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Is Customer Service Improving?
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Customer service today has improved a lot compared with 12 months ago

Customer service today has improved somewhat compared with 12 months ago

Customer service today is about the same compared with 12 months ago

Customer service today is somewhat worse compared with 12 months ago

Customer service today is a lot worse compared with 12 months ago

Don't know/rather not say
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Speed to answer and call abandonment (ContactBabel)



AHT 2004-23 (ContactBabel)



Our world changed a lot, quickly

Customer needs 
and expectations 

escalating

Demand growth



But…



NPS and FCR Improving
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Let’s be clear…



Customer 
service

Contact centre 
experience



Is customer service getting better or worse? By sector

16% 20% 20% 18% 23% 25% 22% 20%

Getting better Getting worse

Gov’t Utilities Train/bus Insurers Banks Retail Mobile/ 
b’band

Airlines

41%
32% 28% 24% 24% 25% 23%

15%

-25 net -12 net -9 net -6 net -1 net 0 net 0 net +5 net



The Category Effect

Demand complexity Relationship with 
category

Media coverage



Do customer-service advisors make an effort to help customers?

34% 39% 43% 40% 40% 46% 52% 54%

Make effort Do not make effort

32% 23% 25% 24% 16% 21% 18% 17%

+1 net +16 net +18 net +18 net +24 net +25 net +34 net +37 net

Gov’t Train/
bus

Utilities Insurers Airlines Mobile/ 
b’band

Banks Retail



‘Customer Service’ versus ‘Customer Service Advisors’
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We need to win back hearts 
and minds



The World has Changed

Technology and 
social media

Instant 
Economy



Give customers their 
time back



Thank you!
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