Qualtrics

XM institute’

DATA SNAPSHOT

Experience Management Trends, 2024

James Scutt, XMP
Principal XM Catalyst

Talia Quaadgras
Research Program Manager

March 2024

xminstitute.com Copyright © 2024 Qualtrics®. All rights reserved



Qualtrics

Executive Summary XMinstitute”

KEY FINDINGS IN THIS REPORT

As part of Qualtrics XM Institute’'s Q1 2024 Experience Management (XM) Professionals Study, we asked STUDY KEY FACTS
hundreds XM professionals about their planned XM investments, 2024 employee and customer experience
priorities, and expected future usage of XM technologies. From our analysis, we found that: + 283 XM professionals

from companies with
Two-thirds of organizations are in the second or third stage of XM maturity. Two-thirds of practitioners

described their organization’s state of XM Maturity as either Stage 2: Investigate; or Stage 3: Mobilize, at 33% 1,000+ employees

each. Twelve percent say their organization is in the first stage of maturity (Investigate), while 5% have * Sourced through the XM
achieved the fifth stage: Embed. Institute network
Trust is growing in importance, but many organizations still don't measure it. Sixty-nine percent of + Conducted in Q1 2024

respondents said that customer trust will be more important to their organization's success this year
compared to last year, while 61% said the same about employee trust. Despite this increasing importance, only
21% measure customer trust monthly or more, while 24% don't measure it at all.

Organizations are investing more in XM technology and less in XM consultants. Compared to last year, 30%
of XM professionals expect their organization to invest more in XM technology, while 14% expect to invest less.
XM consultants may expect a decrease in work this year, with 30% of organizations spending less on this
resource and just 14% expecting to spend more.

Those with higher XM ambition also enjoy stronger business results. Compared to organizations’ whose
business results are on par or worse than industry peers, those with stronger business results are more likely
to have senior leaders with somewhat (+11 percentage points) or very high (+2 percentage points) ambition for
improving the organization's XM.
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Experience Management Trends, 2024

STUDY OVERVIEW

The data for this report comes from an XM professionals study
that Qualtrics XM Institute conducted in the first quarter of 2024.
Using an online survey, XM Institute collected data from 283 XM
professionals from organizations with 1,000 or more employees.

XM Institute surveyed XM management professionals connected
through our subscriber list for our monthly newsletter, through
members of XM Pros (Experience Management Professionals
community), and other professional networking sites.
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Organization Demographics XM institute’

How many employees are there in your overall How many full-time employees are dedicated
organization? to XM in your organization?

18%

KEY TAKEAWAYS

10,000 or more

5,000 to 9,999

w
~+
o

[&;]

6 to 10 14%
+ More than half of respondents came - °
from organizations with 10 or fewer 1,000 to 1,999 - 15%

employees dedicated to XM. 11 to 20 - 10%

+ Forty-six percent of respondents
have 10,000 or more employees in Which of the following best describes your 21 to 40 .
Untelr @erEIl g zZen, organization’s primary customers?

41 to 60 . 6%

Primarily businesses _ 36%
Consumers and .
pusinesses cavatty TN 32 o1 o 5o || 2%
Primarily consumers _ 29%
81 to 100 5%

ABOUT Primarily governmgnt I 39
Base: 283 XM Professionals from orgs with agencecs - than 108 0
1,000+ employees Primarily non-profit . ore than 13%
Source: Qualtrics XM Institute Q1 2024 XM organizations | 1%

Professionals Survey
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XM Maturity

KEY TAKEAWAYS

+ Just twelve percent of respondents
say their organization is in the first
stage of XM Maturity: Investigate.

+ Thirty-three percent of organizations
are in each of the 2nd and 3 stages
of XM Maturity: Initiate and Mobilize.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com
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Which of the following best describes your organization’s overall state of XM maturity?

Stage 1: INVESTIGATE

Stage 2: INITIATE

Stage 3: MOBILIZE

Stage 4: SCALE

Stage 5: EMBED

5%

12%

33%

33%

19%
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Previous Change in Focus on XM Areas XMinstitute’

KEY TAKEAWAYS

+ Eighty-two percent of respondents
said that their organization’'s focus
on customer experience has
increased over the past two years.

+ Respondents least frequently said
that their organization's focus on
product experience has increased
over the past two years, at 52%.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com

How has your organization’s focus on these elements of
Experience Management changed over the past two years?

B Significantlyincreased M Moderately increased B Nochange M Moderately/Significantly decreased

Customer
experience

Employee
experience

Brand
experience

Product
experience

-I

-.

-I
-I
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Future Focus on XM Areas XM institute”

Compared with 2023, how much do you think your organization will
focus on these elements of Experience Management in 2024?

KEY TAKEAWAYS

B Significantly more B Moderately more B Aboutthesame M Moderately/Significantly less

Customer
. 38% 34%
their organizations to focus more on

customer experience compared to

2023.
+ Employee experience will receive the Employee
greatest decline in focus, with 8% of experience

respondents estimating that their
organization will focus on this area
moderately or significantly less than

in 2023.
Product o o
experience 33% 52%
ABOUT
Base: 283 XM Professionals from orgs with Brand 349 47%
1,000+ employees experience
Source: Qualtrics XM Institute Q1 2024 XM

Professionals Survey
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Importance of Customer Trust

KEY TAKEAWAYS

+ Sixty-nine percent of respondents
say that customer trust is more
important to their organization’s
success compared to last year -
while none said it is less important.

+ Nearly one-quarter (24%) of
respondents say that they don't
measure customer trust at all.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com

Compared to last year, how
important is customer trust to
your organization’s success?

Significantly
more important

Somewhat more
important

About the same

Somewhat less
important

0%

Significantly

0,
. %
less important 0%

Qualtrics

XM institute

How frequently does your organization
measure customer trust?

More than monthly
33%

Monthly

36%
Quarterly

30% Semi-annually

Annually

Every other year

Not at all
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Importance of Employee Trust

KEY TAKEAWAYS

+ Sixty-one percent of respondents
say that employee trust is more
important to your organization’s
success compared to last vyear,
while 7% said it is less important.

+ Fourteen percent of organizations
don't measure employee trust. Forty
percent measure employee trust
annually.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com
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Compared to last year, how How frequently does your organization
important is employee trust to your measure employee trust?

organization’s success?

Significantly More than monthly

0,
more important 25%

Monthly

Somewhat more

[
important 36%

Quarterly

About the same 33% Semi-annually

Annually
Somewhat less 59
important ?
Every other year
Significantly

. 2%
less important Not at all

Copyright © 2024 Qualtrics®. All rights reserved.




Qualtrics

Organizational XM Technology & Competency XM institute”

KEY TAKEAWAYS

+ Nearly half (49%) of respondents
rate  their organizations’ XM
technology as strong. 48% say the
same about their organization's XM
skills and capabilities.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com

How would you rate your organization’s

technology that supports your
organization’'s XM efforts?

Very strong 9%

Somewhat strong 40%

Neither weak nor

strong 25%

Weak 26%

How would you rate your organization’s

XM skills and capabilities?

41%

29%

22%
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Organizational XM Culture & Ambition

KEY TAKEAWAYS

+ Thirteen percent of respondents
reported that their organization’s
culture significantly enhances their
XM efforts. 23% say their culture
inhibits their XM efforts.

+ Half of respondents say their senior
leaders have somewhat or very high
ambition  for  improving  the
organization's XM capabilities.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com

To what degree does your organization's
culture support your Experience
Management efforts?

Significantly

0,
%
enhances 13%

Somewhat enhances 41%

Neither enhances

0,
nor inhibits 23%

Inhibits 23%

Qualtrics

XM institute

What level of ambition does your
organization's senior leaders have
for improving the organization’s
Experience Management capabilities?

Very high 15%

Somewhat high 35%

Neither high nor

low 33%

Low 17%
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2024 Experience Management Resource AMinstitute”

Investments

KEY TAKEAWAYS

+ Thirty percent of respondents
expect their organization to invest in
XM technology more than last year,
while 14% expect less investment in
this resource.

+ Fourteen percent of respondents
said their organizations will invest in
XM consultants more this year,
while 30% said they'll invest less.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com

Compared with last year, how much do you think your organization
will invest in these Experience Management resources this year?

B Significantly more B Moderately more B Aboutthesame M Moderately/Significantly less

e
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2024 Customer Experience Focus AMinstitute”

KEY TAKEAWAYS

+ XM  professionals  expect the
greatest increase in their
organization's CX emphasis to be
on designing and launching new
offerings for customers in 2024, at
67%, while just 3% expect emphasis
on this area to decrease.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com

Compared with last year, how much emphasis do you think your
organization will place on these areas of customer experience in 2024?

B Significantly more M

Designing and launching
new offerings for
customers

Gaining insights from
customer-facing employees

Tracking and improving
core customer experience
metrics (e.g., NPS)

Improving existing
customer interactions

Delivering more
personalized customer
experiences

Moderately more B Aboutthesame M Moderately/Significantly less

.I
.I
.l

Copyright © 2024 Qualtrics®. All rights reserved.




Qualtrics

2024 Employee Experience Focus XMiinstitute’

KEY TAKEAWAYS

+ Compared with last year, XM
professionals expect the greatest
EX increase in emphasis in their
organization to be on tracking and
improving core employee experience
metrics (44%.)

+ Just 19% of XM professionals
expect their organization to focus
more on adapting to new models of
working, while 16% expect focus on
this area to decrease in 2024.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com

Compared with last year, how much emphasis do you think your
organization will place on these areas of employee experience in 2024?

B Significantly more M

Tracking and improving
core employee experience
metrics (e.g., engagement)

Measuring and improving
specific employee journeys
(e.g., onboarding,
training)

Measuring and improving
diversity, equity, and
inclusion (DEI)

Building a stronger
employer brand to attract
new candidates

Adapting to new models of
working, such as hybrid

Moderately more B Aboutthesame M Moderately/Significantly less

g - -
-
8- - b
8 - - b
- -
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2024 Technologies Usage (Part 1) XMinstitute®

KEY TAKEAWAYS

+ XM  professionals  expect the
increased  focus  on digital
experience analytics the most, at
55%.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com

How much of a priority will it be for your Experience Management efforts
to increase focus on these elements over the next two years?

B Essential W High priority B Moderate priority B Moderately/Significantly less

Digital experience
analytics

Using data to drive
personalizations

Building customized
reporting and dashboards

Predictive analytics

Text/speech analytics

Customer journey analytics

Determining human
sentiment

I I N
I I I
I I I
1 I I

I T
e I T

I N I
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2024 Technologies Usage (Part 2) XMinstitute®

KEY TAKEAWAYS

+ Forty-four  percent of XM
professionals expect generative Al
to be more of a priority over the next
two years, while 22% say it is either
a low priority or not a priority.

+ Organizations are least likely to
prioritize  developing  experiences
using augmented reality or virtual
reality experiences, with just 9% of
XM professionals placing it as a
high priority or essential.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com

How much of a priority will it be for your Experience Management efforts
to increase focus on these elements over the next two years?

B Essential W High priority M Moderate priority B  Moderately/Significantly less

Generative AI

Triggering automated
workflows

Automatically recommending
next best actions

Employee journey analytics

EX and CX linkage

analytics

Developing virtual reality
experience (e.g.,
metaverse)

Developing experiences
using augmented reality

e I T
e I N
N
& I I

I N
e

e

Copyright © 2024 Qualtrics®. All rights reserved.




XM Resource Investments by Business Results

KEY TAKEAWAYS

+ Organizations with better business

results than competitors are more
likely to invest more in XM
consultants and  full-time XM
employees.

+ The greatest gap  between
businesses with better results
compared to those with similar or
worse results than competitors is
for increased investments in full-
time XM employees.

ABOUT

Base: 283 XM Professionals from orgs with

1,000+ employees
Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com

Qualtrics

XM institute

Compared with last year, how much do you think your organization
will invest in these Experience Management resources this year?

XM-focused training

XM technology

XM consultants

Full time XM employees

Significantly or somewhat more

Business results better than major
competitors

14%

13%

Business results the same or worse
than major competitors

26%

23%

29%

30%

32%
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Increased Technology Focus by Business Results  (\\institute®

KEY TAKEAWAYS

+ Companies with stronger business
performance than their competitors
are more likely than those with
similar or worse performance to say
it is essential or a high priority to
increase focus on Generative Al and
using data to drive personalizations.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com

How much of a priority will it be for your XM efforts to increase focus on this
element over the next two years?

Busines.s results better than major - Business results the same or worse
competitors than major competitors
Generative AI Using data to drive personalizations

19% 20%

Essential

% %
High 33 38%

priority

%
Moderate S
priority

37% 32%

Low/not a
priority

29% 23%
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Customer Trust Measurement by Business Results \institute’

KEY TAKEAWAYS

+ Organizations reporting stronger
business results than those with
average or worse results are also 9
points more likely to measure
customer trust monthly or more
frequently, while those with worse
results are 3 points more likely not
to measure customer trust at all.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com

How frequently does your company currently measure customer trust?

Monthly or more

Quarterly

Semi-annually

Annually

Every other year

Not at all

Business results better than major Business results the same or worse

competitors u

16%

13%
13%

13%

11%

0

3°

[oe]
3°

23%

than major competitors

25%

27%
26%

26%
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XM Ambition by Business Results

KEY TAKEAWAYS

+ Organizations with somewhat and
very high levels of XM ambition are
also more likely to enjoy business
results that are better than their
industry competitors.

+ Businesses with similar or worse
business results than competitors
are 11 points more likely to have
leadership with low XM ambitions.

ABOUT

Base: 283 XM Professionals from orgs with
1,000+ employees

Source: Qualtrics XM Institute Q1 2024 XM
Professionals Survey

xminstitute.com
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XM institute

What level of ambition does your organization's senior
leaders have for improving the organization’s XM capabilities?

Very high

Somewhat high

Neither high nor low

Low

Business results better than major

15%

13%

25%

Very or somewhat high

32%

33%

Business results the same or worse
than major competitors

40%
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DATA CALCULATION

In Figures 1-13, we calculated each percentage by dividing the number of responses for each option by the total number of respondents for that question.

In Figures 14-19, we found the number of respondents who said their organization had somewhat or significantly better business results compared to its
major competitors over the previous year and the number who said their organization had about the same, somewhat worse, or significantly worse business
results. We then found the percentage of each population that also selected each statement with regard to the titled question(s).
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