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To boost customer satisfaction, agencies need to focus on the key drivers of the experience.

DRIVERS OF GOVERNMENT CONTACT CENTER SATISFACTION
AGENT EFFECTIVENESS AND EMPOWERMENT

CUSTOMERS WITH FIRST SIX DRIVERS OF AN EFFECTIVE CONTACT CENTER EXPERIENCE
CONTACT RESOLUTION ARE 2018 2019
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EFFECTIVE AND EMPOWERED AGENTS LEAD TO A GREAT EXPERIENCE

HIGHER GCCSI
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CUSTOMERS DON'T WANT TO SELF SERVE WITH AN IVR
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OPTIMIZING THE CUSTOMER SERVICE JOURNEY
CX ACROSS THE TOUCHPOINTS
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Tried to resolve their
issue before contacting
customer service
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The agency website and contact center
work together to support the whole
customer service journey. Each agency
should measure its unique customer

Phone calls remain the
dominant method for
contacting customer service

service journey to understand how to
improve the customer experience across
all touchpoints.

Source: CFl Group Government Contact
Center Satisfaction Index (GCCSI) As founding partner of the American Customer Satisfaction Index (ACSI), CFl Group provides

customer insights using patented technology and over 30 years of expertise.
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