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AUZG(;JZS; I'm excited to lead off this Journal with new research on the future of

digital CX programs. While organizations are already driving value with

their current digital efforts, XM Institute has identified that experience
management (XM) programs are evolving towards something we call
"Modern XM". In this advanced state, customer and employee
experience programs will be more integrated throughout the operations

of an organization.

For inspiration on where you can drive your digital efforts, take a look at

Qualtrics' new digital customer experience tools like customer journey

optimization and digital experience analytics.

— Bruce Temkin | Head of Qualtrics XM institute
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Blog: The Path
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Digital CX Program
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While many organizations have some basic Digital CX elements in place, these
programs are not yet optimized for the Digital-first Business Era. In this post, we
break down the path they should follow to modernize their Digital CX efforts.
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72% of XM Professionals say that it is
‘important’ for their organization to improve

its overall level of empathy.

— Bruce Temkin, Moira Dorsey, and Talia Quaadgras, Experience Management Trends,

2023
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