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Your question/issue is solved first-time

Short queue/wait time for response

UK-based employees

Polite and friendly employees

Issue handled by one employee

Choice of channels

Long opening hours

Short call/web chat times

What’s most important to you when contacting an organisation? 
(top 3 choices, by age range)

16-24 25-34 35-44 45-54 55-64 65+
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16-24 25-34 35-44 45-54 55-64 65+ Average

Preferred method for contacting a company (high emotion interaction), 
by age range

No preference

Social media

Web chat

Email

Visit the store/office/branch, etc

Ring the call centre

Website self-service/mobile app
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Preferred method for contacting a company 
(high urgency interaction), by age range

No preference

Social media

Web chat

Email

Visit the store/office/branch, etc

Ring the call centre

Website self-service/mobile app
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Preferred method for contacting a company 
(high complexity interaction), by age range

No preference

Social media

Web chat

Email

Visit the store/office/branch, etc

Ring the call centre

Website self-service/mobile app
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The queue time is too long

There are too many options on the phone menu

I'm only calling because I could not solve my issue online

The agent can't help and passes me onto someone else

I have to call multiple times as it was not resolved

I can't hear clearly and/or I have to repeat myself

I'm asked too many security questions

Customer issues – an overview

Very often Fairly often Infrequently Never
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Customer Issue: "The queue time is too long" (by age range)

Never

Infrequently

Fairly often

Very often
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Historical average speed to answer & call abandonment rate, 2004 - 2023

Average speed to answer Call abandonment rate
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https://www.researchgate.net/publication/240284152_Self-Esteem_and_Socioeconomic_Status_A_Meta-Analytic_Review#:~:text=Higher%20SES%20individuals%20report%20higher,over%20the%20age%20of%2060
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Retailer

Internet / TV provider

Telephone

Utilities

Bank / credit card provider

Insurance

Transport company

In the past year, have you left any of these types of company, or 
decided not to use them because of poor customer experience?
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https://www.gov.uk/government/publications/consumer-vulnerability-challenges-and-potential-solutions/consumer-vulnerability-challenges-and-potential-solutions
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https://www.eprg.group.cam.ac.uk/wp-content/uploads/2015/09/1515-PDF.pdf
https://cxm.co.uk/disloyal-brands-failing-to-attract-younger-customers-to-loyalty-schemes/
https://martech.org/51-of-consumers-would-leave-a-brand-if-digital-experience-isnt-as-good-as-in-person/#:~:text=Younger%20consumers%20are%20less%20loyal,according%20to%20the%20PwC%20findings
https://martech.org/51-of-consumers-would-leave-a-brand-if-digital-experience-isnt-as-good-as-in-person/#:~:text=Younger%20consumers%20are%20less%20loyal,according%20to%20the%20PwC%20findings
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