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AEATIO TUTTOV

'Epevva ¢ PwC Slamiotwvel v avaykn yia Ieptoootepn avlpwaivn
ETAPNC KATA TNV EVANPETI)OT) TWV TEAATDV ATO TIG ETAIPEIES

O KATaAVaAWTEG Oa AT pwVav HEXPL KAl 16% TTEPLOCOTEPO YA LA TTO TKAVOITOUTIKN
eumepia

Ta 500 TPITA TWV KATAVAADT®V JT0L CUUUETEIYaV o S1eBvn Epeuva tng PwC Bewpoiv 0Tt o1 eTaupeieg
ApeEAODV TO avOP®ITIVO OTOLKELD WG TAPAYOVTA KATA TNV eEVMNPETNON TV eAatwv Tovg. Ta tpia
TETAPTA TWV CUUUETEXOVIWV SNAGVoLY pdAota Ot emBupolv meplocoTepT - KAl OX1 Atyotepn -
avOpomvn aAAnAemidpact oto ueAAov.

H ¢pevva pe titho ‘Experience is Everything’ emonuaivel 0t oty emoyr) twv chatbots, tov ynelakov
TN POUQV, TNG TEXVITIG VONLOoUVNG, Tov Atadiktoov tov Ilpaypudtwv katl twv Meydhwv AeSopévmv,
o1 etaupeieg Ba mpemel va kataBaiovv ueyaAvtepn mpoomddela waote va fpouvv TNV KATAAMNAN
100ppoTTia 0€ 0,TL APOPA TNV EELINPETNON TWV TEAATOV TOUC.

H T xat n oot ta sopapévouy ot OTHAVTIKOTEPOL TTAPAYOVTEG JTOV £ PEAJOVY TOVG KATAVAAMTEG
OTIC QTOPACELS V1A TIG AYOPES TOVG, WOTOCO TO 73% TWV CUUUETEXOVTWV OTIV €peuva SNA®VOULYV OTL 1|
OeTikn) epmelpia eivan éva astd ta Pacikd otolxeia sov ennpeddovy TNV aPooimoT] tovg ota brands.
Kat axpifela, ot katavarwtég mapovoiddovratl Statebeluévor va mAnpooouvy uexpt kat 16%
TEPLOCOTEPO Y1A TTPOTOVTA KA LINPECIEG LITO TNV MPOVITOOEN L1ag TOI0TIKTG EUmEIpiag.

Ol KAKEG EUTTEPIEC AWTOUAKPVVOVY TOVE KATAVAAWTEG,.

To 60% TwV CUUUETEXOVTWV 0TV €pevva dNAwoav otL Ba SiEkomtay Tig oUVAAAAYEG TOUG UE Lid
eTalpeia AOyw Un QUAIKNG eELMNPETONG, TO 46% AOY® EMEYPNG YVDOEWV EK UEPOUG TV EPYALOUEVGV
Kat o1 ool Aoyw tov 0Tt Sev epmotevovtal tny etaipeia. ITapdAnia, Evag otovg tpetg (32%)
SnAwoav 0T Ba anéppurtav éva brand mov Aatpedovy HeETA Atd pia KAt HOVO KAKT eUeELpia.

H taydtnta kan n amotedeopatikotnta (80%), T0 00OTA EVIUEPWUEVO KAl EEUTNPETIKO TTPOCKITIKO
(78%) kan n evkoAia (77%) elval o1 TAPAUETPOL OTIC OTTOIEG O1 KATAVOAWTEG atodibouv Tn pueyaAltepn
onuaoia.

O kpiolog porog TV epyalouevmv

O1 epyadopevot eivat avtoi mov ouvieAoUV KaBop1oTIKA 0TV EUITEIPiA TOV KATAVAA®T. To 71% Twv
KATAVAAWTOV TOTEVOVV OTL 01 EPYAOUEVOL LLAG ETATPELAG EXOUV OTUAVTIKO AVTIKTUIIO 0TIV EUTELPIA
T0V¢. Evtovtolg, HOAIg T0 44% motevel 0T1 01 epyadOUevol avTIAaufAvVovVTal OmOTA TI AVAYKES TOUG. ).

Mmopeite va S1afaoete o A PeG KEILEVO TV TOPIOUAT®Y NG EPEVVAG OTNV 10TOCEMSA
www.pwc.com/future-of-cx.
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INUEIDOEG:

Methodology

PwC surveyed a nationally representative sample of 4,000 U.S. respondents, from Gen Z to Baby
Boomers, via an online survey and in-field interviews in December 2017. 11,000 respondents from 11
additional countries (Argentina, Australia, Brazil, Canada, China, Columbia, Germany, Japan, Mexico,
Singapore, U.K.) were surveyed in January 2018.


https://pwc.to/2FOELiC
http://www.pwc.com/future-of-cx
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About PwC

At PwC, our purpose is to build trust in society and solve important problems. We're a network of
firms in 158 countries with more than 236,000 people who are committed to delivering quality in
assurance, advisory and tax services. Find out more and tell us what matters to you by visiting us at
WWWw.pwc.com.

PwC refers to the PwC network and/or one or more of its member firms, each of which is a separate
legal entity. Please see www.pwe.com/structure for further details. © 2018 PwC. All rights reserved.

T'a meptoootepeg TANpoPopicg propeite va emxovwveite e myv k. Kovotavtiva Aoyobetn (+357-
22555108) email: konstantina.logotheti@cy.pwc.com xat v k. Mvpta Ilitra (+357-22555103)
email: myria.pitta@cy.pwc.com, Mapketivyk & Emixotvovieg, PwC Kvmpov.
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