ways high-performers win
on customer experience

Today, all eyes are on the customer experience.
It defines which companies are struggling and
which are thriving. Here’s what high-performing
service teams around the world are doing.

In 2016, :I_LI' / O of customer service

teams rated their overall performance as
excellent - they’re our high-performers.

1. Uae Tech To anticipale cuslomen needa. v

By 2020, customers expect companies will be able to solve their issues
before they’re even aware of a problem.

B2B customers

High-performing service teams are on-board. They're

Customers expect companies to react to them in real-time.

B2B customers

High-performing teams are

2.9x more likely

to excel at promptly solving customer needs
on the first touch.

Tools and technology are a key enabler to
effectively and quickly solving customer issues.

8 60/ of high-performers are
@, empowered with access.

B2C customers

B2B customers
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\/ 79 / O of service professionals agree that a shared,

single view of the customer empowers teams to provide
consistency and continuity in every customer interaction.

4. Gain a aingle customen view

In Australia and New Zealand

83 O/ say a single customer view
O IS critical to success.

850 / of top service teams have a shared,
O single view of the customer,

3 . 5X more than under-performers.
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