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Call recording

Management information systems

IP telephony infrastructure

Touchtone / DTMF IVR

Workforce management systems

Social media customer service

Mobile customer service app / website

Email management software

Web chat

SMS / messaging

Robotic Process Automation (RPA)

Interaction analytics

Automated outbound dialler

AI / machine learning

Automated speech recognition

Gamification

Video agents

Technology penetration and implementation plans

Use now, no plans to replace/upgrade Use now, looking to replace/upgrade

Will implement within 12 months Will implement after 12 months

No plans to implement
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AI will be used to replace
agents

AI will be used to support
agents

AI will be unimportant to our
contact centre

Views on the role of artificial intelligence in the contact centre

Strongly disagree

Disagree

Neutral

Agree

Strongly agree
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Technology platform does not support single customer view

Business processes are siloed and separate

Insufficient budget to carry out required changes

Lack of strategy and vision about omnichannel

Agents lack skills and capabilities to handle multiple channels

No single decision-maker with power to deliver full solution

Top 3 barriers to omnichannel

1st 2nd 3rd
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Checking the quality of customer interactions

Identifying business process failures

Identifying dissatisfied customers

Assisting with customer journey analytics

Identifying opportunities for self-service

Usefulness of analytics for improving CX

Very useful Somewhat useful A little useful Not useful DO NOT USE ANALYTICS FOR THIS
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IVR/speech
recognition

Call routing
functionality

Call
recording

Automated
outbound

dialling

CRM/agent
desktop

Workforce
management

Speech
analytics

Planned and future cloud-based functionality

No plans for cloud

Cloud-based within 2 years

Cloud-based now
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Cheaper cost of ownership More powerful / extended
functionality

Easier to make changes to the system

Have cloud-based solutions made any difference to your contact centre?

Strongly Disagree

Disagree

Neutral

Agree

Strongly Agree
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Less than £1m

£1-10m

£10-100m

£100m - £1bn

More than £1bn

Not commercial organisation

Average

Investment in CX improvements, by revenue

New technology Employee training Business process improvement External consultancy Other
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