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Introduction From The President

Last month’s Newsbriefing has followed the same format for the past 4 years. This
volume is taking a slightly different approach by exploring the degree to which Artificial
Intelligence (Al ) alone can provide useful intelligence, guidance, ideas and thought
leadership in the world of Customer Experience Management (CXM) and Employee
Experience Management(EXM).

Each month Al will be asked to produce a report in response to a question about
leadership and management issues in these two sectors and if it is perceived to be useful
to ask it to explain or explore key factors in the report it produces.

Like all experiments it bears the risk of succeeding or failing to a greater or lesser degree
but it is expected the outcomes will provide the necessary guidance to adopt, adapt or
abandon this approach as time goes on.

This graphic was produced by asking Al to “Produce a graphic design of Artificial
intelligence exploring the future”.




Al was asked “ As we approach Mid 2025 what are the key innovations and trends
in the world of Customer Experience Management?”

Customer Experience Management: Key Developments in May 2025

As we approach mid-2025, the landscape of Customer Experience (CX) management
is undergoing significant transformations. This month, several pivotal trends and
innovations have emerged, reshaping how businesses engage with their customers.

Al-Powered Voice Agents Revolutionize Customer Service

Advancements in artificial intelligence have ushered in a new era of Al-powered
voice agents capable of handling customer interactions with remarkable human-like
gualities. Companies like eHealth and Fertitta Entertainment are deploying these
agents to manage high call volumes and off-hour inquiries. These systems integrate
speech-to-text, text-to-speech, and large language models, offering more natural
and responsive conversations compared to traditional interactive voice response
systems. The market is experiencing rapid adoption, with venture capital investment
growing from $315 million in 2022 to $2.1 billion in 2024. Analysts predict that by
2028, 75% of new contact centers will incorporate generative Al. WS)J

Emergence of Al Shopping Agents

Retail giants like Walmart are preparing for a transformative shift as Al shopping
agents become more prevalent. These autonomous bots can shop for consumers
based on preferences and complete transactions, challenging traditional marketing
methods. Walmart is developing in-app agents for tasks like reordering groceries and
planning themed parties, while also preparing for third-party agents. This evolution
may impact direct customer relationships, as agents source products from various
sites. Despite the nascent stage of agent shopping, experts believe it will
significantly evolve retail operations, affecting pricing strategies and product
visibility in the future. Enterprise Search and Analytics

Hyper-Personalization and Proactive Engagement

In 2025, customers expect more than just personalized experiences; they demand
hyper-personalization. This approach utilizes targeted messaging and unique
customer data to create highly tailored experiences. Businesses are leveraging Al
capabilities like Al agents and data analysis to target their audience effectively.
Additionally, proactive customer engagement is becoming the norm, with
companies anticipating customer needs before they arise, fostering deeper
connections and enhancing brand loyalty. Staffino+3IBM




Immersive Experiences with AR and VR

Immersive technologies like augmented reality (AR) and virtual reality (VR) are
redefining customer experiences in 2025. Brands are creating interactive experiences
that blend the physical and digital worlds, enhancing product storytelling and
customer engagement. For instance, Versace launched its Mercury sneakers through
virtual platforms like Fortnite and Snapchat, allowing customers to try on the
sneakers virtually and interact with them, driving sales and deepening customer
loyalty. IBM+2sprinklr.com+2Staffino+2The Future of Commerce

Emphasis on Data Privacy and Security

Data privacy remains a top concern for customers in 2025. Businesses are prioritizing
transparent data collection practices, allowing customers to manage their data
preferences easily, and adhering to stricter regulations like GDPR and CCPA. Investing
in customer privacy not only safeguards data but also enhances customer trust and
loyalty. AlternaCX+4Sprout Social+4I1BM+4AlternaCX

In summary, May 2025 has highlighted significant advancements in Al-driven
customer interactions, the rise of autonomous shopping agents, the importance of
hyper-personalization, immersive AR/VR experiences, and a continued focus on data
privacy. Businesses that adapt to these trends are poised to deliver exceptional
customer experiences and maintain a competitive edge in the evolving marketplace

Given this report was USA centric Al was asked for a European perspective

European Customer Experience (CX) Management: Key Developments in May 2025
As we progress through 2025, Europe's customer experience landscape is witnessing
significant transformations. This month, several pivotal trends and initiatives have
emerged, reshaping how businesses engage with their customers across the
continent.

Al-Powered CRM Enhancements

Zurich Insurance Group has introduced an Al-driven Customer Relationship
Management (CRM) system designed to enhance agent efficiency and customer
service. Developed by ZCAM, Zurich's Al and analytics company, the CRM platform
centralizes customer data and integrates with tools like Microsoft Outlook and
Salesforce. This system streamlines processes, enabling agents to access vital
information swiftly and tailor interactions more effectively. Currently operational in
four markets, the CRM has demonstrated a reduction in service times by over 70%,
marking a significant step in customer engagement within the insurance industry.
Business Insider




Advancements in Digital Product Passports

In alignment with the European Union's mandate for Digital Product Passports (DPPs)
by 2030, innovation agency loDF and tech firm Epam have partnered to make DPPs
more consumer-friendly. These passports aim to foster transparency, combat
counterfeiting, and enhance resale and recycling. The collaboration seeks to transform
DPPs into engaging experiences by incorporating storytelling, community interaction,
and blockchain-enabled features like digital authentication and resale royalties. This
initiative not only empowers consumers to participate in circular fashion but also
offers brands valuable data insights and direct customer relationships. Vogue Business

Emphasis on Accessibility and Inclusion

With the European Accessibility Act set to take effect in June 2025, businesses are
prioritizing digital accessibility to cater to older individuals and those with disabilities.
This involves ensuring that websites and digital platforms are compliant with
accessibility standards, offering information in various formats, and providing user-
friendly interfaces. Companies recognize that accessibility is not just a compliance
requirement but also a competitive advantage, enabling them to reach a broader
audience and enhance customer satisfaction. Maximus UK+1M4
Communications+1M4 Communications

Integration of Al in Customer Engagement

European businesses are increasingly integrating Artificial Intelligence (Al) into their
customer engagement strategies. Al-powered assistants and virtual agents are
revolutionizing customer interactions by offering faster resolutions and personalized
experiences. Companies adopting Al technologies are witnessing improved customer
satisfaction and operational efficiency, positioning themselves ahead of competitors
who are slower to embrace digital transformation. Webex Blog

Focus on Sustainability in Customer Experience

Sustainability has become a central theme in European customer experience
strategies. Consumers are increasingly making purchasing decisions based on a
company's environmental and social responsibility. Brands are responding by
integrating sustainable practices into their operations and communicating these
efforts transparently to customers. This focus on sustainability not only meets
consumer expectations but also fosters trust and long-term loyalty. Feedier

In summary, May 2025 has highlighted significant advancements in Al-driven customer
interactions, the development of digital product passports, a renewed focus on
accessibility, the integration of Al in customer engagement, and a commitment to
sustainability. European businesses that adapt to these trends are poised to deliver
exceptional customer experiences and maintain a competitive edge in the evolving
marketplace.



The same question was asked of Asia

Asia's Customer Experience (CX) Landscape: Innovations and Trends in May 2025

As of May 2025, Asia's customer experience (CX) management landscape is undergoing
significant transformations, driven by technological advancements and evolving
consumer expectations. From Al-powered solutions to immersive experiences,
businesses across the region are adopting innovative strategies to enhance customer
engagement and satisfaction.

Al-Powered CX Solutions

Artificial Intelligence (Al) continues to revolutionize CX in Asia. Companies are increasingly
investing in conversational and generative Al to streamline customer interactions and
improve service efficiency. These technologies enable real-time language translation,
sentiment analysis, and personalized responses, enhancing the overall customer journey.
For instance, Al-driven digital twins are being utilized to simulate customer behaviors,
allowing businesses to proactively address needs and tailor experiences accordingly. TP

Emphasis on Omnichannel Communication

The integration of omnichannel communication platforms is becoming a priority for
businesses aiming to provide seamless customer experiences. Tools like SleekFlow, an Al-
powered communication suite based in Singapore and Hong Kong, are facilitating real-
time interactions across various messaging channels, ensuring consistent and
personalized engagement. Wikipedia

Immersive AR/VR Experiences

Augmented Reality (AR) and Virtual Reality (VR) technologies are gaining traction in Asia's
CX strategies. Brands are leveraging these tools to create immersive shopping
experiences, allowing customers to visualize products in real-time and make informed
decisions. This approach not only enhances customer satisfaction but also reduces return
rates by providing a clearer understanding of products before purchase.

Focus on Sustainability and Ethical Practices

Consumers in Asia are increasingly valuing sustainability and ethical business practices.
Companies that prioritize eco-friendly operations and transparent practices are gaining a
competitive edge by fostering trust and long-term customer loyalty. Integrating
sustainability into CX strategies is becoming essential for businesses aiming to meet the
evolving expectations of socially conscious consumers. CX Quest+licustman.com+1

Upcoming CX Events

The Customer Experience Live Show Asia 2025, scheduled for August 19-20 in Kuala
Lumpur, Malaysia, is set to be a significant event in the region. The conference will focus
on digital business strategies, Al integration, and data excellence, providing a platform for
industry leaders to share insights and explore innovative CX solutions.
cioreviewapac.com+2Customer Experience+2cioreviewapac.com+2




In conclusion, Asia's CX management is rapidly evolving, with businesses embracing advanced
technologies and customer-centric strategies to meet the dynamic needs of the market. By focusing on Al
integration, omnichannel communication, immersive experiences, and ethical practices, companies are
well-positioned to enhance customer satisfaction and drive growth in the competitive landscape.

USA
Al-Powered Voice Agents Revolutionize Customer Service
Emergence of Al Shopping Agents
Hyper-Personalization and Proactive Engagement
Immersive Experiences with AR and VR
Emphasis on Data Privacy and Security

Europe
Al-Powered CRM Enhancements
Al-Powered Voice Agents Revolutionize Customer Service
Advancements in Digital Product Passports
Emphasis on Accessibility and Inclusion
Integration of Al in Customer Engagement
Focus on Sustainability in Customer Experience

Asia
Al-Powered CX Solutions
Emphasis on Omnichannel Communication
Immersive AR/VR Experiences
Focus on Sustainability and Ethical Practices
Upcoming CX Events



Point of Interest

Marks & Spencer's Sliding Shares Following Cyber Attack
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Source: Data compiled by Bloomberg Bloomberg

The recent cyber attack on Marks and Spencer not only had a significant effect on the
value of the company but also created high levels of data security concerns and supply
disruption and dissatisfaction among their customers.

Al was asked “What is the likely future impact on the customer experience from
cyber attacks on mass market suppliers

The likely future impact of cyber attacks on mass market suppliers on customer
experience (CX) is significant and multifaceted. As supply chains, e-commerce
platforms, and customer data systems become increasingly digital, cyber threats have
the potential to severely disrupt CX in the following ways:

1. Erosion of Trust and Brand Loyalty

One of the most immediate consequences of a cyber attack—especially one involving
customer data breaches—is a loss of trust. If consumers feel that their personal or
financial information isn’t secure, they are likely to:

. Stop doing business with the brand.

J Share negative feedback online.

J Be reluctant to share data in the future, reducing personalization opportunities.
Future impact: Customer trust will become a key competitive differentiator, and
businesses may need to over-invest in communication and transparency to restore
credibility post-breach



2. Disruption to Service and Supply Chains
Cyber attacks that target logistics, manufacturing, or IT systems can cause delays in
product availability, shipping, or customer support. These disruptions can create:

J Missed delivery timelines.
J Inability to track orders.
J Slower response times from support teams.

Future impact: Brands will be forced to build more resilient and redundant digital
infrastructure to protect against customer-facing service failures.

3. Data Privacy and Regulatory Backlash
As consumer data is often the prime target of cyber attacks, regulatory scrutiny (e.g.,
GDPR in Europe, PDPA in Asia, CCPA in the U.S.) will increase. Customers will:

J Expect clear data usage policies.
. Demand more control over their data.
J Penalize companies that are non-compliant or opaque.

Future impact: CX will evolve to include privacy-first design—where user data
management becomes part of the experience—and new norms like zero-party data
collection (data users willingly provide) will rise.

4. Acceleration of Cybersecurity as a CX Component

As awareness grows, customers will begin to see cybersecurity as part of the overall
experience. Brands that:

. Communicate security efforts clearly,
° Offer multi-factor authentication, and
. Provide real-time alerts and resolution tools (e.g., for compromised accounts)

will differentiate themselves.

Future impact: CX teams will work closely with cybersecurity teams. Features once
seen as technical (e.g., fraud alerts, transparency dashboards) will become front-
end CX elements.

5. Increased Demand for Transparency and Real-Time Communication
After a breach, the speed and transparency of the company’s response have a direct
impact on CX. Brands that:

e Delay disclosure,
. Offer unclear remediation steps, or
e Fail to communicate empathetically,

will suffer reputational damage.

Future impact: Crisis communications and incident response protocols will become
integral to CX design. Customers will expect live status updates and proactive
outreach in the event of issues.




Conclusion

The future impact of cyber attacks on mass market suppliers will fundamentally
reshape customer experience, making security, transparency, and resilience central CX
pillars. In this evolving threat landscape, the ability to protect, inform, and reassure
customers will become just as important as speed, personalization, or convenience.
Brands that fail to integrate cybersecurity into the CX strategy risk not only financial
losses but also long-term damage to customer relationships.

The Last Word
This graphic came in response to Al being asked to produce a design of Artificial
intelligence gathering market intelligence

That is the first results of the Al experiment in the future greater cross
examination of its findings may be a useful step
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