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The Future of the Contact Center

2019 Survey Results Supplement

Thank you to all the 

Survey Participants!
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Impact of Automation on Frontline Staff –

All Respondents
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Impact of Automation on Frontline Staff –

By Perspectives and Size

Size

Perspectives
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Top 3 Technologies Impacting Contact 

Centers of the Future – All Respondents
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Top 3 Technologies Impacting Contact 

Centers of the Future – By Perspectives
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Top 3 Technologies Impacting Contact 

Centers of the Future – By Size
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Key CC Goals Impacted by Top 3 

Technologies of the Future – All Respondents
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Key CC Goals Impacted by Top 3 Technologies 

of the Future – By Perspectives and Size

Size

Perspectives

8



Copyright © 2019, Strategic Contact, Inc. All rights reserved. | www.strategiccontact.com

Impact of AI in the Next 5 Years –

All Respondents
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Impact of AI in the Next 5 Years –

By Perspectives and Size

Size

Perspectives
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Which Apps Will Be Most Changed 

by Advanced AI? – All Respondents
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Which Apps Will Be Most Changed 

by Advanced AI? – By Perspectives
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Which Apps Will Be Most Changed 

by Advanced AI? – By Size
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Where Will Changes Driven by AI be Most 

Evident? – All Respondents
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Where Will Changes Driven by AI be Most 

Evident? – By Perspectives and Size

Size

Perspectives
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What Impact Will Technology Have on 

CCs of the Future? – All Respondents
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Will improve frontline employees’ jobs

Will create better personalization and make service easier for customers

Will improve bottom line and deliver better service to customers

Will not improve frontline employees’ jobs

Will reduce personal contact and make service harder for customers

Will spend money on technology that doesn’t deliver expected results
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Employees: What Impact Will Future 

Technology Have on Frontline CC Agents?

Size

Perspectives
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Customers: What Impact Will Future 

Technology Have on Customers?

Size

Perspectives
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Company: What Impact Will Future 

Technology Have on Companies?

Size

Perspectives
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Thanks for Exploring the Future of the CC!
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Get the article that interprets the results here: 

www.strategiccontact.com/survey/contact-center-technology-future/

If you have questions about this information – please call or email!

Strategic Contact provides independent consulting to help companies 

optimize their technology and associated changes

Visit our website to find more articles, white papers, and survey results

www.strategiccontact.com

866.791.8560

Lori Bocklund

503.579.8560

lori@strategiccontact.com

Connect with Lori on LinkedIn

http://www.strategiccontact.com/survey/CCfuture/
https://www.strategiccontact.com/
mailto:lori@strategiccontact.com
https://www.linkedin.com/in/lori-bocklund-9947a85/


Strategic Contact | 9510 SW 151st Avenue Beaverton, OR 97007 | phone 503.579.8560  toll free 866.791.8560 | www.strategiccontact.com

Appendix: Participant Demographics
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Demographics - Role
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The “Perspectives” breakout combines 

these roles into three categories:

Corporate (“Corporate”) – Corporate 

Executives, Corporate IT/Telecom

CC Professionals (“CC Pros”) – Contact 

Center Leadership (e.g., Managers, 

Directors, VPs) and Contact Center 

Frontline Staff (e.g., Supervisor, Team 

Lead, Agent), and Contact Center 

Operations Support Managers or 

Analysts (e.g., Reporting/Analytics, 

WFM, QM)

Industry Experts (“Experts”) – Industry 

Consultants, Industry Analysts, and 

Vendors/Value Added Resellers (VARs)
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Demographics - Number of Full-time 

Equivalent (FTE) Agents
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Demographics - Industry

24


