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Welcome to the metaverse
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The metaverse is here, and Gartner predicts that 25% of people will 
spend at least one hour per day in the metaverse by 2026.1 This 
prevents businesses with a once-in-a-generation opportunity; the 
brands who will benefit most are already reimagining their customer 
experience (CX) strategies and planning how to leverage this new 
consumer and employee touchpoint as part of their omnichannel 
experience. 

But, what is the metaverse? We’ve been hearing about the 
“metaverse” since the term was coined in a 1992 science fiction novel, 
and the vision of what it would be has varied over the years as it 
was used in tech blogs, gaming, and business strategies. Today, the 
metaverse is understood as an interconnected, global environment that 
incorporates features including virtual reality (VR), non-fungible tokens 
(NFTs), gaming, community and shared experiences, geo-enabled virtual 
locations, and virtual commerce. It allows customers to have highly 
immersive experiences and adventures.

“The metaverse is a virtual space that promises to 
bring together people, companies, and products 
in digital and physical environments bursting with 
new possibilities for interaction and collaboration.2”

Cathy Hackl, Dirk Lueth, Tommaso di Bartolo, 
Navigating the Metaverse

Your Customers Are Heading into the Metaverse



Sample: 1,000 respondents aware of Metaverse 
Source: Teleperformance CX Lab. "How Customers View the Metaverse." 2022.
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Today’s metaverse is just the beginning. Rapid evolution will enable 
consumers very soon to enjoy hyper-immersive, hyper-personalized 
experiences from the comfort of their home. By 2030, it will be a $13 
trillion opportunity, according to Citi Global Insights.3 Already 81% 
of consumers say a brand’s digital presence is as important as its 
physical presence.4 And PwC believes “For business, the implications 
of an immersive, persistent and decentralized digital world could be 
enormous.5”

Are consumers interested in the metaverse? A new report by 
Teleperformance’s award-winning CX Lab, “How Customers View the 
Metaverse,” suggests they are. Seven in 10 respondents are aware 
of the metaverse, and of those 73% are willing to engage with it. The 
consumers most likely to engage hit several sweet spots for businesses 
looking to grow their customer base—they’re younger, currently 
working, and have children at home. 

As with any new technology, many consumers need to wait and see 
how it evolves before embracing it. Sixty percent, particularly older 
consumers, said they were skeptical about the metaverse. But we 
believe their enthusiasm will grow as the benefits the metaverse 
provides for them become clearer. Despite these mixed feelings, 
consumers expect to spend at least 20 minutes more time each day in 
the metaverse than they currently spend in other web-based activities.

% WILLING TO ENGAGE WITH METAVERSE
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The time to start is now. If you wait until all consumers are enthusiastic 
about the metaverse, it will be too late. Gaining the full benefits of this 
new channel for engaging customers with your brand, adapting to the 
ways they will want to purchase moving forward, and delivering seamless 
customer experiences within the environment means starting now. The 
metaverse is here and companies who don’t embrace it will be left behind.

This white paper looks at business in the metaverse by exploring 
three industries which are leading the way: retail, travel, and gaming. 
It will discuss how companies are showing up in the metaverse today, 
customer expectations of how they will use it, and what customer service 
experiences that blur the line between digital and physical look like. 
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Retail brands increase customer engagement and involvement

Well-known brands have already been using augmented reality (AR) and VR to 
allow consumers to virtually customize and confirm their choices before they buy. 
Examples include: 

• IKEA’s The Place App lets shoppers use AR with their smartphone camera to 
put furniture they’re considering into their rooms so they can see exactly how 
it will look in their home.6

• L’Oreal uses AR in collaboration with Facebook to let consumers virtually try 
on makeup from beauty brands including Maybelline, L’Oréal Paris, Lancôme, 
Giorgio Armani, Yves Saint Laurent, and Urban Decay.7

• BMW allows shoppers in their showrooms to customize car colors and styles 
using AR from their phone or tablet. Or, customers can put on VR goggles 
and experience what it’s like to drive the cars, so they better understand their 
options.8 

 
Other brands are taking it even farther into the metaverse, creating virtual spaces 
for customers to explore and play in. 

Luxury goods, where Morgan Stanley estimates the metaverse could constitute 
10% of the market by 20309, have created brand destinations within the popular 
platforms Roblox and Fortnite. Gucci Town on Roblox lets visitors learn about the 
brand and its creative vision, express their individuality, and connect with like-
minded people from around the globe.
A digital-only virtual handbag promoted in the site sold for $4,100, well above 
the pricetag of its physical counterpart.10 Tommy Hilfiger’s Tommy Play space 
lets users do BMX tricks and race their friends to win free items, earn Tommy 
tokens, and buy merchandise for their avatar.11 On Fortnite, Balenciaga has a 
virtual boutique where items can be both bought and unlocked; customers who 
purchase real-life Balenciaga items can unlock them in the game.12 

And it’s not just luxury brands. Vans World on Roblox lets players skateboard 
in various parks wearing Vans gear. In Nikeland, a virtual version of basketball 
superstar LeBron James greets the shoppers browsing digital products. And 
Chipotle’s Roblox restaurant blurs the line between digital and physical with 
promotions, including offering the first 30,000 visitors a voucher for a real-world 
burrito and celebrating National Burrito day with a burrito rolling game that 
earned 100,000 players Burrito Bucks they could exchange for food items.13 

“Marketers, store designers, merchandisers and more need to 
start thinking differently about what a ‘business’ is. In a world 
where any experience is possible, why on earth should we use 
our industrial-age version of retail as a blueprint for the future?”
 
Maghan McDowell, Innovation Editor, Vogue Business14 
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Travel companies deliver worldwide experiences from the comfort of home

The pandemic led to an exponential increase in AR-augmented and 
VR ways for consumers to travel the world without leaving their 
couch. For example, Amazon Explore connects consumers with 
hosts around the world to explore landmarks, take lessons and learn 
new skills, and purchase items they find along the way.15 Disney and 
Universal Studios have created virtual versions of popular rides.16 
And The FlyOver Zone takes visitors across time and space to world 
cultural sites to tour them as they are today and those that have 
been damaged are digitally restored so they can be experienced as 
they were in their prime.17 

As part of the travel resurgence, VR is helping travelers decide where 
to go, where to stay, and how to experience a destination when they 
get there. From a customer’s perspective, virtual reality allows them 
to walk through a hotel, destination, or activity firsthand as they are 
making their vacation plans. And mobile apps like City Guide Tour, 
which offers on-screen information about landmarks and places 
of interest as visitors walk through a town, and Street Life, which 
provides access to a crowd-sourced library of guided tours, enable 
visitors to tailor their experiences when they arrive.

These experiences allow brands to stand out and increase customer 
engagement. Travelers who use VR to take a tour or try out an 
experience are more likely to place a booking. When Thomas Cook 
Airlines in Manhattan used VR to create a tour with 360o recordings 
of their helicopter flight and their bookings went up by 180% in a 
saturated market.18 Similarly, when Visit Wales created VR videos of 
dolphins and kingfishers, bookings for their wildlife attraction tours 
rose 60%.19 

Soon travelers won’t need to return to reality to book their trip. 
Amadeus Navitaire has introduced the world’s first virtual reality 
travel search and booking experience.20

“You can now put your headset on and travel anywhere 
in the world, be anywhere with no trains, no planes, no 
lines, and no passport.21” 

Bernard Marr, Futurist, Influencer, and Thought Leader 
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Game platforms offer new, fully immersive worlds

The most immersive experiences in the metaverse are currently gaming 
environments. Players enter a fully formed digital world as avatars, a 
virtual representation of their real identity, and play the game as if they 
were in the real world. metaverse games are communities that enable 
players to interact with other players, invite their social media friends, and 
play the game together. As they play, they earn virtual gaming items, and 
in some environments, such as Fortnite, players can buy and sell these 
items. 

An estimated 2.9 billion people – more than one out of every three people 
on the planet – played a video game in 2021.22 But the uses of these 
platforms go beyond playing games. We’ve seen how retail brands are 
taking advantage of the experiences they enable to extend their brand.

The music industry has also taken notice. Ariana Grande, BLACKPINK, BTS, 
Charlie XCX, Justin Bieber, and Twenty-one Pilots gave performances in the 
metaverse that earned them nominations for this year’s MTV Video Music 
Awards. Decentraland hosts the metaverse Festival, a four-day celebration 
of music, culture, and creativity.23 IHeartMedia has just launched 
IHeartLand on Fortnite, where players can explore, play games, take selfies 
on the red carpet, and view performances on the main stage.24 

Morning Consult found that 45% of the public said they were 
interested in attending a virtual concert, and that 61% of late 
Millennials and GenZ would be interested in attending a metaverse 
concert.25

Sports is another area ripe for growth in the metaverse. Earlier this 
year, Italy’s Serie A soccer league broadcast the first soccer game in 
the metaverse on The Nemesis platform. Manchester United recently 
unveiled its new kit for the first time on Roblox. But a more common 
use of these platforms by sporting organizations is enabling fans to 
buy NFTs that reflect their team passions. America’s NFL has opened 
a store on Roblox26 and Decentraland has Spanish sports platform 
StadioPlus managing its NFT sports content.27 

As the metaverse matures, these platforms can provide the foundation 
for many of the activities consumers expect to undertake.

“In a game environment, you can constantly go back and 
forth between the real world stuff and what’s happening 
in-game and it’s constantly engaging…28” 

Tim Sweeney, CEO, Epic Games 
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How well do consumers understand 
metaverse-related topics? 

Gaming, in particular, opens up new 
concepts such as buying an NFT and 
using cryptocurrency for purchases. 
Our research discovered that consumer 
understanding of these concepts varies.

Sample: 1,448 total respondents  
Source: Teleperformance CX Lab. "How Customers View the Metaverse." 2022.
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Consumer expectations for the metaverse

According to Teleperformance CX Lab, the top reason for consumers to be in the metaverse is to play games. Next was connecting or socializing with 
people. Rounding out the top three activities, consumers anticipate having immersive travel experiences. Other popular anticipated uses include 
shopping for virtual or real products, attending events, buying/selling/earning NFTs and tokens, and learning.

PRIMARY REASON TO SPEND TIME IN THE METAVERSE

Sample: 730 respondents aware of Metaverse and willing to engage in the future | Single answer | *Market virtual goods aggregated results (12%)
Source: Teleperformance CX Lab. "How Customers View the Metaverse." 2022.
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“It may be more useful, and certainly more exciting, to think 
of the metaverse not as virtual reality but as a new reality 
itself. Things created there and things we will choose to do 
there will be, in a very true sense, real. And in that context it 
can become a realm for both work and play.33” 

Jim Kennedy, Senior Vice President for Strategy, 
The Associated Press 

As we’ve seen in this paper, these anticipated uses reflect the activities 
that are already taking off in the metaverse. Two anticipated uses that are 
still evolving are health and wellness and work.

TechRepublic reports that “Metaverse technology will cause a disruptive 
shift in healthcare, providing better surgical precision, opening new 
channels of treatment and lowering costs while improving patient 
outcomes. Companies driving this change include Brainlab AG, Novarad 
Corporation, GE Healthcare, Siemens Healthineers, Meta Platforms Inc., 
Nvidia, Microsoft, Roblox and gameChange VR, among others.29” By 2030, 
it will be a $5.37 billion market, according to Market Research Future’s 
August 2022 Healthcare in the Metaverse report.30

When it comes to work, Harvard Business Review predicts that the 
ways the metaverse will reshape work include new immersive forms of 
team collaboration new digital, AI-enabled colleagues; the acceleration 
of learning and skills acquisition through virtualization and gamified 
technologies; and the eventual rise of a metaverse economy with 
completely new enterprises and work roles.31 How fast is this happening? 
Bill Gates has predicted that meetings will move into the metaverse in 
two to three years.32
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How much time will people spend in the 
metaverse? 

According to Teleperformance CX Lab, consumers 
willing to engage expect to spend three hours and 
10 minutes in the metaverse each day, more than 
any other online activity and nearly as much as they 
spend watching TV now.

Sample: 730 respondents willing to engage in the future 
Source: Teleperformance CX Lab. "How Customers View the Metaverse." 2022.
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How will they access the metaverse? 

According to Teleperformance CX Lab, 60% of 
those willing to engage in metaverse activities 
said they were planning to access it through 
a new device; 41% of these would like to 
buy VR or AR devices for more immersive 
experiences.

Sample: 435 respondents planning to buy a new device to access the Metaverse
Source: Teleperformance CX Lab. "How Customers View the Metaverse." 2022.
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Why enter the metaverse?

Rapidly evolving technology

Continued advancements make rich, immersive 
experiences a real possibility

A growing virtual universe

With explorations and experiments come a growing 
assortment of applications to research, test, and refine

Seamless integration between physical and 
virtual channels

Meet users wherever they prefer while ensuring 
consistent, high-quality interactions

Connect and inspire

Offer new dimensions that inspire affinity and loyalty
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Join Teleperformance at the forefront of the metaverse movement

Explore the metaverse today to delight the customers of tomorrow with:

Omnichannel integration and customer support

• Ecosystem issues such as missing or malfunctioning products
• Virtual, metaverse account support
• Technical support
• Billing and refund queries
• Integrated omnichannel/digital support platforms
• Metaverse CX operating model, blueprint, and metrics

Metaverse engagement and customer management

• Know your customer and user identity management
• Real-time community member engagement
• Online events management

Technology, automation, and innovation

• Extended reality (XR) and mixed reality (MR) solutions
• Application development
• AI automation solutions
• Multi-language translation, AI-powered solutions for real-time 

conversations
• Knowledge base development

Digital trust, safety, moderation, and business integrity

• Real-time monitoring, reporting, and resolution
• Content moderation
• Fraud detection and prevention
• Data protection, cybersecurity, and policy management framework
• User identity authentication and protection
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Embracing the metaverse by creating groundbreaking events

First Global E-Sports Arena and Metaverse Center of Excellence

Brought together panels of game and e-sport experts and an 
international e-sports tournaments for some of the world’s top players 
and teams 

First For Fun Festival (FFF) 

Launched the annual FFF in with an NFT treasure hunt and musical 
guests DJ Harrison and Norah Jones

Metaverse Pride Parade and Recruitment

Celebrated “Beyond Labels” month-long virtual parade in Decentraland 
with “TP Shuttle” virtual recruitment

Teleperformance has been powering world-class customer experiences 
for some of the world's biggest brands for more than 40 years. In this 
new frontier, we are taking the lead in immersive CX delivery.

Partner with us as we explore the rich possibilities offered by virtual 
environments and help you better understand your customers’ 
preferences and needs.
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