
To learn more, read the full report at www.sap.com/australia/ausdxr
Or join the conversation #ausdxr

THE AUSTRALIAN
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THE
DX 

SCORE
UNSATISFIEDDELIGHTED

W
H

A
T 

B
R

A
N

D
S

 C
A

N
 D

O

INVEST WHERE YOUR DIGITAL 
EXPERIENCE INFLUENCES LOYALTY AND 
ADVOCACY. HELP YOUR CUSTOMERS 
BECOME DIGITAL INFLUENCERS
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THE DX SCORE 22%
DELIGHTED

47%
UNSATISFIED -25%

0

ONLY ONE BRAND FROM THE 34 
ATTAINED A POSITIVE SCORE. 

THERE IS A LARGE DISCREPANCY BETWEEN THE 
DIGITAL EXPERIENCES THAT DELIGHT 

CONSUMERS AND WHAT MANY BRANDS DELIVER.
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DX SCORE
BY INFLUENCER SEGMENT

AS PEOPLE BECOME MORE INFLUENTIAL 
IN THE DIGITAL WORLD, THEIR DIGITAL 

EXPERIENCE SCORES INCREASE

WE ASKED AUSTRALIAN CONSUMERS ... ACROSS SIX INDUSTRIES ...

DELIGHTED CUSTOMERS ARE 4X MORE 
LIKELY TO STAY LOYAL

4 OUT OF 5 UNSATISFIED CUSTOMERS 
WILL GO ELSEWHERE

 INFLUENCERS

33%

 CONTRIBUTORS

-3%
OBSERVERS

-33% PASSIVES

-41%
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INSURANCE

13%

LEADING

UTILITIES

-40%

LAGGING

RETAIL 
(GROCERY)

-6%

RETAIL 
(CONSUMER)

-7%

UTILITIES

-40%

UTILITIES

-40%

ENGAGE YOUR CUSTOMER

ENSURE ALIGNMENT 
ACROSS CHANNELS 

(OMNICHANNEL)

PERSONALISE THE 
EXPERIENCE

GO BEYOND CRM

BANKING INSURANCE

TELCO

RETAIL
(GROCERY)

RETAIL
(CONSUMER) UTILITIES

COHESIVE, 
INTEGRATED 
AND SIMPLE

AVAILABLE 
ANYTIME 

ON MY TERMS

RESPECTFUL AND 
DEDICATED TO MY 

NEEDS

KNOW YOUR CUSTOMER

CAPTURE DATA FROM 
ACROSS SOURCES

BREAK DOWN DATA SILOS HARNESS THE POWER OF 
REAL-TIME DATA

KNOW YOUR DIGITAL EXPERIENCE SCORE 
AND IDENTIFY WHAT ATTRIBUTES ARE 
IMPORTANT TO YOUR CUSTOMERS

INNOVATE FOR THE ATTRIBUTES MOST 
IMPORTANT TO INFLUENCERS AND STAND 
OUT FROM THE CROWD     

UTILITIES

-38%
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