
CX 2021:  
Predictions and Recommendations 

 

 

2020 was a transformative year, with brands the world over becoming understandably absorbed in 

digitisation. However, it’s likely that there are simpler fixes available to businesses leaders that would have 

a more immediate and positive impact on customers as they return to high streets, shopping centres and 

retail parks across the country in search of memorable, meaningful experiences, inspiring surroundings and 

face-to-face conversations. 

 

COVID Protocols are Critical 

It’s clear that the world is going to be living with the effects of COVID-19 for quite 

some time, and that customers will rightly demand safe store environments. 

Retailers can’t afford to be careless with store operations; a combination of rigorous 

hygiene standards and capacity policies to ensure social distancing will help 

alleviate customer anxiety. 

According to research, average likelihood to recommend rating increases by 149% 

when all COVID safety protocols are in place, compared to when they are not*. 

 

 

 

 

 

 

 

 

 

 

 

Customer-Centricity = Resilience 

Research from Forrester* shows that in periods of recession, leaders in CX tend to 

recover more quickly compared to CX laggards – customer focus enables 

resilience. 

At a basic level, service that is fast, friendly and knowledgeable is still key in 

terms of customers’ likelihood to return and recommend; it’s about maximising the 

opportunities to interact effectively with every customer.  

Bricks and Mortar Can Still Prosper 

While digital is undoubtably here to stay, businesses can’t afford to 

overlook the fact that physical interactions can deliver things that digital 

can’t. After months of restrictions, customers are looking more than ever 

for personal connection, a sense of community and multi-sensory 

stimulation. 

The potential impact of a high-quality, face-to-face interaction should not 

be underestimated, with something as simple as a smile from a member 

of staff shown to have a significant positive effect on customer 

satisfaction*. 
*Smile for a while, Tobias Otterbring, 2017 
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*“Mind the Gap”, MSPA, 2020 

*Forrester Customer Experience Performance Index (2007-2009) 

Research clearly demonstrates customers’ needs and wants in 2021’s challenging landscape. By focusing on 
CX and measuring key customer metrics across your estate, you can ensure that you’re maximising revenue 

opportunities and increasing market share. 
 

Contact us today to discuss how we can support your CX goals. 
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