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Impact of Automation on Frontline Staff —
All Respondents

Automation won't change frontline staffing needs || NRNRNRRRIIIEEEEEEEEEE .15
Automation will decrease agents, and it's going to happen soon (1-2 vears) || EGTczGIGNGNNEEEEEEEEEEEEEEEEEEEEEE -0
Automation will decrease agents, but it's going to take longer (3-5 vears) || ENEGTczcGEGEEEEEEEEEEEEEEEEEEE -

Automation will decrease agents, but it's going to be more than 5 years out || N NN NN 13.03%
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Impact of Automation on Frontline Staff —
By Perspectives and Size

Automation won't change frontline staffing needs

Perspectives
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Automation will decrease agents, and it's going to happen soon (1-2 years
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Automation will decrease agents, but it's going to be more than 5 years out
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Automation will decrease agents, and it's going to happen soon (1-2 years)
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52%
Automation will decrease agents, but it's going to be more than 5 years out
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Top 3 Technologies Impacting Contact
Centers of the Future — All Respondents

Bots (voice, chat, or text)

64.55%

Robotic Process Automation (agent assistance) 45.76%
Analytics NI 13.94%
Mobile Apps I 12.42%
Knowledge Base NN 52.12%
Authentication NN 26.97%
Workforce Management (WFM) I 16.36%
Routing NN 15.45%

Other (please specify) M 4.55%
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Top 3 Technologies Impacting Contact
Centers of the Future — By Perspectives

65%

Bots (voice, chat, or text) 629259/
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Authentication 35%

Workforce Management (WFM)

Routing

Other (please specify) 10%
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Top 3 Technologies Impacting Contact
Centers of the Future — By Size
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Key CC Goals Impacted by To

03
nondents

Technologies of the Future — All Res

Reduce call volumes _ 25.38%
Reduce handle time _ 22.02%
Increase revenue _ 7.03%
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Key CC Goals Impacted by Top 3 Technologies
of the Future — By Perspectives and Size

46%

= Perspectives
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Improve service
43%

Reduce call volumes 31%
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B 1000+
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Impact of Al in the Next 5 Years —
All Respondents

It will be transformative to contact centers _ 31.21%
itwill drive benefits, but not live up to the hype |, <6.97%
The impact will be minimal ||l 6.36%

Al will not impact contact centers in the next 5 years - 3.03%

Not familiar enough with Al to give an opinion _ 12.42%
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Impact of Al in the Next 5 Years —
By Perspectives and Size

Size

It will be transformative to contact centers

It will drive benefits, but not live up to the hype

Not familiar enough with Al to give an apinion

It will be transformative to contact centers 29%
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Which Apps Will Be Most Changed

by Advanced Al? — All Respondents

Bots (voice, chat, text)

Robotic Process Automation (agent assistance)

Knowledge Base NN -2

49.51%

.04%

Routing | 20.13%

Authentication [ INIIIIIENG 26.21%
Analytics NN 2 4.27%
Mobile Apps I 1:3.45%
Workforce Management (WFM) N 14.56%

Other (please specify) | 1.94%
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Which Apps Will Be Most Changed
by Advanced Al? — By Perspectives

Bots (voice, chat, text)
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Which Apps Will Be Most Changed
by Advanced Al? — By Size

Bots (voice, chat, text)

Robotic Process Automation (agent assistance)

Knowledge Base

m <25
Routing = 26-50
m 51-100
Authentication
0 101-250
W 251-500
Analytics
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Mobile Apps

Workforce Management (WFM)
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Where Will Changes Driven by Al be Most
Evident? — All Respondents

Improved customer service _ 48.54%
Reduced contact volumes _ 29.13%
Reduced handle time _ 21.36%
Increased sales I 0.97%
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Where Will Changes Driven by Al

be Most

Evident? — By Perspectives and Size

49%
Improved customer service
53%
Reduced contact volumes
42%
Reduced handle time 27%
I 1%
Increased sales B2
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What Impact Will Technology Have on
CCs of the Future? — All Respondents

Will improve frontline employees’ jobs 86.36%

Employees
13.64% Will not improve frontline employees’ jobs

77.88%

Will create better personalization and make service easier for customers

M Positive Impact
22.12% Will reduce personal contact and make service harder for customers u Negative /Neutral Impact

Customers

Will improve bottom line and deliver better service to customers 71.52%
Company

28.48% 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?

Perspectives

86%

I think advances in technology will improve frontline employees’ 86%

jobs 29%
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I do not think advances in technology will improve frontline
employees' jobs
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Customers: What Impact Will Future
Technology Have on Customers?

Perspectives

78%

I think technology will create better personalization and make service 81%

easier for customers 81%

B ALL RESPONDENTS
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= INDUSTRY EXPERTS

| think we will reduce personal contact and make service harder for
customers

35%
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Company: What Impact Will Future
Technology Have on Companies?

Perspectives

72%

| think technology will improve the bottom line and deliver better 75%

service to customers 73%
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I think we will spend money on technology that doesn't deliver the
results we expect

37%
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Thanks for Exploring the Future of the CC!

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@strateqgiccontact.com

Connect with Lori on LinkedlIn
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Demographics - Role

Contact Center Leadership (e.g., Manager, Director, VP)

Industry Consultant

Corporate Executive

Vendor/VAR

Corporate IT/Telecom

Contact Center Operations Support Manager or Analyst (e.g.,

I, 47.88%
I 12.42%

The “Perspectives” breakout combines
BN 11.21% | these roles into three categories:

Corporate (“Corporate”) — Corporate

B oo Executives, Corporate IT/Telecom
CC Professionals (“CC Pros”) — Contact
B o6 Center Leadership (e.g., Managers,

Directors, VPs) and Contact Center
Frontline Staff (e.g., Supervisor, Team

Reporting/Analytics, WEM, QM) 576 Lead, Agent), and Contact Center
Operations Support Managers or
Contact Center Frontline Staff (e.g., Supervisor, Team Lead, Agent) - 4.85% Analysts (e.g., Reporting/Analytics,
WFM, QM)
Industry Experts (“Experts”) — Industry
Oth | i .649
er (please specify) [Hll 3.64% Consultants, Industry Analysts, and
Vendors/Value Added Resellers (VARS)
Industry Analyst ] 1.52% | ! ' !
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Demographics - Number of Full-time
Equivalent (FTE) Agents

m | essthan 25
m 26-50

= 51-100

= 101-250

m 251-500

= 501-1000

= 1000+
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Demographics - Industry

Financial Services 38.93%
Healthcare GGG 12.60%
Consumer Products/Retail I 10.69%
BPO/Outsourcing I 7.63%
Insurance I 1.96%
Education/Nonprofits/Associations I 4.96%
Government I 3.82%
Software/B2B Software I 3.05%
Other (please specify) 1l 2.67%
Professional Services (including consulting) R 2.67%
Telecommunications/Wireless/Cable/Internet Ml 2.29%
Utilities Ml 1.91%
Manufacturing mHE 1.53%
Hospitality/Travel mE 1.53%
Transportation MW 0.76%
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