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Experience strategy is leadership’s 
greatest challenge in a hybrid world

62%

49%
43% 41% 40%

29%

14%

Developing experience
strategies for the

hybrid physical and
virtual world

Knowing and
understanding our

customers

Having the skilled
resources required for

good CX

Executing on CX
strategies

Monitoring CX
successes

Day to day execution Budget constraints

Sample: 300 CX decision makers
Source: HFS Research, 2022

Which of the following has become most challenging in today’s environment? 
% respondents (top 3) 
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Creating digital solutions for customers and 
employees is mission critical to differentiate

Sample: 300 CX decision makers
Source: HFS Research, 2022

7%

7%

12%

16%

20%

36%

Personalization of customer experiences

Creating seamless experiences to reduce customer
effort

Having customer support excellence

Creating seamless experiences across channels

Implementing digital solutions for employee facing
interactions and experiences

Implementing digital solutions for customer facing
interactions and experiences

Which of the following are most important to driving brand differentiation with CX?
% respondents (Rank 1)
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What kind of leadership roles are 
ambitious companies creating?

Chief Executive Officer

Long-term infinite mindset
Strategy to drive profit with a purpose

Forcing the change that is needed 
Balancing the desires of the stakeholder mix

Collaborative innovative culture
ESG mandate 

Chief Partner Experience 
Officer

Supply chain partners
Industry partners

Cross-industry partners
Technology & Business Service 

Partners
Hyperscaler Partners

Chief Transformation 
Officer

IT and Business Operations
End-to-end process ownership

Data & decisions
Cybersecurity

Enabling technologies (automation, AI, 
blockchain, 5G, and others)

Chief Customer Experience 
Officer

Anticipate customer needs
CX Design and Delivery

Digital + Physical engagement
Mindshare growth (marketing)

Wallet-share growth (sales)

Chief Employee 
Experience Officer

OneOffice skills
Digitally Fluent Workforce

Drive organizational values
Organizational change management

Alternative talent models
Internal stakeholder alignment
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Audience poll: What impact is your experience-
focused leadership having at your org?

31%

29%

23%

13%

4%

0%

Having a positive impact to connect employee and
customer experience

Positive impact, but customer and employee
experiences remain in siloes

What experience leadership?!

Good CX impact, but employees are neglected

Good EX impact, but customers are neglected

Negative impact on CX and EX
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How does the role of the CXO fit into 
the modern enterprise?

Sample: 300 CX decision makers
Source: HFS Research, 2022

What should be the primary imperatives of the Chief Experience Officer in today’s enterprise?

57%

45%
41%

37% 35%
32%

28%

22%

1%

Increasing
understanding of

our customers

Innovating for
customer

experiences

Measuring
experiences
across the
enterprise
ecosystem

Building customer
loyalty and
advocacy

Building bridges
across more
traditional CX
functions (i.e.
contact center

manager)

Increasing
understanding of
our employees

Getting rid of
siloes across the
customer value

chain

Building human
centric

experiences;
making sure

experiences work
well for the
customer

Don’t know/ don’t 
have one



HFS is a unique analyst organization that combines deep 
visionary expertise with rapid demand side analysis of the 
Global 2000. Its outlook for the future is admired across 
the global technology and business operations industries. 
Its analysts are respected for their no-nonsense insights 
based on demand side data and engagements with 
industry practitioners. 

HFS Research introduced the world to terms such as 
"RPA" (Robotic Process Automation) in 2012 and more 
recently, the HFS OneOffice™. The HFS mission is to 
provide visionary insight into the major innovations 
impacting business operations such as Automation, 
Artificial Intelligence, Blockchain, Internet of Things, 
Digital Business Models and Smart Analytics. 

About HFS
Insight. Inspiration. Impact.

www.hfsresearch.com

hfsresearch

www.horsesforsources.com

http://www.hfsresearch.com/
https://www.linkedin.com/company/hfs-research/
https://www.horsesforsources.com/

