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2. Zendesk, Customer Experience Trends Report, 2021 £



https://www.zendesk.com/customer-experience-trends/
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3. Salesforce, Insights from 8,000 Consumers - Rethink Your Approach to Customer Engagement, 2020 18 14 Ho 4. Yotta, Inc., 2020 Retailer Website Performance Evaluation - The Digital Experience: Retailers Who Neglect It Face Serious Conseqguences, 2020 £ 8 B 11 H,
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https://www.salesforce.com/eu/blog/2020/01/state-of-the-connected-customers-report.html
https://www.yottaa.com/resources/2020-rsr-report/
https://www.interaction-design.org/literature/article/improve-customer-experience-with-ux-investments-that-increase-roi
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https://www.statista.com/statistics/477804/online-shopping-cart-abandonment-rate-worldwide/
https://www2.deloitte.com/content/dam/Deloitte/ie/Documents/Consulting/Milliseconds_Make_Millions_report.pdf
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8. UX Collective, 7 Findings That Prove the Importance of Great UX, 2020 £ 6 B 29 Ho, 9. UXCam, 20+ Powerful UX Statistics to Impress Stakeholders, 202152 B 8 Ho
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10. Deloitte, Milliseconds Make Millions, 2020 % s 11. Google, “How Speeding up Your Mobile Site Can Improve Your Bottom Line,” 2020 £ 6 B »

12. Djamasbi, Soussan, et.al., “Designing for Success: Creating Business Value with Mobile User Experience (UX),” 2020 Z£ 8 B 17 Ho



https://uxdesign.cc/7-findings-that-prove-the-importance-of-great-ux-6a20682abf80
https://uxcam.com/blog/ux-statistics/ 
https://www2.deloitte.com/content/dam/Deloitte/ie/Documents/Consulting/Milliseconds_Make_Millions_report.pdf
https://www.thinkwithgoogle.com/marketing-strategies/app-and-mobile/mobile-page-speed-data/ 
https://digital.wpi.edu/pdfviewer/sf268756d
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13. McKinsey & Company, Elevating Customer Experience Excellence in the Next Normal, 2020 &£ 5 B 21 Ho
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https://www.mckinsey.com/business-functions/operations/our-insights/elevating-customer-experience-excellence-in-the-next-normal
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14. Zendesk, Good Customer Service: 10 Ways to Deliver Great Customer Service, 2020 F 18 15H.  15. Zendesk, Customer Service Definition, Skills, and Important Principles for 2021, 20214 5 B 26 H,



https://www.zendesk.com/blog/good-customer-service-defined/
https://www.zendesk.com/blog/customer-service-skills/ 
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https://www.paypal.com/hk/business

