Qualtrics

Customers Prefer Human XM institute
Interaction Channels
M Self-service* B Human-assisted**
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each activity through self-service or human-assisted channels:
Book an airline Get statusonan Selecta new Schedulea  Apply foranew Purchase anew Gettechnical Resolve anissue Receive advice

ticket orderyou made mobile phone medical bank account TV support with a bill from a
plan appointment nurse/doctor
about aminor
*channels include self-service on mobile and self-service on a computer issue

**channels include talking on the phone, meeting in person, and chatting on a computer

Base: 33,093 consumers across 29 countries
Source: Qualtrics XM Institute Q3 2022 Global Consumer Trends Study
Copyright ©® 2023 Qualtrics ® All rights reserved. www.xminstitute.com



