind 2023) 51, The reactive strategy of hearing
customer feedback with a timely response helps to increase
brand awareness (Interact RDT 2024) 4. Consistent and
continuous incorporation of these feedback into the
company’s processes and making necessary amendments,

Improved CX

helps the company meet the developing customer
expectations and at the same time builds trust with the
audience (Editor, The Yale Ledger 2023) 31,

Streamlined Checkout Processes: Reducing Friction

The new catchphrases in the ecommerce industry are
checkout flow and orchestration since they play a crucial role
in successfully translating a browser into a buyer. Every
modern e-business manager and executive, irrespective of
their geographical locations and expanse, today assigns top
priority to ensuring that the customers witness seamless
checkout (Optty 2022) B7. An efficient and modernized
checkout process allows customers easier and speedier
checkout thereby ensuring better CX and hence elevated
customer satisfaction. This also increases the chances of
repeat purchase as probability of customers who have
completed their transactions returning for future purchases is
much higher (AlContentfy 2024) [,

Reduced
Shopping Cart
Abandonment

Fig 6: Benefits of Seamless Checkout (Vasta 2024)

782|Page



International Journal of Multidisciplinary Research and Growth Evaluation

The ease of checkout may also urge them to recommend the
e-business to others, which in turn can lead to new customer
acquisitions. Moreover, a streamlined process of checkout
can also help reduce the rate of shopping cart abandonment
(The Fullstory 2024) B9, A major problem for e-commerce
businesses is shopping cart abandonment with abandoned
carts making up a significant proportion of lost sales
(Mcaulay 2023) 2, The average cart abandonment rate is
70.19% (Bymard Institute 2024) 1. A streamlined checkout
process facilitates faster and easier checkout through the
simplification of the process and making it as quick and
stress-free as possible and thus aids to bring down the number
of abandoned carts.
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Building a checkout process that is easy and user-friendly
enhances customer satisfaction and hence CX. It provides the
customers flexibility with respect to payment method of
payment for the purchases made alongside expediting the
checkout process (Aakash 2022) M. Adding a progress bar
offers real-time guidance to customers about the time
remaining to check out and acts like a visual roadmap for
shoppers to ensure that they stay on track throughout their
purchasing journey (GoKwik 2024) [, This is especially
necessary for online shoppers who want a smooth,
unencumbered, and swift checkout process. Most online
stores such as Apple and Amazon give the ‘sign in” option for
a speedier checkout.

L@ Mobile

@ Address }

Fig 7: A checkout Progress Bar

Samsung, a leading global technology brand, provides
multiple payment options, displays trust seals prominently,
offers a modifiable cart section along with a non-intrusive
option for applying promo codes (ConvertCart 2024) [0,
Building Trust and Transparency: Creating a Reliable Brand
Building trust and transparency in a brand plays an important
role in increasing CX and loyalty. Customers would blindly
rely on brands such as Apple, Microsoft, Amazon etc. when
it comes to quality of products and user experience and they
would repeatedly buy from these companies. Trust forms the
basis of any successful relationship, specifically in such fields
as medicine, healthcare, and financial services (Spalding
2024) 151,

Unambiguous, honest, and recurrent communications help to
build trust amongst customers while keeping them informed
about the situation at hand and the organization's response.
Customers appreciate transparency and expect brands to
present clear and concise picture about their pricing,
processes, and policies. They are also curious about the ways
the products are manufactured, and the reason for certain
merchandise being dearer than others (Agomi 2024) [,
Transparency attracts customers even in a fiercely
competitive market. It is about sharing both positive and
negative aspects with the customers and letting them peep
behind the curtains rather than paining just rosy pictures. This
entails truthful talks on product sourcing, production
processes, pricing structures, and admitting own mistakes
when they happen. These actions besides imparting a human
face to a brand also creates the basis for trust and loyalty that
can’t easily be broken by rivals.

This transparency assures the customers about responsible
handling of any crisis by the company. E-Comm business
such as Amazon, Alibaba, guarantee consistent superior
services and reliable delivery of products or services that help
to strengthen customer confidence. Customers must be
confident that they can depend on the firm, especially in dire
situations (Interact RDT 2024) 4., Providing meaningful and
positive experiences is crucial for achieving competitive
advantage alongside promising outcomes in terms of
consumer behavior including positive word-of-mouth
(Wetzels, Klaus and Wetzels 2023) 53,

Discussion
For modern consumers online shopping is now a mode of

engagement and entertainment, not just simply a
transactional activity. This has amplified the importance of
implementation of advanced metrics and tools for assessing
the effectiveness of CX initiatives (Ahmed and Omarein
2024) @1, For individual customers, CX is the entire gamut of
expressions associated with any brand, not a few isolated
attributes. It is the complete experience from pre-purchase to
post-purchase. It demonstrates the ways in which a brand
engages with its customers throughout its buying journey and
includes both positive and negative experiences (Tarun 2022)
41 Hence, the three crucial constituents of CX are
convenience, satisfaction, and value.
= Convenience refers to the ease with which customers to
do business with the firm
= Satisfaction signifies the extent to which the firm is able
to meet customers’ needs and expectations.
= Value weighs the benefit derived by the customer from
using the products or services offered by the firm.

How these strategies help to boost sales

Businesses must focus on all three above mentioned elements
for providing superior CX or improving it. It always helps if
the firm makes it easy for customers to do business with it,
surpass their expectancies, and adds value. These create and
foster satisfied and hence loyal customers who provide
recurrent business and also create new business.

Strategies such as Personalization attracts customers’ loyalty
by building trust, encourages repeat purchases and reduces
churn, thus increasing Customer Lifetime Value (CLTV) and
fostering emotional loyalty. Personalization increases
customer loyalty by allowing companies to better connect
with clients at an emotional level. Omnichannel consumer
service allows customers to continue a conversation at a time
and place that is most convenient for the customers, and
provide support to through customer care executives or
agents who can jump right in for helping them. Customers
will return and may be bring new ones with them. A positive
word of mouth is a powerful sales and hence revenue driver.
A most effectual ways of approaching CX in a business is to
look at it through from a customer’s perspectives. Identify
areas that made him feel satisfied, diagnose pain points that
need improvement to for better customer’s experience.
Customer expectations are increasing constantly making it
imperative for businesses to anticipate potential issues before
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they escalate. Reactive service is essential but many a times
it falls short of providing superior customer experience. It is
not a one-time activity and demands constant upgradation.
The knowledge about consumer needs and preferences must
be updated continuously as these keep changing by the
minute. Companies must seek feedback from customers
regularly through direct interactions and using surveys and
reviews. The feedback can provide direction for
improvement.

Simplicity is what customers prefer when it comes to
browsing though the online product lists and while checking
out to conclude a sale. Simplicity is also the key to reducing
checkout friction. Customers entering checkout should be
able to comprehend the process clearly by taking just a simple
look at the page which should have obvious cues for the
succeeding steps and no such display or ads that can distract
them while moving down the checkout page. There should be
multiple payment options as it has a meaningful bearing on a
potential customer's decision to complete a purchase. Greater
number of options broaden the array of customers who could
be catered to and increases the possibility of conversion. Each
new conversion ads to sales. Every repeat purchase adds to
sales. A customer who has already had positive experiences
with any particular payment provider, will instantly feel
confident about the business if he sees the payment providers
name and logo at checkout (Wintaugh 2023) 54,

E-comm customers by nature are very different from physical
in-store customers. Hence online experiences must also differ
from in-person experiences. Product quality relative to the
price or purchase value is a key deciding factor for
satisfaction of online customers. E-commerce customers
have higher sensitivity to satisfaction while making
repurchase decisions (Hult, et al. 2019) 2. This implies that
to induce a repurchase decision, online customers must be
better satisfied compared with brick-and-mortar customer
who, at times, repurchase a product, despite not being very
satisfied with their previous purchase. Here also quality of
the CX matters strongly and normally is a bigger decisive
factor than online (G. Hult 2023) 2, Checkout process
ultimately is the make-or-break minute for all potential sale
in eCommerce.

Ease of navigation, easy comprehensibility of product details,
integrated omnichannel services, positive and quick
responses from customer care team to customer queries,
seamless checkout, user-friendly journey can turn a hesitant
buyer into a loyal customer, while a cumbersome process is
most likely to lead to cart abandonment. A streamlined
journey and checkout process impact customer acquisition
rates directly and positively. Providing smooth and efficient
experiences to customer’s help businesses acquire new
clients, retain existing ones, and ultimately push sales and
profits higher. Swifter addressing of customer queries and
prompt problem solving are imperative for maintaining CX
and trust. Application of Al, automated systems and other
such technologies enable providing instant support to ensure
real-time resolution of customer concerns. (Interact RDT
2024) 24,

Strong CX practices make it easier for businesses to maintain
operations and customer relationships even in the face of
crises. This builds trust and gives a sense of continuity and
dependability which makes customers come back just
generating recurring revenue while positive word-of-mouth
brings new sales. Prioritizing customer requirements and
upholding open communication lines help companies ensure
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continuity and foster resilience (Interact RDT 2024) 24,
There is no denying the transformative potential of
customized communication strategies, personalized CXs, and
real-time feedback mechanisms, in promoting and cultivating
long-term customer relationships and propelling business
prosperity. Integration of CX practices with CRM strategies
can generate engaging customer experiences capable of
meeting changing customer needs and preferences, thus
positioning the company for long-term success in the
dynamic world of eCommerce.

Challenges faced by CX Strategies

Enhanced CX offers momentous benefits but comes with its
own set of challenges which must be addressed by the
businesses successfully to ensure the continuity of the
business. Key challenges are the following.

Technology Integration: Providing seamless and
superlative CX requires the integration of a number of
technologies, including marketing automation tools, data
analytics platforms, and CRM systems. Ensuring seamless
coordination of these systems is crucial for delivering a
consistent user experience (Patov 2024) [,

Data Management: Providing CX entails handling huge
volumes of complex customer data. Ensuring data accuracy
and consistency is a huge ordeal. The sheer volume is a
challenge. Investing in robust data management systems and
processes becomes imperative for organizational success.
Data Privacy: Collecting and using sensitive customer data
is extremely risky as in the wrong hands this data could be
extremely damaging. Use of data for personalization must
comply with data privacy regulations. Data protection is of
utmost importance. Businesses must be transparent about
collection and usage data, and must ensure necessary
customers consent from (Hoang 2023) 2,

Balancing: Customers welcome personalized experiences
but not at the cost of privacy. Striking an accurate balance
between the two demands delivering relevant CX without
intruding or relying overly on personal data. It is a huge
challenge for businesses. Entails both time and cost.
Scalability: Scaling personalization endeavors in accordance
with business expansion is another challenge. Businesses
need scalability strategies in place to ensure quality and
effectiveness of CX is not compromised as the business
expands.

Digital Access

The world is increasingly becoming digitized. eCommerce
entails extensive use of digital technologies not just for
purchase and sale but also for all-round customer service. A
crucial CX and satisfaction driver is the connotation of
customer reviews in modern digital age. Modern consumers
can access a plethora of information and research products or
services online, reading reviews before buying themselves.
Positive reviews increase business reputation while attracting
new customers, whereas negative reviews do substantial
damage to the business's image, driving customers away
(Patil and Rane 2023) 9,

Conclusion

Modern economy being crowded, consumers are flooded
with choices. The quality of CX makes a business stand out.
Businesses prioritizing CX, besides creating loyal customer
bases also build their competitive edge that is difficult for
competitors to replicate. This article highlights that
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improving CX necessitates dedication, determination,
customer-centric mindset, and unrelenting development. It
also brings out the significance of CX to conclude that
business can forge strong and lasting relationships with
customers through implementation of effective strategies
which helps to gain clients and hence market share through
business expansion. It is revenue accretive.

Superior CX is a huge differentiator when it comes to success
of the business. It entails efficient use of technology and
compliance with a host of rules and regulations to ensure that
the company can expand while preserving customers’
experience and without compromising on the security of
sensitive user data that they access. This article outlines 5
important ways to enhance CX and maintain it. The company
must always be ready to respond to the changing market
conditions — both anticipation and timely response are
important. It must sharpen its strategy and operating models
to better cater to customers. This article adds to the pool of
literature that highlights the need of a holistic approach to
service design, execution, and transformation to ensure
superior CX and sets the stage for further research in
developing strategies.
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