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THE CUSTOMER EXPERIENCE DELUSION

Executive Summary:
The lllusion of Success

Companies have invested billions in digital transformation, believing Al,
automation, and new technology would create seamless customer experiences.

Customers don’t agree.

The 2025 CX20™ Report, now in its second year, is one of the most
comprehensive CX studies in the world—spanning 987 business leaders, 2,004
consumers, 14 industries, and 14 countries.

It reveals a false sense of security among executives—a mirage built on vanity

metrics, internal KPls, and technology investments that don’t translate into
better experiences.

The CX Delusion in Numbers

80% of executives believe 247 of customers agree.
*hey meet CUSfomer 85% would switch brands for a
expeC'l'crl'ions. better experience.

90.9% would pay more to switch.

At the same time... Yet only...
92% of business leaders say CX is 28% believe it's extremely
a main or increased focus. important to invest in CX.

88% believe CX is critical to
revenue growth.



EEEEEEEEEEEEEEEEEEEEEEEEEEEEE

The gap is not just
operational, it’s perceptual.

L eaders assume their
investments are working.

The reality?

They’re measuring the
wrong things.
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The CX lllusion:
The Metrics That Lie

Executives track NPS scores, Al deployments, automation rates, and digital
transformation milestones and assume they’re winning.

It's a mirage.

The data reveals a growing disconnect:

o/ of executives now admit there is a
| | I I I l I ' I 47 ° widening perception gap between

business and customer reality.

(o) .

/o of customers say the gap is only
getting worse.

o/o of executives say closing this gap
is a priority, yet the problem persists.

Executives look at dashboard metrics and see progress.
Customers look at their experiences and see failure.

This false sense of success is the most dangerous CX risk today—
because companies don’t fix what they don’t believe is broken.
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The CX20 Framework
20 Gaps Underlying the Experience Gap

At the heart of this illusion lies the CX20 framework—20 hidden gaps that
most business leaders fail to recognize, yet they systematically undermine
customer experience.

These gaps fall into 5 core categories:

Perceptual Gaps
Conflicting perspectives between organizations and customers.

Operational Gaps
Internal inefficiencies that affect external CX.

Technological Gaps

Failure to align modernization with real outcomes.

Communication Gaps
Poorly managed touchpoints and messaging.

Data Gaps

Failure to leverage insights for CX measurement and improvement.
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Digital Transformation:
Where CX Gets Lost

Despite a unified desire to improve customer outcomes, digital transformation
efforts are often detached from closing CX gaps. Instead of narrowing them,
gaps are widening.

Over half of business leaders say they prioritize investments in digital
transformation, yet many struggle to see real returns. While companies pour
resources into new technologies, 45% admit they aren’t realizing meaningful
outcomes, and 43% don’t see enough benefits from their efforts.

The biggest barriers?

LACK OF NECESSARY SKILLS RESISTANCE TO CHANGE WEAK LONG-TERM PLANNING

53.6% 45.1% 44 8%

Without the right execution, digital fransformation remains an expensive
aspiration rather than a business driver.

This is where the real failure happens: Companies see digital fransformation as a
standalone initiative instead of integrating it as a strategic enabler for CX
improvement. Technology should close experience gaps—not widen them. The
companies that align CX transformation with digital modernization will be the
ones that win.
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The Five

Global CX

Gaps Leaders
Struggle
With Most

While all 20 gaps contribute to customer
experience challenges, the 2025 CX20™ Report
identifies the five most critical global CX gaps
business leaders struggle with today.
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The CX
Perception

Gap

The false sense of success.

A disconnect between a company’s
understanding of the experiences they
deliver and the customer’s actual perception.

Companies don’t lose customers because they don’t care—they lose
them because they don’t see reality. Relying on vanity metrics while
ignoring gaps creates a dangerous blind spot. Companies that fail
to close this gap will keep making decisions in the dark while
customers quietly walk away.
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CX
PERCEPTION
of business leaders GAP of leaders believe
state this gap is very the perception gap
important to solve now is widening

The main reasons this gap persists?

° LACK OF TRAINING UNCLEAR CX METRICS
Business

Leaders cite: 51 % 55 .4%

Priority in 12 out of 14 industries
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The
Communication

Gap

When mixed signals
destroy trust.

Customers expect clear, consistent, and
proactive communication, but businesses
struggle to deliver.

When communication is unclear, customers fill in the gaps—and
not in your favor. Confusion, misinformation, and reactive
messaging make trust fragile. The brands that win are the ones
that take control of the narrative, ensuring every interaction
reinforces confidence rather than doubt.
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of leaders cite poor
communication as a
major challenge

COMMUNICATION GAP

of leaders believe the
communication gap
is widening

The main reasons this gap persists?

UNCLEAR MESSAGING LACK OF CUSTOMER FEEDBACK

Business

Leaders cite: 45% 43 . 5%

Priority in 10 out of 14 industries
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The

Service
Gap

When the mirage shatters

When service fails, customers don’t just
notice—they leave.

The illusion of good service fades fast when customers actually
need support. Long wait times, robotic interactions, and unresolved
issues push them straight to competitors. Service is not a cost center
—it's a make-or-break moment. Companies that fail to get this
right will find themselves fighting churn instead of building loyalty.
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337 39%

of leaders say SERVICE of leaders believe
the service gap is

closing this gap GAP
widening

is critical

INADEQUATE STAFFING + TRAINING

53.7%

Business Leaders cite:
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The
Personalization
Gap

The promise vs. the
experience

Customers expect tailored experiences,
but most companies still offer one-size-
fits-all solutions.

Customers aren’t just looking for personalization—they expect
it. When businesses fail to recognize individual needs, they send
a clear message: "We don’t see you." Companies that don’t
evolve from generic interactions to dynamic, real-time
personalization will find themselves competing on price instead

of loyalty.
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PERSONALIZATION

of leaders say this GAP of leaders believe
is very important the perception gap
to solve now is widening

The main reasons this gap persists?

° LACK OF PERSONALIZATION COST REDUCTIONS
Business

Leaders cite: 50% 336%

Priority in 8 out of 14 industries
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The
Feedback
Gap

The loop that never closes

Businesses collect feedback but fail to act.

Asking for feedback without action is worse than not asking at all.
Customers see it as a black hole, where insights disappear with no
impact. The companies that turn feedback into meaningful change will
be the ones that customers trust, engage with, and advocate for.
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83* 52"

of leaders state this of business leaders
is very important believe the feedback

to solve now gap is widening

FEEDBACK
GAP

The main reasons this gap persists?

. LACK OF CUSTOMER INADEQUATE STAFFING
Business FEEDBACK + TRAINING

Leaders cite: 53 . 3% 476%

Priority in 6 out of 14 industries
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The Cost of CX Delusion:
Seeing Past the lllusion

Leaders aren’t failing because they don’t care—they’re failing because
they’re trapped in an illusion of progress. They see investments,
technology rollouts, and dashboards filled with green lights—but they
don’t see what customers actually experience.

The wake-up call isnt about working harder or spending more. It's about
seeing clearly. The companies that break free from the illusion—who

stop measuring CX by internal metrics and start measuring it through
customer reality—will set the new standard for competitive advantage.

Companies don’t lose
customers because they don’t
care—they lose them because

they don’t see reality.

Jeannette Michels

Head of Marketing, Amdocs Studios
Experience Design & Digital Engineering
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Breaking Free From the
CX Delusion

1.

Relentlessly reveal reality
Leaders must challenge assumptions and measure CX through customer
perception, not internal KPls.

. Understand CXis a perspective, not a set of projects

CX must be embedded into every function, not isolated as a department.

. Find the real gaps before chasing solutions

Investing in technology without identifying CX weaknesses leads to wasted
resources.

. Give customers more to believe in, not just more to buy

Emotional connection drives lasting loyalty, not just product offerings.

. Build what solves, not just what sells

The best companies don’t just push features; they create solutions that
directly improve customer experiences.

Winning companies don’t just track CX—they experience it from the
customer’s perspective. The gap between what companies deliver and what
customers expect won’t close on its own.

The question isn’t whether CX is a priority. The question is whether leaders are

brave enough to see where they’re getting it wrong—and bold enough to fix it.
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your customer
experience game?

These gaps are common across industries
—but your business and brand are unique.

Dive deeper into the CX20 to find your own unique
hidden opportunities within the gaps.

Let’s Connect

3 | 21


https://stellarelements.com/insights/20-Global-CX-Blindspots-Uncovered#cx20-conversation

