
State Of Customer Engagement Report 2022

The opportunities for companies to improve digital 
engagement with their customers continue to grow. 
But growth is not without its challenges as brands 
must align their strategies with the expectations of 
their customers.

Companies that recognised the importance of digital customer 
engagement over the last two years have reaped the benefits.

Digital customer 
engagement drives major 
return on investment 

TREND 01

Average percent increase in revenue

Twilio’s 2022 State of Customer Engagement report 
explores the major emerging trends in digital customer 
engagement across both companies and consumers. 

Here are five key themes from the report brands need 
to consider as they build their digital customer 
engagement strategies.

REGION: ASIA-PACIFIC AND JAPAN (APJ)

Are Brands 
& Consumers 
Aligned on Digital 
Engagement?

Australia 64%

Singapore 61%

Japan 57%

Read the full report

Download the full report at 
https://socer.twilio.com to learn more 
about the state of customer experience 
and how brands can take advantage in 
this new digital age. 
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There is no doubt digital fatigue is real, however, it 
represents an opportunity for smart companies to create 
more meaningful engagements. 

Digital fatigue is real 
and a growing problem

TREND 05

Not being able to connect with
someone from customer support 19%

Knowing another company will provide
a better customer experience 16%

Being transferred multiple times to
different service representatives 12%

Top 3 reasons why APJ consumers will stop 
doing business with a company

57% of consumers in APJ 
are frustrated by 
inconsistent digital 
interactions with brands.

Brands risk customer loyalty if they cannot improve 
transparency around privacy and data protections to close 
the existing trust gap with consumers.

Closing the trust gap 
between consumers 
and businesses
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There is a big trust gap between consumers and brands in 
APJ countries that needs to be addressed, especially in Japan

B2C Consumers

69% of APJ consumers want brands to 
do more to protect their privacy and be 
transparent about data usage.

50% of APJ companies believe 
consumers want greater data privacy 
and transparency.

Australia Singapore Japan
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Reduced the amount of money spent 
on the brand’s products or services

Told friends or family members 
not to trust the brand

Stopped purchasing the 
brand’s products or services

Brands that do not meet the data privacy expectations of consumers risk losing their trust

B2C: Are your B2C customers 
demanding greater data 
privacy and transparency?

Consumers: Do you want the 
brands you do business with to 
do more to guarantee the privacy 
of your data and be transparent 
in how they use your data?

Adapting to the cookieless era over the next year is 
imperative for brands to create the personalised services 
that good customer experience is built on. 

A cookieless world is 
coming — businesses 
have one year to prepare

TREND 03

Over 8 in 10 (83%) 
consumers in APJ prefer 
brands that do not use 

third-party data.

Yet, 78% of APJ brands 
rely on third-party 

data for current 
marketing strategies.

Personalisation is the cornerstone of good digital customer 
engagement, but the expectation gap between consumers 
and companies needs to shrink for true success. 

Personalisation is critical, 
but consumers want 
companies to do it better

TREND 02

Australia Singapore Japan

12%

88%

0%

10%

90%

69%

28%

3%
0%

Somewhat importantExtremely important

Not at all important

82% of B2C companies in APJ say personalisation is extremely 
or very important to their customer engagement strategy
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APJ Businesses APJ ConsumersQuality of personalised experience

66% of APJ companies believe they 
provide a good or excellent personalised 
experience for customers.

Less than half of consumers 
(42%) agree.

Investment in digital 
customer engagement 
increased revenue for 
84% of APJ companies.

DOWNLOAD THE REPORT

As a result, 25% of APJ companies expect to at least double their digital 
customer engagement investment by 2025.
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