
Become a ROXstar with PIM!  

How investments in customer experience pay off 



ROX focuses on enhancing 
the customer experience 
as the basis for strong 
customer relationships, 
while ROI primarily aims to 
reduce costs and increase 
revenue. 

A new business KPI is changing the game
More and more B2C and B2B customers are buying online and their overall buying experience is crucial in 
compelling them to make a purchase. Therefore, manufacturers and retailers need to optimize every possible 
touchpoint to offer an exceptional customer experience. Only if the experience is consistently positive will 
customers make a second or third purchase and remain loyal in the long term. So, investing in customer 
experience (CX) certainly pays off. But what‘s the best way to measure the success of such investments? 
 
We all know and rely on return on investment (ROI) to understand the profitability of an investment. 

But it’s not always enough to determine success based on the performance of financial investments alone. 
While ROI can give you a snapshot of the value generated by a single investment, return on experience 
(ROX) shows the extent to which investments in CX are worthwile—even if they don’t immediately translate 
into profit.

(Benefit of the investment - cost of investment)

Cost of investment

ROX vs. ROI—what are the differences? 

ROX is more abstract than 
ROI. While ROI refers to 
concrete figures such as sales 
in euros or dollars or clicks 
on ads, ROX captures how 
changes to the customer 
experience positively impact 
customer lifetime value and 
the financial well-being of  
the business. 

ROI is an efficient metric 
for advertising campaigns 
but can fall short when 
evaluating subjective 
experiences. ROX, on the 
other hand, captures a more 
holistic view of the influence 
and effect of marketing 
initiatives. 

ROI = 



 1 Global Consumer Insights Pulse Survey, 2022 
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Positive shopping

experiences lead to:

4x more willingness to buy

Source “Experience Matters” report by Temkin Group 2018

higher repurchase rate

more cross-selling turnover

higher motivation to 
recommended

4x

7x

6x

The return on experience—the new 
success metric 
Modern businesses know it’s vital to look at the impact of the experiences they offer. Yet, the introduction of 
a new metric like the ROX poses challenges. If companies want to invest in customer experience, it’s crucial 
to think long-term and to evaluate and justify the effort, just as with any other investment. For example, 
detailed product data, provided by a PIM system, has a direct impact on CX. It ensures fewer returns and less 
shopping cart abandonment. It makes sense to evaluate this positive impact on business success using ROX 
instead of only quantifying the ROI of the PIM system. 

A recent study by PWC1 shows that companies should increasingly focus on ROX instead of just ROI: 
investments in customer satisfaction have a positive impact on crucial parameters such as customer 
lifetime value, loyalty, average order value, customer retention and conversion rates. If businesses give 
their customers exceptional experiences, they’ll buy more and share their positive experiences with others. 
Products and services can even be sold at up to 16% higher prices—a boost for both ROX and ROI. 



2”Experience is everything: Here’s how to get it right”, 2018
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To survive the new era of customer experience, a shift in 
thinking is required  

If companies are only ROI-oriented, there’s a risk that customers’ needs will be neglected. A mistake that can 
prove disastrous: according to a PWC report2, for 32% of the people surveyed, just one bad experience is 
enough for them to turn their back on their preferred brand. 
 
It’s not the businesses running the show, it’s their customers. That’s why ROX is a key metric to analyze 
efforts that are primarily aimed at making customers happy and ensuring their loyalty. 

 
Among other things, these efforts are designed to: 

We reveal all aspects of ROX and 
how they affect customers and 
suppliers in our infographic: Get it now

By striving to avoid bad customer experiences and encouraging positive ones, retailers and manufacturers 
improve CX while ROX increases. 

Reduce costs for the customer (e.g., for 
orders and returns)

Save customers’ time (e.g., through faster 
processes and less manual effort) 

Increase convenience (e.g., through a 
user-friendly tool or website) 

Create added value (e.g., in the form of 
discounts, gifts and exclusive information) 

https://go.contentserv.com/return-on-experience-infographic
https://go.contentserv.com/return-on-experience-infographic


5

How to calculate the return on experience (ROX) 

ROX calculation is based on ROI, which is determined from the profit generated divided by the capital 
invested. The formula is as follows: 

Profit is calculated based on sales through CX measures minus the cost of CX efforts to increase customer 
satisfaction. 

A ROX greater than 0 indicates lucrative CX efforts, while a ROX equal to 0 suggests that the efforts pay off 
in terms of customer satisfaction, even if they don‘t generate any instant financial benefit for the company. 

 Profit generated from CX measures

Cost of CX measures

(Return on CX measures - cost of CX measures)

Cost of CX measures

ROX = 

ROX = 
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How to become a ROXstar with PIM  
CX initiatives often include dealing with technical data and content—especially in ecommerce. Unlike a 
traditional retail store where customers can try and test the product in person, ecommerce doesn’t have that 
option. Therefore, the product information you provide can significantly impact the customer experience and 
your ROX. This is where a Product Information Management (PIM) system comes to the rescue.  

62% Item did not fit
of online-bought products 
are returned

Item did not meet
expectations

of customers would avoid  
a brand after multiple retailer-
caused returns

Item was defective
or damaged

Item did not match
the description

Several variants 
ordered to choose from

39%

30%

30%

20%

Why do online  
customers return the 
ordered goods?

What are the 
consequences of returns
for companies?

 29%

42%

Source: Processed returns statistics 2017 Source: NFR (National Retail Federation) 
The Right Fit: How AI is Changing eCommerce 

Apparel Returns 2021 State of the Industry Report
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PIM in practice: return rate of cross trainers 

A fitness equipment manufacturer that sells mostly cross trainers uses PIM to provide its customers with 
comprehensive product information—regarding the dimensions of the equipment, how it’s used, the noise 
level and how it’s packaged and shipped. In this way, the company has been able to significantly reduce the 
number of returns. ROX is calculated based on the revenue not lost due to fewer product returns, the overall 
costs saved and the costs of the PIM system: 

(Cross trainer revenue not lost (net) + costs saved) - PIM costs 

for “Cross trainer” product group

PIM costs for “Cross trainer” product group
ROX = 

ROX should be at least 0 so that the positive impact of the PIM system on the return rate and on customer 
satisfaction and business success can pay off. 
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Better product data creates more 
transparency for the customer, 
reduces the rate of returns and 
saves costs 

Detailed product data ensures 
that fewer shopping carts 
are abandoned. As a result, 
companies not only secure the 
sales they would otherwise lose 
but also boost their business 

It can store, organize and manage 
product reviews, which improve 
the customer experience and 
accelerate purchase decisions 

Providing complete, accurate and 
personalized product information 
positively influences the customer 
experience and ensures return on 
investment 

It stores, organizes and manages 
information that helps nudge 
a customer towards a buying 
decision – including product 
specifications, retailer and 
manufacturer information, product 
availability, warranty, shipping and 
customer reviews 

PIM increases the return on experience because: 

First ROI, then ROX? No problem! Learn 
how to calculate the ROI of a PIM solution 
with our white paper “The ROI of PIM: 
calculate the value of your next project!”

Are you still stuck in the 
old ROI-tine or are you 
already a ROXstar?  

Get it now Take the quiz

Become a ROXstar! 

Customer experiences powered by PIM have a crucial impact on customer satisfaction and contribute to the 
success of retailers and manufacturers. However, investments in customer experience are still insufficiently 
measured. Evaluating the success of these investments is key to making the right adjustments to further 
improve the customer experience. Measuring only ROI is no longer enough, as it only considers cost and 
revenue factors. ROX, on the other hand, looks beyond monetary aspects by focusing on customer experience 
as a critical variable for business success. After all, happy customers stick around, and positive interactions 
develop loyalty—and loyalty can hardly be quantified in monetary terms!  

https://www.contentserv.com/ebooks-and-whitepapers/roi-of-pim
https://www.contentserv.com/ebooks-and-whitepapers/roi-of-pim
https://www.contentserv.com/pim-sport-fitness-outdoor?hs_preview=kIdczpOh-79697007882&utm_content=quiz
https://www.contentserv.com/de/pim-hersteller-haendler-sport?hs_preview=bgCjpPQs-73295888012&utm_source=linkedin&utm_content=quiz
https://www.contentserv.com/pim-sport-fitness-outdoor?hs_preview=kIdczpOh-79697007882&utm_content=quiz


Contentserv’s software solutions enable 
manufacturers, brands and specialized 
retailers to deliver rich, personalized and 
highly converting product experiences that 
delight customers, improve time-to-value and 
boost ROI.  

Learn more at www.contentserv.com

About Contentserv

https://www.contentserv.com/who-we-are

