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	By definition, customer expectations are any set of behaviors or actions that individuals anticipate when interacting with a company. Historically, customers have expected basics like quality service and fair pricing — but modern customers have much higher expectations, such as proactive service, personalized interactions, and connected experiences across digital channels.

To better understand how customer expectations are changing, Salesforce Research surveyed 14,300 consumers and business buyers globally. In this research, “customers” is an aggregate of both consumer and business buyer responses. These findings, published in the sixth edition of the “State of the Connected Customer” report, give an in-depth look at:

	How economic shifts have reshaped customer expectations and behaviors
	The changing ways that customers engage with companies across the buying lifecycle
	Customer sentiments around new technologies like generative artificial intelligence (AI)


For starters, the research found that 80% of customers now consider the experience a company provides to be as important as its products and services.

As disruptive companies leverage breakthroughs in cloud, mobile, social, and artificial intelligence technology to deliver personalized, valuable, and immediate experiences, customers have more choices than ever. As a result, they grow to expect this superior experience from any business they engage with.








    
        
        
        
            
            
            
        
        
        
    

    





	Source: "State of the Connected Customer," August 2023.










    
        
        
            
            
                
            
            
            
            
                
                    Understanding new customer expectations 
                
                
                
                
            
            
            
        
    







	The research shows that understanding customers’ needs — and exceeding their expectations — are becoming table stakes for businesses to compete. Here are four expectations that are changing the game for companies.








    
        
        
            
            
                
            
            
            
            
                
                    1. Customers expect connected journeys: Break down your business silos. 
                
                
                
                
            
            
            
        
    







		79% of customers expect consistent interactions across departments, yet 55% say it generally feels like they're communicating with separate departments rather than one company.
	56% of customers say they often have to repeat or re-explain information to different representations.











    
        
        
            
            
                
            
            
            
            
                
                    2. Customers expect personalization: Customize everything. 
                
                
                
                
            
            
            
        
    







		73% of customers expect better personalization as technology advances.
	65% of customers expect companies to adapt to their changing needs and preferences, but 61% of customers say most companies treat them as a number.
	80% of customers say the experience a company provides is as important as its products and services.









    
        
        
        
            
            
            
        
        
        
    

    





	Read more about the connected mandate companies are facing.








    
        
        
            
            
                
            
            
            
            
                
                    3. Customers expect AI safeugards. Prioritize an ethical AI strategy. 
                
                
                
                
            
            
            
        
    







		74% of customers are concerned about the unethical use of AI.
	80% of customers say it's important for a human to validate the output of AI.
	68% of customers say advances in AI make it more important for companies to be trustworthy.











    
        
        
            
            
                
            
            
            
            
                
                    4. Customers expect data protection: Make trust your priority. 
                
                
                
                
            
            
            
        
    







		79% of customers say they're increasingly protective of their personal data.
	71% of customers say they're more likely trust a company with personal data if its use is clearly explained.
	51% of customers say most companies don't use their personal data in ways that benefit them.


Read more about customer trust.










    
        
        
            
            
                
            
            
            
            
                
                    Customers expect great experiences but reality falls short 
                
                
                
                
            
            
            
        
    







    
        
        
        
            
            
            
        
        
        
    

    





	In this era of exponentially disruptive technological change, products and services that are cutting edge one day are outdated the next. In this context, the experience a company offers is increasingly its differentiator. But the scope of customer experience is changing, too. To win hearts and wallets, companies must not only deliver amazing marketing, sales, ecommerce, and service interactions, but also prove that they have the customers’ best interests in mind.
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    Only 57% of customers trust companies to use AI ethically.













            
        
            


            
        

        
        
            
        

    







            
        
            


            
        

        
        
            
        

    





	Source: "State of the Connected Customer," August 2023.










    
        
        
            
            
                
            
            
            
            
                
                    Business buyers’ expectations mirror consumer expectations for company interactions 
                
                
                
                
            
            
            
        
    







	Customers’ expectations for empathetic, personalized, and digital-first engagement don’t stop when they go to work. Much like consumers, business buyers see a gap between the standards that have been set and the reality they experience.






    
        
        
        
            
            
            
        
        
        
    

    







    
        
        
            
            
                
            
            
            
            
                
                    Why exceeding customer expectations is critical 
                
                
                
                
            
            
            
        
    







	Put simply, it pays to provide great customer experiences — including post-purchase. In fact, 88% of customers say good customer service makes them more likely to purchase again, and 75% have recommended a company based on excellent customer service.
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