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Speaking “customer”  
in every language



This guide is for leaders who are looking for 
ways to strengthen customer connections 
in an increasingly complex and competitive 
South African market. We explain the 
principles of the engagement economy, 
why connection matters and how your 
organization can build trust through 
context, continuity and understanding. We 
outline key challenges, proven practices and 
practical steps drawn from our in-depth 
work across industries to help you speak 
“customer” in every language.”
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No matter the industry, South African organizations face 
familiar pressures, including rising service costs, eroding 
customer loyalty and increasing pressure to deliver 
meaningful experiences across multiple channels. We can 
help you close that gap by building the connection, context 
and continuity that define the engagement economy, 
strengthening how you can listen to, respond to and  
build trust with your customers.

We’ve partnered with leading global and South African 
brands to redesign engagement models, consolidate data, 
improve service efficiency and shape experiences that feel 
personal and relevant. Our work with clients such as L’Oréal, 
global banks, insurers and manufacturers demonstrates 
how small shifts in how we understand customers can result 
in large, measurable gains in conversion, satisfaction  
and accuracy.

We’ve found that organizations that embrace the principles 
we’ve outlined in this guide benefit from stronger customer 
relationships, greater loyalty, lower churn and improved 
efficiency. They build trust through consistency and 
relevance, and they equip customer-facing teams to respond 
with precision.

Our goal is to help you and your 
organization understand and redesign 
engagement as a strategic discipline 
that blends empathy with engineering 
and turns every interaction into an 
opportunity to make a difference.

Why  
connection matters
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The shifting dynamics of 
customer engagement?
For many South African organizations, service expectations 
are rising while operational pressures intensify. There’s 
growing scrutiny of the cost of customer experience, yet 
many still struggle to deliver the continuity and relevance 
customers expect. Even with extensive investment in apps, 
chatbots and engagement platforms, teams are constrained 
by disconnected channels and scattered data, making it 
difficult gain a holistic understanding of the customer.

This fragmentation creates a widening experience gap.

And while digital tools have accelerated automation and 
the speed of customer service, it often comes without the 
context or empathy that defines meaningful engagement. 
As a result, customers may frequently encounter repetition 
or delays, while employees must navigate incomplete 
information and siloed systems. Perhaps more alarmingly, 

these operational challenges slow transformation programs 
that are already under pressure to deliver results faster and 
with leaner resources.

Market behavior increases the tension. A quarter (24%) 
of consumers say they would abandon a brand after a 
single poor interaction, meaning trust erodes fast through 
repeated inconsistencies and unmet expectations. In highly 
regulated and process-intensive industries, this erosion 
carries significant commercial and  
reputational consequences.

Similarly, engagement is now more culturally nuanced. In 
the South African market, linguistic diversity, local context 
and cultural signals strongly shape how trust is built 
and maintained. This means organizations must design 
interactions that feel consistent, and culturally aware.
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Benchmarks for consistent, 
trust-building interaction
The engagement economy is reshaping how businesses operate, how teams are 
organized and how value is created.

Despite many South African organizations having invested heavily in digital tools, it still requires work to deliver consistent 
and meaningful engagement. The shift toward the engagement economy has highlighted a set of emerging best practices 
used by leading organizations to improve continuity, relevance and trust across customer interactions. Working with some 
of our clients, we’ve found these practices represent the foundations of a mature, connected engagement model.

1. Listen before designing
High-performing organizations begin by observing 
customers. They use real behavior, context and cultural 
insights to shape interactions, ensuring that experiences 
reflect how customers actually think, communicate and  
build trust.

2. Build for adaptability
Rigid processes and legacy systems make it difficult to 
meet fast-changing expectations. Organizations that lead 
in engagement, architect systems that can adjust rapidly 
to support new channels, new behaviors and new service 
models without lengthy redesign.

3. Create unified views of the customer
Fragmented data is one of the biggest barriers to effective 
engagement. When teams operate in different systems 
or channels, and work in isolation, customers experience 
disconnected journeys, repeated questions and inconsistent 
information. The best practice is to develop a unified 
engagement layer that consolidates data, enabling more 
accurate interpretation and faster, more coherent responses.

 
 

4. Equip people with context, not  
just process
Process alone doesn’t result in meaningful service. Leading 
enterprises give frontline teams access to the context behind 
customer needs. This empowers them to make informed 
decisions, reduce friction and resolve issues with empathy 
and precision.

5. Measure outcomes that matter
Traditional metrics often emphasize volume and efficiency, 
rather than the quality or impact of interactions. Mature 
organizations focus on the outcomes that build long-term 
value, that is trust, satisfaction, loyalty and contextual 
relevance across multiple interactions.
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Barriers to implementation
While you recognize the value of connected engagement, adopting the practices that 
enable it can be challenging. Many of the barriers are not from a lack of willingness, 
but from how organizations are structured, rooted in how teams, processes and 
technologies have evolved, for example:

Traditional workflows, approval paths and service structures 
were designed for stability rather than adaptability. As 
expectations grow, these rigid models make it difficult to 
redesign experiences quickly or respond with the agility 
customers now expect. As such, transformation programs 
take longer to deliver impact, even when the intent is clear.

In many organizations, engagement channels, customer 
relationship management (CRM) systems, service platforms 
and data stores have been built up incrementally over 
years. While each system performs its own specific function, 
their approaches to the customer may not align. This 
misalignment makes it difficult to interpret behavior in 
real time or maintain continuity across interactions. So 
rather than fragmented data being the primary issue, the 
architectural and operational complexity behind it play a 
significant role.

Teams often receive process guidance without the insight 
needed to understand the “why” behind customer behavior. 
Without shared context, frontline staff default to scripted 
responses or standard procedures, which restricts their 
ability to respond with empathy or precision. This gap 
persists even when organizations have invested heavily in 
digital tools. 

Leaders are under pressure to reduce the cost to serve  
while increasing personalization and speed. These 
competing demands can pull teams in multiple directions, 
making it difficult to prioritize long-term engagement 
improvements over short-term operational pressures. 
As a result, it’s a struggle to maintain momentum in 
transformation programs.

In diverse markets, engagement is often shaped by 
language, tone, timing and cultural expectations. These 
nuances cannot be standardized through automation. 
Without paying deliberate attention to local context, global 
frameworks — even when they’re consistently implemented 
—risk becoming generic or misaligned, weakening trust 
rather than strengthening it.

These barriers can prevent the building of connected, 
contextual and trustworthy interactions that define the 
engagement economy. They often slow progress, dilute 
customer understanding and restrict your ability to create 
value through consistent, meaningful engagement.
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Translate customer insight into redesigned journeys. 
Rather than adding more channels or touchpoints, 
rebuild key journeys around the specific moments where 
misunderstanding or friction occurs most. This includes 
mapping cultural, linguistic and behavioral nuances across 
markets and identifying the points where customers feel 
unseen or disconnected. As an example, we worked with 
L’Oréal to refine its approach by understanding when and 
how customers made decisions across online and in-store 
journeys. This enabled them to make real-time adjustments, 
rather than relying on static campaign design.

Modernize engagement architecture  
in increments, not all at once.  
Many organizations struggle because they treat 
engagement transformation as a large, monolithic program. 
Moving incrementally is far more effective by introducing 
a unified engagement layer, connecting the highest-value 
channels first and expanding gradually. This enables 
teams to demonstrate early wins, build confidence and 
reduce operational strain. We worked with one of our 
manufacturing clients to connect sales and service data, 
a project with a narrow scope and high impact, to vastly 
improve response times and restore confidence among 
long-standing partners.

Operationalize context for frontline teams.  
Teams can only deliver meaningful engagement if they have 
access to relevant context at the moment of interaction. This 
means embedding insight directly into workflows, such as 
customer history, preferences, patterns and previous issues, 
without requiring staff to search across systems.

In regulated environments, for example, we’ve helped equip 
teams with the precise information needed to interpret and 
validate customer actions. In one such instance, we enabled 
near-100% accuracy across more than 30,000  
monthly transactions.

Create mechanisms for continuous adjustment,  
not once-off fixes.  
Engagement models have to evolve as customer 
expectations shift. There’s a need to establish routines that 
review data, test alternate approaches and refine scripts, 
workflows or content. This helps prevent experiences from 
becoming static or outdated, while teams that regularly 
test variations in tone, timing or content — especially in 
culturally diverse markets — see improvements in relevance 
and responsiveness.

Align performance measures with outcomes  
that build trust.  
Leaders should reconsider their success metrics, focusing 
on indicators that that reflect continuity, relevance and 
customer confidence. This includes evaluating interactions 
based on their contribution to long-term satisfaction as 
opposed to transactional efficiency alone. Trust compounds 
across many interactions, while repeated inconsistencies 
gradually undermine loyalty.

Strengthen the connection between local insight  
and global capability.  
Multinational or multiregional organizations need to 
formalize the way local teams provide feedback, insight 
and nuance to global frameworks. This ensures cultural 
and linguistic considerations are embedded by design 
rather than added as an afterthought. One industrial client 
we worked with improved performance by redesigning 
processes around how regional teams interacted with 
customers, enabling global consistency without losing  
local relevance.

How to build connected, 
trustworthy engagement
Achieving meaningful engagement requires organizations to move from insight to 
action. That is, they must redesign systems, processes and behaviors in ways that 
create continuity and trust.
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How we can 
help
We can help you build the connected foundations 
needed to listen, interpret and respond with 
precision across every customer interaction. 
Our services are designed to improve continuity, 
strengthen trust and deliver relevance  
at scale.

Connected data and experience platforms
We design and implement unified engagement layers that 
bring together customer data, service history, behavioral 
insight and operational context. These platforms remove 
fragmentation across channels and systems, giving your 
teams a complete, real-time view of the customer — 
facilitating more coherent interactions.

Customer journey and experience redesign
We can help you redesign your most important journeys 
around cultural nuances, behavioral expectations and real 
points of friction. Our teams work across channels to create 
experiences that feel consistent, natural and aligned to how 
customers communicate. 

This helps you reduce duplicated effort and repeated 
customer questions, offer more accurate and 
personalized responses and enable faster issue 
resolution across sales, service and support.

This helps create journeys that reflect local context 
while maintaining global standards, offer more 
relevant, contextualized engagement across 
touchpoints and enable higher conversion, 
satisfaction and trust.

nttdata.com

The engagement economy

9 | © 2026 NTT DATA, Inc.



Workforce enablement and  
insight-driven service
We equip your customer-facing teams with the context, 
customer intelligence and decision support they need to 
provide more meaningful service. This includes embedding 
insight directly into workflows, surfacing behavioral cues 
and reducing reliance on rigid scripting. 

Continuous performance and  
trust measurement
We can help you shift your measurement frameworks from 
volume-based metrics to those that evaluate trust, relevance 
and long-term customer outcomes.  

Intelligent automation and  
high-accuracy operations
Our automation and business process outsourcing (BPO) 
capabilities streamline critical processes in regulated 
and high-volume environments. By combining precision, 
compliance and contextual understanding, we help you 
improve speed and reliability without compromising quality.

 
 
 
 
 
 
Adaptive systems architecture  
and modernization
We modernize legacy systems, integrate siloed platforms 
and create architectures that can evolve as quickly as your 
customers expect. Our approach is incremental, reducing 
risk while enabling rapid improvements in performance  
and flexibility. 

This ensures faster processing of complex tasks,  
near-100% accuracy in highly regulated workflows 
and lower operational costs.

This ensures faster deployment of new engagement 
capabilities, reduced friction between channels and 
business units and greater agility in responding to 
market changes.

This delivers more empathetic and precise customer 
interactions, provides greater confidence among 
frontline staff and delivers improved trust and 
continuity for customers.

This allows you to track which interactions make a 
real difference. And, in turn, enables better visibility 
into experience quality, stronger alignment between 
your teams and customer outcomes and a more 
resilient engagement model over time.
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Visit nttdata.com to learn more.

NTT DATA is a $30+ billion business and technology services leader in AI and digital 
infrastructure. We accelerate client success and positively impact society through 
responsible innovation. As a Global Top Employer, we have experts in more than  
70 countries. NTT DATA is part of NTT Group.

What next?
Building meaningful engagement is not a single initiative — it is an ongoing 
discipline that strengthens trust one interaction at a time. Organizations that 
want to close the experience gap can begin by focusing on a small number of 
high-impact steps:

•	 Assess where fragmentation is slowing you down

•	 Prioritize the journeys that matter most

•	 Unify data around real customer behavior

•	 Equip customer-facing teams with insight, not just instruction

•	 Modernize in increments — show impact early

To explore how your organization can build the connected foundations of the 
engagement economy, or to discuss specific challenges in your current engagement 
model, visit services.global.ntt or speak with your NTT DATA account lead.

NTT DATA helps organizations redesign engagement, unify data, modernize 
systems and create experiences that feel coherent, personal and trustworthy. 
Our experts can help you assess your current state and map a practical  
path forward.
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