
Rude staff, technical failures, time wasting, and lack of help -
consumers in Singapore tell brands what annoys them most

One of the most comprehensive customer experience studies ever undertaken in Singapore
reveals more industries have below average NPS scores

Customers want to see improvements made to mobile app, payments, and omni-channel
experiences

Streaming services, automotive manufacturers and digital wallet providers have the most loyal
customers in Singapore, while ride hailing, parcel delivery service, and retail companies have
the least according to one of the most comprehensive customer experience studies ever taken
in the country and launched today by Qualtrics’ and SAP’s Center for Experience Management.

For organisations wanting to keep their new and existing customers satisfied, engaged, and
loyal in 2023, prioritising the mobile app experience, payments experience, and cross-channel
experience will be critical. And with more categories falling below Singapore’s average NPS
score than above, not to mention poor customer experiences putting 5.3% of a business’
revenue at risk and evolving demands and preferences, taking action to improve the customer
experience is more important than ever.

Drawing on responses from more than 2,720 consumers in Singapore, The Customer
Experience Edge Singapore 2023 provides a rare insight into the Net Promoter Score (NPS)
across 19 everyday consumer categories in Singapore, and the ability for organisations to
benchmark their scores against industry averages. The study is the first to be launched by the
Center for Experience Management - an initiative focused on advancing experience
management capabilities across Asia, and backed by Qualtrics and SAP, with the support of
Digital Industry Singapore (DISG).

“For one of the first times ever, companies in Singapore have access to industry average scores
for consumer loyalty and satisfaction, equipping them with comparative data to better
understand the types of services and engagements people in Singapore want,” said Lara
Truelove, author of the report and Program Lead for the Center for Experience Management. “At
a time when consumers are more careful about their spending and considering different brands,
findings from the study show there is a significant need and opportunity for brands to build
deeper connections with their customers, while highlighting the important role digital services
and offerings will play in this.”

What will help make customers happy

Rudeness of staff, technical failures, the value of service being diminished, time wasting, and
being unable to access help are some of the most commonly cited incidents that annoy
customers and can negatively impact consumer loyalty in Singapore. In contrast, positive
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customer experiences and endorsements are associated with value for money, product range,
quality, and usability, helpful service, and efficient processes.

When it comes to the customer experience improvements consumers in Singapore would like to
see, mobile application ease of use is one of the top three improvements desired across two
thirds of all categories. Payment options is the second most commonly mentioned area needing
improvement.

These findings are echoed in the customer experience initiatives consumers want to see
introduced: increase the number of services I can perform on mobile apps (40%), have a more
human touch making it easier to meet or see a real person (40%), and seamless experience
across digital devices (36%).

“Customers today expect a personalised experience that is relevant and seamless, and
companies need to understand that expectations are shifting rapidly in today’s highly
competitive landscape. Business leaders need to prioritise creating exceptional customer
experiences to differentiate and build long term relationships with their customers, which will
ultimately drive sustainable growth and value for their organisations,” said Eileen Chua,
Managing Director, Singapore.
 
“At SAP, we empower our customers to be sustainable, intelligent and networked enterprises to
create a better future for all through customer-centric innovation, and deliver the dynamic,
connected and memorable journeys that build loyal relationships that keep customers coming
back. It is our mission to provide a delightful customer experience that inspires people to share
positive stories about our business and that of our customers,” added Chua.

Singaporeans more likely to leave a positive review than a complaint

Despite calling for a number of improvements to the customer experience brands deliver,
consumers in Singapore are more likely to leave positive feedback than negative. When leaving
feedback, more than a third (37%) said they’ve recommended the company compared to 22%
who left a complaint.

Consumers are most likely to use the mobile app, company website, and email to give
feedback. A company’s social media page and review sites are also popular channels, while
making a telephone call is regularly used for giving negative feedback.

“Organisations across Singapore have only scratched the surface when it comes to listening
and taking action on customer feedback, with unstructured feedback from the contact centre,
social media channels, in-app feedback, and online review sites a treasure trove of untapped
information. Using platforms like Qualtrics, organisations can unlock the full value of the data at
their fingertips by bringing it all together on a single platform to help quickly identify and resolve
points of friction across all digital and human touchpoints, which will ultimately lead to improved
customer service,” said Mao Gen Foo, Head of Southeast Asia, Qualtrics.



About the study

The study is based on responses from 2,724 consumers in Singapore aged 18+, and was
carried out from October to November 2022 using online panels. Respondents were required to
have had a recent experience (within the previous 90 days) with specific brands. Most
respondents evaluated five brands.

Quotas were set for responses to match Singapore gender, age, and household income
demographics. Weights have been applied to age and household income, to account for
variance against target profile particularly for older age group and higher household income.

The Customer Experience Edge Singapore 2023.

About the Center for Experience Management

The Center for Experience Management aims to develop the experience management discipline
in Singapore, build professional capabilities for experience management locally, foster a
community of experience management professionals to further the category, and enable
organisations to use experience as a key competitive differentiator.

About Qualtrics

Qualtrics, the leader and creator of the experience management category, is a cloud-native
software provider that helps organizations quickly identify and resolve points of friction across all
digital and human touchpoints in their business – so they can retain their best customers and
employees, protect their revenue, and drive profitability. More than 18,750 organizations around
the world use Qualtrics’s advanced AI to listen, understand and take action. Qualtrics uses its
vast universe of experience data to form the largest database of human sentiment in the world.
Qualtrics is co-headquartered in Provo, Utah and Seattle, and operates out of 28 offices
globally. To learn more, please visit qualtrics.com.

About SAP

SAP’s strategy is to help every business run as an intelligent, sustainable enterprise. As a
market leader in enterprise application software, we help companies of all sizes and in all
industries run at their best: SAP customers generate 87% of total global commerce. Our
machine learning, Internet of Things (IoT), and advanced analytics technologies help turn
customers’ businesses into intelligent enterprises. SAP helps give people and organizations
deep business insight and fosters collaboration that helps them stay ahead of their competition.
We simplify technology for companies so they can consume our software the way they want –
without disruption. Our end-to-end suite of applications and services enables business and
public customers across 25 industries globally to operate profitably, adapt continuously, and
make a difference. With a global network of customers, partners, employees, and thought
leaders, SAP helps the world run better and improve people’s lives. For more information, visit
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www.sap.com.


