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The Digital Dilemma
For companies seeking to improve customer engagement, our research
finds that the top two priorities are to improve customer service and
contact center performance. This is notably the case for companies with
large customer bases – in financial services and telecommunications,
for example. But the changing nature of consumers’ expectations, particularly the increasing number of digital communication channels they
use, makes doing so challenging.
Ventana Research has done extensive research into the design, structure
and operations of contact centers, the work of agents and the general
area of customer engagement. This e-book is based on that research.
It is intended to help organizations understand the challenges of multichannel engagement and the value of employee desktop systems.
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Managing Multiple

Channels

companies today
support an average of 8 communication
channels with customers and may need to support
Our research shows that

up to 17. Many of these are digital – chat, customer
portals, mobile apps, social media, text messages, video
calls and voice-activated virtual agents.
This adds to the complexity of the desktop systems that
employees handling interactions have to use because it increases
the number of operational systems – communication channels,
business systems and analytics tools – they must access.

akeaway: Coping with multiple systems,
processes and paper trails adds complexity
to customer service tasks.
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Agents Miss Performance
only 17 percent
of agents always meet call-handling targets.
Our benchmark research finds that

Our research finds numerous reasons for this:
• Customer requests are complex (55%)
• Agents have to access multiple systems (37%)
• Agents do not follow best practices (26%)
• Agents have difficulty accessing customer
		 information (15%).

akeaway: The complexity of handling customer
interactions impacts agent performance.
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Targets

Accessing Multiple

Systems

When handling interactions, the vast majority (82%) of employees must access
not only communication systems but multiple business systems – for example, CRM,
ERP, analytic tools and knowledge management systems. Almost one-quarter
		

(22%) reported that they sometimes have to access six or more systems.

			
			
			
			
			
			

Accessing multiple systems when handling interactions causes issues:
• Increases average handling times 65%

• Degrades the customer experience 49%
• Results in data entry errors 39%

• Reduces first-contact-resolution rates 33%
• Reduces agent satisfaction 31%.

As a result, only about one-third (35%) are fully satisfied
			

with their job.

akeaway: Accessing multiple systems impacts agent motivation and the customer experience.
5

Agents Need Advanced

Desktops

To meet the demands of handling today’s complex interactions,
employees require desktop systems that:
• Allow them to easily share information and collaborate
		 to resolve customer interactions.
• Provide a single

view of all customer information, including

		 previous interactions, to help resolve issues.
• Allow access to dashboards, charts and analyses of average
handling times, hold times and quality scores so employees
		 can see how well they are meeting operational targets.
• Provide an easy-to-use, intuitive user interface to access
		 information, analysis and systems.
• Provide guidance in real

time.

akeaway: Advanced employee desktop systems improve
the handling of complex multichannel interactions.
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Use of Advanced

Desktops

Our research shows that the traditional image of the contact center as the unique customer contact
point doesn’t reflect current reality: The handling of customer interactions today involves employees
in most business groups – marketing, sales, customer service, contact center, finance and even HR.
This dispersal of customer contact responsibilities
has led to wider use of advanced employee desktop
systems, most frequently by:
• Agents in the contact center 75%

• Agents and employees working from home 53%

• Knowledge workers in other business groups 45%

• Mobile workers 38%.

Companies in the Finance, Insurance and Real Estate
industry sector use advanced employee desktop systems
most often, both in the contact center and for knowledge
workers dispersed across the organization.
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akeaway: Advanced employee desktop
systems are used across the enterprise.
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Benefits of Advanced Desktop Systems
More than one-quarter of companies have deployed these
systems in their contact centers (28%) and in other business
groups (24%).

Companies that have deployed these systems identify
these as the chief benefits:
• More employees can handle more types of interactions 57%

• Collaboration between business groups has improved 49%
• Average handling times have been reduced 48%

• Interaction-handling processes are improved  48%
• Agent quality scores have improved 46%.

The same research also finds that more than one-third

(36%) of companies that have deployed such desktop

akeaway: Advanced desktop

systems have seen improvement in customer satisfaction

systems empower employees

and net promoter scores.

to improve customer engagement.
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Desktop Data Can Drive Improvements
Fewer than three-quarters (70%) of companies collect
data on how agents use their current desktop.
Among those that do, nearly half

(48%) use desktop

analytics to identify:
• Best practices for handling interactions (58%)
• Where the interaction handling process needs
		 improvement (53%)
• Focused training for employees (50%)
• Best performing agents (50%)
• Root causes of interactions (49%).
Advanced employee desktop systems allow companies
to collect every click or choice made by a user and provide
analytics that enable them to identify process, training
and product or service improvements.
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akeaway: More companies should
use desktop analytics to help improve
handling interactions.

Invest in Customer Engagement
Consumers today use more and more digital channels of interaction to engage with
companies. At the same time, fueled by the ease of shifting from one company to a
competitor, customer expectations continue to rise: They want easy access, personalized interactions, resolution of problems on the first contact and consistency of
responses to their inquiries. In this climate, effective customer service requires easier
access to systems and information and guidance on the best next steps.

Ventana Research believes that to meet this challenge companies should invest
in advanced employee desktop systems. Those that do can expect an increase in
agent and customer satisfaction – as well as the performance of their business.
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The benchmark research reports Next-Generation Customer Engagement
and Next-Generation Customer Analytics can be purchased from Ventana
Research at www.ventanaresearch.com.
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