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The challenge of customer engagement

Forrester (2007) heralded customer engagement as
‘marketing’s new key metric’, given the rapidly
increasing online media fragmentation and the
challenges of keeping customers engaged with
brands given the proliferation of choice. Customer
engagement is sometimes used to refer to engaging
customers on a single touchpoint, such as whether
someone dwells on the site for a significant time or
whether they convert to sale or other outcome.



According to Forrester, engagement has four parts which can be 
measured both online and offline:



Customer lifecycle management



The relationship between satisfaction and loyalty



Electronic customer relationship management (E-CRM) involves creating strategies 
and plans for how digital technology and digital data can support CRM
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