
The Importance of Mobile
in Customer Experience
Technology has completely changed how consumers interact with 
brands and the rise of the smartphone has made this more important 
than ever before.

Today’s brands need to reflect on their digital strategy and make sure 
they’re focused on delivering an exceptional and relevant customer 
experience to every customer exactly when they need and expect it.  

1 US Time Spent with Mobile: A Deep Dive into Mobile App and Web Time, eMarketer, Jan. 2017.
2 Micro-Moments: Your Guide to Winning the Shi� to Mobile, Google, April 2015.
3 2015 U.S. State of Multichannel Customer Service Report, Microso�, 2015.
4 Vendor Landscape: Mobile Engagement Automation Solutions, Forrester, Nov. 2016.
5 When the Path to Purchase Becomes the Path to Purpose, Google/TNS/Ogilvy, June 2014.

U.S. adults spend 3 hours and 17 minutes daily using a mobile device.1

We’re Tied to Our Mobile Devices

68% of smartphone users check 
their phone within 15 minutes of 
waking up in the morning.2

30% of smartphone users get 
“anxious” when they don’t have 
their phone on them.2

Consumers Expect Relevant and Helpful Content

82% of smartphone users use 
their mobile device in stores 
to make product decisions.2

82

YouTube “how to” searches 
are growing by 70% 

year-over-year.2

% of consumers are in a hurry while looking 
for instructions on their smartphone.2 

% of smartphone users will immediately 
switch to another site or app if they can’t 
find what they need.2

% of smartphone users have purchased from a company other than the 
one they intended to because the information provided was useful.2

% of consumers expect companies to 
provide a self-service support portal.3

“Today’s customers demand a seamless, integrated brand experience delivered to them 
with ultimate simplicity and relevancy in real time. To deliver, mobile demands a new 
engagement model.”4

Why It Matters

of consumers say receiving 
regular and relevant content 
is the most important attribute 
when selecting a brand.5

of smartphone users are more likely to 
buy from companies whose mobile 
sites or apps help them easily find 
answers to their questions.2
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