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Importance of drivers for change to contact centre strategy
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Most important factor on which your organisation competes, by revenue

Customer experience

Price

Quality of product / service
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What are the main aims of your CX improvement programme?
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Investment in CX improvements, by revenue

New technology Employee training Business process improvement External consultancy Other
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Board level support/executive commitment for CX

Building customer-centric culture

Available resources / budget

Organisational readiness for change

Amount of time available for CX improvement

Number of dedicated CX employees

CX technology

How well does your organisation currently support your CX programmes?

Excellent Good Fair Average Poor
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How well does your organisation currently support your CX programmes? 
(CX technology) – by contact centre size
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To what extent is legacy technology holding back customer experience? 
(by contact centre size)

No problem

Minor problem

Major problem
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To what extent is the lack of a single view of the customer across 
channels holding back customer experience? (by contact centre size)
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Major problem
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To what extent is the lack of sufficient IT resources or budget holding back 
customer experience? (by contact centre size)

No problem

Minor problem

Major problem
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CX metric upon which the Board / senior management most judge the 
success of the CX programme
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Executive commitment to CX

Analytics of customer interactions

Customer journey analytics

AI-driven self-service & automation

Personalisation of customer experience

Voice of the Customer initiatives

Predictive/proactive customer service

Omnichannel/connected journeys

Importance of CX developments in the next 2 years

Critically important Important Of limited importance Unimportant
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