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CONTACT CENTER SATISFACTION INDEX (CCSlI)

CUSTOMER SATISFACTION WITH THE CONTACT CENTER EXPERIENCE IS DOWN
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CONTACT CENTERS MUST IMPROVE THE CUSTOMER EXPERIENCE

SIX DRIVERS OF AN EFFECTIVE CONTACT CENTER EXPERIENCE
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To improve customer satisfaction with

82 v2% 80 db AGENT DEMEANOR the contact center experience and
resulting customer actions, contact center

managers must prioritize operational
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DATA MODELING SHOWS HOW SATISFACTION DRIVERS IMPACT CUSTOMER ACTIONS
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THREE AREAS FOR IMPROVING THE CUSTOMER SERVICE JOURNEY

1 EMPOWERING AGENTS TO SOLVE CUSTOMER PROBLEMS

270/ THOSE WHO SPEAK DIRECTLY WITH A LIVE AGENT ARE
+ O MORE SATISFIED THAN THOSE WHO FIRST REACH AN IVR

TOP 3 CUSTOMER HIGHER CCSI
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When issue is resolved
by one agent instead of
three or more

When issue is resolved
on first call instead of
four or more

When issue is resolved
within 5 minutes instead
of 30 or more

440/ REACH A VERSION OF IVR WHEN
O THEY CALL CUSTOMER SERVICE
CUSTOMERS DON'T WANT TO SELF SERVE WHEN CALLING

CCSI OF CUSTOMERS WHO
CALL CUSTOMER SERVICE

CCSI OF CALLERS WHO REACH AN IVR SYSTEM
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CUSTOMERS WHO CANNOT SELF SERVE GET FRUSTRATED WITH IVR

Method tried before CUSTOMER LOYALTY LIKELIHOOD TO
contacting customer service SATISFACTION RECOMMEND
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CONTACTING CUSTOMER SERVICE USE A MOBILE DEVICE

ONLINE CHAT USERS ARE
MANY CUSTOMERS TRY TO SELF SERVE
MORE SATISFIED THAN AVERAGE ON A WEBSITE USING A MOBILE DEVICE
Customer Experience Scores

48% OF THOSE WHO TRY THE COMPANY WEBSITE BEFORE

o) Tried company mobile website, mobile app,
64 /0 or other mobile website prior to contacting
customer service
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Contact Center Satisfaction Index As founding partner of the American Customer Satisfaction Index (ACSI), CFl Group provides [PYSPRA
customer insights using patented technology and over 30 years of expertise.
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