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They really care about me

They are really knowledgeable
about me & my issue

They are really knowledgeable
about company policies

They are knowledgeable about
the product

Which describe most customer service 
agents with whom you interact?
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Agents have to access multiple
systems when supporting customers

Agents spend too much time on rote
tasks

Agents rarely "recognize" customers as
they escalate

Self-service tools rarely solve problems

Difficult knowledgeb ase

% of Respondents
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Agent productivity rate

Proactive issue resolution

Customer effort score

Knowledge base accuracy

Routing accuracy

% of Respondents

Which will be important when evaluating your contact center?
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Improving offerings in digital

Improving knowledge base

Customer journey mapping

Coaching agents on "connections"

Improving agent desktop experience

Which are top CX priorities for 2019?

% of Respondents
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Which of the following are signs of a great customer serviceexperience?
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