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AT A GLANCE

Benchmark your CX operations 
against industry, global and 
regional best practices.

Business outcomes
• Gain a clearer and more structured 

understanding of your CX operations
• Analyse your CX operations against 

industry, global and regional 
benchmarks

• Understand how you compare against 
common industry challenges

• Access to evolving industry trends and 
emerging practices 

• Gain industry insight into global and 
regional best practice, for example:
• Efficient CX operating models
• Predictive and adaptive analytics
• Omnichannel customer experiences 

and connected journeys
• Workforce optimization
• Automation and robotics adoption
• Identify areas for improvement and 

clarify your priorities

Challenges
Decision makers are becoming 
increasingly aware of the demand 
for change, be this with a customer 
experience strategy, digital proposition, 
analytical roadmaps or workforce 
optimization. There is a necessity to 
demonstrate the cost-effectiveness of 
CX and to harness the value it can bring 
through customer loyalty and managing 
transactional interactions to low-cost 
channels.

Technology is rapidly changing CX for 
both customers and companies. With the 
current explosion of end-users expecting 
hyperpersonalization and memorable 
brand experiences on-demand, it’s a 
challenging time, which also provides 
a great opportunity for organizations 
prepared to focus on delivering 
exceptional customer experiences. 

CX is seen as a clear competitive 
differentiator and the top driver of digital 
transformation, but how do you prioritize 
investment to maximize revenue and 
customer loyalty when there are so 
many new approaches and supporting 
technologies available?

Our Service 
CX benchmarking is fundamentally about 
learning, identifying gaps in performance, 
and adopting best-practice techniques 
that can be used to drive effective change 
in customer contact management.
The CX Benchmarking Comparison 
Service offers your organization the 
opportunity to benchmark your CX 
operations and compare subsequent 
results to industry and regional 
benchmarks, as well as best practice.
By understanding your practices and 
performance you will have a clearer 
and more structured view of your CX 
capabilities, the ability to develop plans 
to adopt best practice, and you will be 
equipped with crucial insights to drive 
improvement programs. 
This Service provides the opportunity to 
benchmark your single/multisite, regional, 
in-house or partner operations against all 
focus areas covered by the annual NTT 
Global CX Benchmarking Report.
We provide a comparison of internal and 
industry metrics across your own and 
other vertical sectors, identifying regional 
and global best practices.
Our aim is to identify and provide a clear 
focus on your individual challenges, 
demands, drivers and required outcomes.

Gain market insight and identify strategic priorities

CX Benchmarking  
Comparison Service 

Input Analysis Output
• A tailored set of questions 

designed specifically to your 
business requirements

• A bespoke survey is created 
to capture data

• Validate and analyse data from 
each completed survey where 
industry, company, regional 
and global benchmarking 
comparisons can be made

• Quantitative and qualitative 
analysis across all aspects of 
the survey

• A comprehensive report 
from NTT Ltd.

• Intelligent insight into the 
key themes and results 
from all completed 
questions

• Key benchmark findings
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The benchmarking process
During the CX benchmarking 
engagement, we will work with you and 
your organization following a structured 
process: 

Research   
We will ask your CX management team to 
complete a comprehensive questionnaire 
covering key aspects of your operations:

• CX Transformation
• Connected CX journeys
• Digitalization
• Robotics and artificial intelligence
• Customer analytics
• Technology enablement
• The employee experience
• Workforce optimization 

Analysis 
Our consultants analyse your survey 
results — combining best practice 
experience gained from successfully 
completing client engagements around 
the world with an in-depth understanding 
of our Global CX Benchmarking Report.

A commitment to excellence
Every year our CX solutions  enable 
over 7 billion client interactions for over 
700 clients and more than 100,000 seats.

Working together to create valuable 
relationships 
We will help you deliver a CX strategy that 
understands, integrates, automates and 
optimizes your customer experience – 
building valuable customer relationships 
and enabling business growth.

For over 34 years we have been building 
CX strategies and solutions that deliver 
the business edge you need. 

You can count on our commitment: 

• we have over 750 dedicated CX experts 
• we invest in long-term tier one vendor 

partnerships 
• we maintain the highest levels of 

vendor certifications across our CX 
ecosystem

To find out how we can help you achieve 
your CX ambitions contact our advisory 
services team. 

 

Our global CX Benchmarking Report - a unique insight 

This annual research study encapsulates more than 21 years of CX insights and market 
trends. With insight gained from over 36 countries and historical data acquired since 
1997, it’s designed to provide a single point of reference on key aspects affecting 
customer interaction management. 

Recognized and endorsed by ten industry associations, the Report is used by CX 
decision makers and managers globally as the de facto industry standard for the 
management and development of their operations. 

Frequently cited by industry analysts and quoted by the media, it’s widely acknowledged 
as the most useful, authoritative and comprehensive report of its kind. 

Throughout its 21 years, the report has provided data that the industry has used to: 

• support business planning (and build strategy) 

• pinpoint problems using data insights and spot areas that are falling below 
competitor levels (and close the gaps) 

• identify best practices and benchmark company performance against top quartile 
results (and set targets aligned to the company’s vision on performance) 

• validate performance, trends and directions taken by peers, and develop objective 
yardsticks (and compare results)

• gain buy-in for change by using relevant reference data to validate a business case, 
new spend, and/or transformation to a CX capability (support change)

Four simple steps:

Agree scope

Gather information

Analyse data

Comparison reporting

‘The annual release 
of the NTT Global CX 
Benchmarking Report 
is a highly anticipated 
event in the customer 
experience world. 
For over 21 years 
now, it has offered the 
definitive global view 
of how technology 
is changing CX for 
both customers and 
companies. With the 
current explosion 
of devices and 
interaction channels, 
its insights are more 
valuable than ever for 
companies seeking 
to understand how 
to plan their next CX 
moves.’ 
Sheila McGee-Smith (Analyst) 


