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To understand the mindset and roles of customer experience professionals today, we
surveyed 237 CX professionals and then compared their responses to similar studies
we've conducted over the previous five years. We asked them how their CX efforts
impacted their organization last year and about their plans for the coming year. This
report also includes a compensation study, which is based on the 158 respondents who
agreed to participate. Here are some highlights from the research:

m Eighty-four percent of respondents say that their customer experience efforts have
had a positive business impact in 2016.

m Ninety-nine percent think that customer experience is a great profession to be in, the
highest level we've seen in the six years we've been doing the study.

m Eighty percent think that customer experience will be more important for their
companies in 2017 than it was in 2016, compared to the 3% who think it will be less
important.

m Forty-nine percent expect to see an increase in their customer experience staffing
levels this year — a higher percentage than we've seen in previous years.

m Respondents plan to increase their spending most on voice of the customer software
and text analytics.

m Respondents plan to increase their focus most on Web experiences and customer
insights and analysis.

m The total amount of compensation in our study ranges from $93,000 for mid-level
individual contributors to $239,000 for CX executives.

Great customer experience (CX) doesn’'t happen by accident; it happens through the efforts
of dedicated CX professionals who work hard to help their organization succeed. To
understand the mindset and roles of these professionals, we surveyed 237 CX professionals
from different geographic regions, different positions within organizations, and from
companies of different sizes (see Figure 1). Although this is the sixth year we've conducted
this research, we focused most of our analysis on the most recent three years of data.! These
CX professionals feel that:

» Their efforts have a very positive impact. Eighty-four percent of respondents report
that their CX efforts had a positive impact on their company’s business results in

' See the Temkin Group report, “The State of the CX Profession” (February 2016). Although we have data for the previous
six years, most of the charts in this report only include three years of data. This makes it easier to highlight recent
changes.
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2016. Forty-nine percent of respondents say that their efforts in 2016 had a
moderately or significantly positive impact on their company, (see Figure 2).

= Customer experience is a great profession. Ninety-nine percent of those surveyed
agree with the statement, “Customer experience is a great profession to be in,” which
is the highest level we've seen since we started the study six years ago (see Figure 3).
The percentage who agree with the statement, “My company appreciates CX
professionals like me,” on the other hand, has decreased slightly from 81% in last
year's study to 80% this year.

» They are very satisfied with their roles, but less with their opportunities. Ninety-
three percent of CX professionals are satisfied with the people they work with, which
is about the same percentage as the previous two years (see Figure 4). And while 91%
are satisfied with the content of their job, only 62% are satisfied with the opportunities
for professional advancement.

* They remain unlikely to look for new jobs. Only 10% of CX professionals are very
likely to look for a new job inside their organization, and 19% are very likely to look for
something outside their company (see Figure 5). The number of respondents who are
likely to look for a new job has dropped a few percentage-points from last year.

* VoC remains most common CX responsibility. Seventy-seven percent of CX
professionals say that a voice of the customer (VoC) program is one of their key
responsibilities (see Figure 6). Every year we have done this research, VoC programs
have been the most common activity for CX professionals. Since last year, training
and coaching (+5 points) have increased the most, while liaison across organizations
(-8 points) and change management (-7 points) dropped the most.

CX Professionals Have More on Their Plates in 2017
We asked our respondents about their CX plans for the upcoming year and found that:

= CX continues to increase in importance. Eighty percent of respondents believe that
CX improvements will be more important to their firm in the upcoming year than they
were in the past year, while only 3% think that CX improvements will be less important
(see Figure 7).

» CX staffing is growing. More than 15 times more companies plan on increasing CX
staffing this year than plan on decreasing staffing (49% compared to 3%).

= CX spending is growing, even more. Sixty-nine percent of companies expect to
spend more on CX in 2017 than they did in 2016, whereas only 3% expect to spend
less (see Figure 8). This positive spending momentum is higher for 2017 than it was
for 2016.

» Analytics spending is on the rise. We asked respondents how much money their
organization plans to spend on eight different types of CX technology in the coming
year and found that companies expect to spend significantly more on each technology
than expect to spend less. This gap between the percentage of companies expecting
spending increases and those expending spending decreases is especially notable
when it comes to voice of the customer software and text analytics vendors.
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= Web experiences remain the most important. We examined the 2017 priorities for
seven interaction experiences and found that companies plan to increase focus on all
the experiences except for social media experience. Eighty-two percent of companies
plan on putting more effort into improving their web experience, making it the most
popular area for improvement for the fifth year in a row (see Figure 9). The next two
most popular areas are mobile experiences (72%) and cross-channel experiences
(68%).

= Customer insights and analytics is the top CX activity. Seventy-eight percent of
respondents’ companies plan on putting more effort into customer insights and
analytics, putting it at the top of the list. It is also the activity that increased the most
from last year (see Figure 10).

As part of this year's survey, we asked respondents to participate in our third annual
compensation study. We analyzed responses across five categories of professionals: mid-
level individual contributors, senior-level individual contributors, leaders of small group (less
than 16 individuals), leaders of large groups (16 or more individuals), and executives.? While
the sample sizes for each of these groups is relatively small, we believe that the insights are
still representative of the profession at large and therefore contain valuable content for CX
professionals to review.®> We have also compiled information about the experience and
educational levels of the different groups.

Here's what we found (see Figures 11 and 12):

* Mid-level individual contributors’ average salary: $93,000. The mid-level
individual contributors who took the survey have an average base salary of $71,000
and an average bonus of $11,000.

= Senior-level individual contributors’ average salary: $110,000. The senior-level
individual contributors have an average base salary of $93,000 and an average bonus
of $17,000.

» Leaders of small groups’ average salary: $142,000. CX professionals who lead
teams of less than 16 people have an average base salary of $118,000 and an average
bonus of $24,000.

» Leaders of large groups’ average salary: $177,000. CX professionals who lead
teams of 16 people or more have an average base salary of $134,000 and an average
bonus of $43,000.

= Executives’ average salary: $239,000. The CX executives have the largest
compensation packages—an average base salary of $180,000 and an average bonus
of $59,000.

2 We did not include any entry-level CX professionals in the compensation study.

8 The sample sizes for each of the groups are as follows: mid-level individual contributors (21), senior-level individual
contributors (39), leaders of small groups (58), leaders of large groups (26), and executives (14). Since these sample
sizes are relatively small, they may not portray an accurate picture of the overall market. However, we believe that the
insights are still representative of CX professionals at large organizations — at least in North America and Western Europe
- and therefore represent valuable content for CX professionals to review. Given the low sample sizes, we do not provide
a direct comparison with the results from previous years.
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Demographics of Respondents

For which of the following geographic regions
do you have SIGNIFICANT RESPONSIBILITIES?

United States 54%
All regions (global) 15% Which of the foll )
Canada 15% ICh O e roliowing
i i ?
Western Europe 139% organizations are you a part of~
Oceania 8% Acentralized customer 1 .
Asia % experience group 37%
Eastern Europe 7% Marketing |
19%
Middle East 4%
Afri Customer service
rica 3% 11%
South America 3% |
. ? Senior executive team
Mexico 2% 9%
Central America .
1% Corporate strategy group

6%

What are the approximate number .
Sales or channel

of employees at your company? management 3%
10,000 or more o, T
30% 2%
5,000 t010,000 13%
Human resources
1,000 to 5,000 23% 1%
100t01,000 26% Other
11%
Less than 100 2% °

Are you a Certified Customer
Experience Professional (CCXP)?

Which of the following best
describes your position?

- Execti
Yes 2% xecutive 30%
No, I am inthe process of Team or group leader
attempting to get certified

No, | am not currently
considering it

No, Ih t heard ofth
o aveg%xpearo e 27%

15% 51%

Individual contributor

49% 20%

Base: 237 CX Professionals

Source: Temkin Group Q4 2016 CX Management Survey Qualtrics

XMinstitute
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Figure 1l
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Business Impact of CX

What impact have customer experience efforts had on your
company's business results in 20167?

Significantly positive impact

16%

Moderately positive impact

33%

Slightly positive impact

35%

No impact 15%

Negative impact I 1%

Respondents that report “moderately positive” or “significantly
positive” results the previous year

Q4 2016 51%

Q4 2015 44%

Q12015 50%

50%

Q42013

Base: CX Professionals .
Source: Temkin Group Q4 2013, Q1 2015, Q4 2015, and Q4 2016 Qualtrics

CX Management Surveys XM |nst|tutem
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Figure 2
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Satisfaction with the Profession

To what extent do you agree or disagree with the following

statements?
Customer ex periencgeisina greatprofession to 3204 17%
My compaw appreu_ates cgstomer 37% 43% 12%
experience professionals like me

= Completely agree ®Somewhat agree Neither agree nor disagree ®Disagree

Agree that “customer experience is a great profession to be in,”

2011 through 2016
Q42016 17%
Q42015 24%
Q12015 20%
Q42013 19%
Q42012 22%
Q4201 17%

mCompletely agree " Somewhat agree

Agree that “my company appreciates customer experience
professionals like me,” 2011 through 2016

Q42016 43%
Q4 2015 47%
Q12015 44%
Q42013 43%
Q4 2012 29%
Q4 201 44%

mCompletely agree © Somewhat agree

Base: CX Professionals Qualtrics
Source: Temkin Group Q4 2011, Q4 2012, Q4 2013, Q12015 and Q4 2016

- - ™
CX Management Surveys
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Figure 3
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Satisfaction with Elements of their Roles

How satisfied are you with the following?

The people youwork with 17%
Thecontent of your job 51% 40% 10%
Your current position 38% 48% 7%
The company you work for
Your overall compensation .
Opportunities for profssiona o

u Very satisfed ™ Somewhat satisfied Neither satisfied nor dissatisfied  ®Dissatisfied

“Very satisfied” or “somewhat satisfied,” 2014 through 2016

93%
The people youwork with 92%
93%
) 91%

The content of your job 88%
90%

86%
The company you work for 87%
86%

Your current position

76%
Your overall compensation 79%
76%
. ) 62%
Opportunities for professionaladvancement 61%
59%

mQ42016 =Q42015 =Q12015

Base: CX Professionals .
Source: Temkin Group Q1 2015, Q4 2015, and Q4 2016 Qualtrics

CX Management Surveys XM |nstltutew
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Figure 4
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Job Searching and Professional Development

How likely are you to do the following this year?

Look for anew job INSIDE OF my company in2017 el 24% 23%
Look for anew job OUTSIDE OF my company in 2017 19% 25% 23%

= Very likely  ® Somewhat likely Somewhat unlikely ~ ®Very unlikely

“Very likely” or “somewhat likely” to look for a new job, 2015 to 2017

34%

INSIDE of my company 36%

33%

44%
OUTSIDE of my company 47%
46%

HIn 2017 ®In2016 ®mIn 2015

Base: CX Professionals .
Source: Temkin Group Q1 2015, Q4 2015, and Q4 2016 Qualtrics

CX Management Surveys XM ||’]S‘I:|ll:l_,|tem
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Figure 5
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Key Activities of CX Professionals

In which of the following customer experience activities are you
ACTIVELY INVOLVED?

77%
Voice of the customer programs 79%
80%
Customer insight analysis 77%
67%
Change management and culture change 74%
67%
61%
Liaisonacross organizations 70%
61%
59%
Experience design 58%
64%
56%
Training and coaching 51%
42%
54%
User/customer research 55%
57%
53%
Process analysis and redesign 54%
54%
D
Inter nal communications 52%
50%
27%
Usability and research analysis 24%
32%

HQ42016 =Q42015 mQL2015

Base: CX Professionals .
Source: Temkin Group Q1 2015, Q4 2015, and Q4 2016 Qualtrics

CX Management Surveys XM |I’]S‘I:|ll:l_,|te'M
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Figure 6
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Change in Importance and Staffing

Compared to the previous year, how important do you think customer
experience improvements will be to your organization in the coming year?

43%

Significantly more important 39%
44%
37%
Somewhat more important 43%
41%
18%
Aboutthe same importance 16%
14%
0 3%
Less I 1%
1%

mQ42016 mQ42015 mQ12015

Based on your best estimate, how will the staffing of your
centralized customer experience team change next year?

49%
More CX employees 43%
40%

[ 40%

50%

Fewer CX employees 2%

8%
Don't know 11%
7%

HQ42016 mQ42015 mQl12015

Base: CX Professionals .
Source: Temkin Group Q1 2015, Q4 2015, and Q4 2016 Qualtrics

CX Management Surveys XM |ns1:|tute'M
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Figure 7
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CX Spending Levels

Compared to this past year, how much do you think your company
will spend on its customer experience efforts next year?

Significantly more 15%
18%
Somewhat more 41%
52%

[ 239
Aboutthe same 38%

24%
3%
Less 6%
5%
®|n 2017 ®=In2016 =In 2015

Compared to 2016, how much money do you think your organization
will spend in the following areas in 20177

Predictive analytics vendors _
Market research films 9% -

Experience design agencies 7% _
Customer experience consultants 9% _

= More ®Aboutthesame Less ®Not spending inthis area

Base: CX Professionals .
Source: Temkin Group Q1 2015, Q4 2015, and Q4 2016 Qualtrics

CX Management Surveys XM ||’]S‘I:|ll:l_,|tem
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Figure 8
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Focus on CX Interaction Channels
Companies plan to put more effort into improving the following
customer interactions next year:
82%
Web experience 81%
84%
72%
Mobile experience 70%
75%
68%
Cross-channel experience 67%
66%
0%
Phone agent experience
67%
53%
Social media experience 57%
55%
41%
Phone self-service experience
5%
32%
In-store experience 24%
32%
mIn 2017 mIn2016 mlIn 2015
Base: CX Professionals .
Source: Temkin Group Q1 2015, Q4 2015, and Q4 2016 Qualtrics .
CX Management Surveys XM |nst|tute

Copyright © 2017, 2019 Qualtrics®

Figure 9
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Focus on CX Activities

Companies plan to put more effort into the following CX activities
in the upcoming year:

78%
Customer insights and analytics 69%

79%

72%
CX measurement and metrics 71%

81%

69%
64%
68%

Continuous improvement process

68%
Customer-centric culture 67%
74%

65%
Experience design efforts 67%
67%

64%
Employee communications and engagement 65%
72%

CXtraining for employees Previous years not available
Previous years not available

64%
Executive support and engagement 58%
57%
mIn2017 mIn2016 mlIn 2015
Base: CX Professionals .
Source: Temkin Group Q1 2015, Q4 2015, and Q4 2016 Qualtrics .
CX Management Surveys XM |nst|tute
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Figure 10
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Range of Compensation for CX Professionals

Total Compensation (Base Salary Plus Bonus)

$350,000
A 75th Percentile
$296,250
$300,000 + e 25th Percentile y
Average
$250,000
$239,000
$207,500
$200,000 $190.000 A
A |
$177,000
$175,000
$150,000
$126,500 $142,000
$110,000
$110,000
100,000 *
’ 4 $93,000 l | $107,250
$83.000 $90,000
$50,000 $60.000
$- r r r r )
Mid-level Senior-level Leader of Leader of Executive
individual individual small group large group

contributor contributor (<16 people)  (16+ people)

Base: CX Professionals

Source: Temkin Group Q4 2016 CX Management Survey Qualtrics

XM institute
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Figure 11
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Comparison of CX Professionals Across Job Types

Average Compensation Levels
i . $179,643
Executives $50.464

]
Leaders of groups of 16 or more people $43,596 $133,846

Leaders of groups of 15 or fewer people MT $117,948 uBase
' Bonus

Senior-level individual contributors $17.218 $93,077

A-levelindivi , P $71,452
Mid-levelindividual contributors $11,405

Mid-level Senior- Leader of | Leader of
level

individual individual | 8r°UP (<16 |group (16+| Executive

G T contributor

Total average $93,000 $110,000 $142,000 $177,000 $239,000

compensation

Average raise 4.4% 5.7% 5.4% 5.9% 9.4%

Satisfied W|_th overall 67% 62% 74% 88% 93%

compensation

Satisfied with

opportunities for 67% 54% 57% 62% 71%

professionals

advancement

Overall professional 16 19 19 19 21

experience (years)

Experience in CX 6 8 8 9 12

(years)

Advanced degree 5% 41% 41% 42% 50%

Certified Customer

Experience 0% 10% 10% 8% 7%

Professionals

Base: CX Professionals who participated in a compensation study Itri

Source: Temkin Group Q4 2016 CX Management Study quaMrlc-S tt t -
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Figure 12
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