
WINNING IN THE EXPERIENCE ERA

CONSUMERS REVEAL WHAT
THEY REALLY WANT

Consumers today are digitally empowered and in firm control of their experiences 
with brands and retailers. With a simple click of a mouse or tap of their finger, they 

can pivot away from your brand — and over to your competition. 

Consumers say they frequently do not 
hear back from brands when seeking 
purchase-related information 

DIGITAL SERVICE STALLS 

78%
Pre-sale

75%
Post-sale

of buyers frequently or always use a 
search engine such as Google to find 
a physical store or branch location, 
connecting them to in-store 
employees from their digital screens.

SEARCH HELPS BRIDGE THE GAP

98%

of buyers agree that they tend to 
buy more from a company when
they have live interactions with a 
knowledgeable employee.

94%

of consumers say it’s somewhat or very 
difficult to get in-store assistance from 
someone with this level of expertise.

However, 50%

of these consumers say they always
or frequently leave without making
a purchase.

74%

physical store

said they would likely or 
very likely schedule a live 
meeting or appointment 
if offered.

Retail

69%
 Technology

Product/Services

84%

 Banking Products

85%

RIGHT TIME, RIGHT PERSON SERVICE IS KEY

83%

CUSTOMERS CRAVE PERSONALIZED,
INFORMED INTERACTIONS

of buyers say it’s important to be 
able to attend events and 
classes to learn more about a 
product or service prior to 
making a personal purchase.

79% 

said they would buy — 
and buy more — if events 
or classes were offered.

79% 

EXPERIENTIAL MARKETING DRIVES
ENGAGEMENT

  Financial Services

92%

The key to successful differentiation is creating a customer experience that’s 
frictionless and personalized to each consumer’s unique wants and needs. 

This requires connecting your customers to the right information and 
resources, through the right channel, at the right time. 

Are B2C brands rising to the occasion?

Is your brand guilty of these customer experience faux pas? 
Download the full report to discover how to create more 

personalized, engaging customer experiences. 

GET THE REPORT

https://www.timetrade.com/resource/the-state-of-b2c-customer-engagement-survey

