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Complex challenges

1. Kate Leggett, The Mandate For Intelligent Customer Service, a commissioned 

study conducted by Forrester Consulting on behalf of Microsoft, December 2015

2. Aberdeen: Empowered Customers Demand a Seamless Experience

3. Dimension Data: 2017 Global Customer Experience Benchmarking Report

channels used during the course of a 
single service inquiry 12.7

of consumers who expect consistency 
and continuity across channels 290%

of contact centers are omni-
channel capable 38.4%

of service orgs that can solve an 
inquiry using a single application 14%
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How important is customer service in 

choice of or loyalty to a brand?

Very or Somewhat Important Not Important

Your new best friend

2017 Global State of Global Customer Service Report, Microsoft



What’s top of mind for 
service leaders

Earn loyalty

Empower agents

Stay agile



of consumers expect consistency 

and continuity across channels90%

Offer a unified service experience across self-

service and assisted service channels.

Understand customer history, preferences 

and voice of the customer to personalize 

every interaction.

Leverage insights and resources to create 

individualized and consistent experiences 

across channels.

Aberdeen: Empowered Customers Demand a Seamless Experience



of consumers use web or mobile 

self-service to find answers84%

Enhanced knowledge management with product 

filtering and content access levels.

Deepen customer relationships and loyalty with 

conversations between employees, customers 

and experts.

Reduce support costs by enabling case 

deflection, exposing knowledge articles and 

forum content in search.

Kate Leggett, Trends 2016: The Future Of Customer Service, Forrester, January 2016



90%
expect brands to provide a place 

to solve issues on their own

2017 Global State of Global Customer Service Report, Microsoft



IoT
will increase the ability of providers 

to provide improved, personalized 

self-service

2017 Dimension Data Global Contact Center Benchmarking Report



of service organizations can solve an 

inquiry using a single application4%
Kate Leggett, The Mandate For Intelligent Customer Service, a commissioned study 

conducted by Forrester Consulting on behalf of Microsoft, December 2015





Microsoft – Global State of Customer Service, 2016.



Altimeter Group – 2015 State of Social Business.



have a more favorable view of 

brands that offer proactive 

customer service notifications68%
2017 Global State of Global Customer Service Report, Microsoft
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