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Connect Beyond Words."

Deliver on Customer Expectations: CX Trends by the Numbers

Today’s consumers value customer experience and corporate
responsibility more than ever before. They expect retailers to

anticipate and meet their diverse needs. Sell modern consumers
on your brand and gain competitive advantage with retail’s latest
must-have: inclusive, accessible service.

Customer Service Counts

of consumers now say experience is as
important as products/services
[Salesforce, 2022]

of customers say customer
service accessibility is an
important factor in brand loyalty
[Microsoft, 2020]

of customers tell others about a positive
customer experience
[Salesforce, 2018]

Customer Values

Purpose-driven consumers — who
choose brands based on values — are
the largest consumer segment at

[NRF 2022]

Buying from businesses that
promote diversity and
inclusion is important for
[Kantar, 2022]

PHYSICAL SHOP

Consumers say they're likely to spend more
money in inclusive retail environments
[SLD, 2023]

Dollars and Sense

Inclusive retailers who turn
purpose-driven customers
into brand advocates averaged

annual revenue
'201% growth

annual revenue

1.9% growth

for retailers with brand
advocacy and low inclusion,
20192021

[Bain & Company 2023]
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Companies that prioritize
inclusion report up to

performance increase
[Gartner, 2020]
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The U.S. Deaf and .
hard-of-hearing community has
$86 in disposable income
billion [AIR, 2018] A
Winning Over Workers
\o of Gen Z talent says commitment to inclusion
g’) is important in choosing where they work
Monster, 2020
o0 | |
more likely to increase \/ / ~
employee engagement .
and retention if an organization \/
promotes DEIA
[Bersin, 2021]

lower absenteeism for companies
with engaged employees
[Gallup, 2020]

Offeran accessible retail experience with on-demand ASL interpreting on
iOS and Android devices to connect Deaf, hard-of-hearing, and hearing staff
and customers — anytime,anywhere.

Start your Sorenson Express trial now!

Sorenson is a leading global language services provider and the worldleader in
communication tools for Deaf and hard-of-hearing people. Through the power of
language, we connect diverse people and enrich lives.


https://www.salesforce.com/news/stories/customer-engagement-research/
https://download.microsoft.com/documents/en-us/dynamics/Global_State_of_Multichannel_Customer_Service_Report.pdf.pdf
https://www.scribd.com/document/591125788/state-of-the-connected-customer-report-second-edition2018
https://cdn.nrf.com/sites/default/files/2022-01/Consumers%20want%20it%20all.pdf
https://www.kantar.com/inspiration/brands/the-global-inclusion-imperative
https://www.sld.com/white-papers/inclusivity-in-retail/
https://www.bain.com/insights/in-retail-inclusive-customer-journeys-lead-to-growth/
https://www.gartner.com/en/documents/3979855
https://www.air.org/sites/default/files/2022-03/Hidden-Market-Spending-Power-of-People-with-Disabilities-April-2018.pdf
https://hiring.monster.com/resources/workforce-management/diversity-in-the-workplace/workforce-diversity-for-millennials/
https://ss-usa.s3.amazonaws.com/c/308463326/media/27436024f0b84dfd274918375735238/202102%20-%20DEI%20Report.pdf
https://www.gallup.com/workplace/285674/improve-employee-engagement-workplace.aspx#ite-285782
https://sorenson.com/lp/si/sorenson-express-for-retail-trial/?utm_campaign=52024-0900-linkedin-express-retail-infographic&utm_source=linkedin-ad&utm_medium=paid-ads&utm_content=start-your-sorenson-express-trial&utm_term=express&utm_affiliate=&utm_country-code=usa



