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The state of

Customer Service In 2020

A pillar for a thriving business; a core function responsible for driving profitability
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Everyone today says customer
service IS important

Customer service drives loyalty
& earns more business
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82% of people have
stopped doing business

eeee | with atleast1company or
scrapped a planned purchase
based on poor customer service

Customer service is now on

. ... and 32% of customers
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S very important, only 3% say its muitipie times
determlnlng Where people only somewhat or not important.
spend their money and
assign their loyalty. ' ~
@ Yes, it's fundamental to earning my loyalty and While com pal"IEES have been making an 25% of people say
business (78%) effort to provide better service, your customers | it has actually
- - : don’t it getting any easier (yet) gonemuorse
@ Companies should offer great service, but it's onisecitg g any yeu).

not required (21%)

No, customer service does not matter (1%) ff‘ﬁ ‘ ‘ ,
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?2%_531.: customer 45% of people say
service has it is frustrating
not improved or slow

Expectations for customer And those higher expectations e Friendliness and speed are the
support are on the rise. are not being met. most important service attributes.
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Methodology: Netomi conducted an online survey of 778 U.S. consumers 18 years and older in May 2019 Net0m| com | |nf0 Netoml com ﬂ e to m |




