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Customer Experience Enables Sustainable and Resilient 
Business Models

The “experience economy” is upon us. In supply, over 80% of vendor executives 
recognise CX as a priority business agenda item and key competitive differentiator.   
In demand, over 80% of consumers will pay for a better experience, are more 
satisfied, loyal and likely to recommend. 

Over 70% of executives recognise CX as their most important strategic performance 
measure. Declining brands put their own internal interests first. CX prioritisation 
will continue, but faster and more aggressively as customer expectations rise and 
global competitive pressures build. 

Enterprises need customer-centricity and empathy at scale for greater agility 
and innovation at the customer point of need. The key priority is for customer service 
operations to ensure customer retention. 

Customer service has been the “Cinderella Department” — under-funded and under-
automated, relying on historic processes and practices. Customer service needs to 
be the enterprise hub for CX. The first key business imperative is to holistically blend 
customer service with contact centre operations. 

This document provides data-driven insights and practical advice on how to transform 
customer service and the contact centre operations into sources of customer value. 
This is especially relevant given the current highly challenging global economic 
environment which is forcing companies to refocus and reimagine their service 
strategies. We hope you find it an enjoyable, useful and valuable read.

Source: IDC EMEA CX Survey 2018
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CRM Needs to Become More Customer-Centric

Source: European CX Survey 2018 (n = 300); IDC IT Buyer Experience Survey 2019 (n = 350)

Customer relationship management (CRM) 
applications have proved very successful for managing 
internal resources and customer interactions. Now they 
need to be refocused on also delivering excellent CX. 

CRM customers need to unify their CRM data and digital 
tools for a single, complete 360-degree customer view. 
Contextually relevant personalised communications 
significantly enhance customer experiences, and make 
customers feel truly cared for. 

The customer acquisition departments of marketing, 
advertising, sales and ecommerce typically share 
customer data. Customer service and the contact centre, 
with a customer retention focus, are less privy to this 
data. 

Customer service and the contact centre need to 
first blend their own operations and then bridge the 
divide with the four more traditional CRM domains.

Cross-department collaboration is required to 
orchestrate holistic and emotionally intelligent customer 
engagement. Customer intimacy and operational 
excellence that delivers lifetime customer loyalty and 
advocacy is achieved only by all CRM domains working 
together as a single team.
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Only 19% of European enterprises 
have access to a complete “single 
customer data view” that spans all 
marketing/sales/service encounters.

89% of enterprise buyers say 
personalised communication makes 
them feel that vendors care about them.

Only a quarter of European customer 
service departments have complete 
access to marketing’s prospect and 
customer data records, and only 
20% have complete integration with 
marketing’s digital tools.CX
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Customer Service Must Blend with Contact Centre Operations

The contact centre is the customer gateway into customer service operations. Whereas the contact centre is telecommunications and technology centric, 
customer service is a mix of software, physical assets and processes. Combined contact centre and customer service data is the richest source of enterprise 
customer insights, but synergies between contact centres and customer services are often not exploited. Conventional telephony add-ons are not delivering 
transformative service experiences.

Value gained: Blended customer service and contact centres 
enable better workforce collaboration, 
operational efficiencies and synergies.

CRM software combined with telephony delivers better user experiences 
and CX using unified agent desktops powered by advanced software 
capabilities to provide real-time views of customers’ requirements.
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Driving Forces for “Next-Gen” Customer Service Adoption

Source: IDC CEO Priorities Survey, February 2020 (n = 102); IDC IT Buyer Experience Survey 2019 (n = 350); IDC EMEA COVID-19 Impact Survey, June 2020 (n = 280)

Every business needs to transform. Customer retention is key to business survival.

Proof points: 97% of European CEOs see digital 
transformation as an important 
business priority. 

A third of consumers will desert their 
suppliers after only one substandard 
service experience. 

Customer service is now the second-most-
important buyer criteria (after product reliability) 
for European enterprises. 
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Social

Technology

Environmental

Regulated industries must deliver higher 
service levels and transparency. GDPR 
requires data privacy for all industries. 

With Salesforce, we can 
adapt our processes and 
empower our people 
to respond quickly 
to changing market 
conditions. It enables us 
to be available for our 
customers when they need 
us most.

COVID-related revenue falls and job losses and 
a looming recession require cost efficiencies 
and greater ROI in service operations.

Michael Lambert
Analytics Manager, 
Aegon UK

The new normal demands higher levels 
of digital customer service excellence and 
customer trust.

Chatbots/AI will blend with new speech 
recognition, NLP and sentiment analysis 
tech to transform service experiences.

ESG/green policies, amplified by 
COVID, need emissions reductions via 
digital services. 
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Delivering Superior Customer Emotional Experiences

Contacting a contact centre can be hard work. Customers anticipate long call waits, inaccurate routing and a lack of problem resolution. Customers have a 
problem that needs fixing and affects them emotionally. Delivering accurate, timely corrective actions through responsible, knowledgeable, empathetic service 
agents creates a valuable supplier-customer emotional bond based on exceptional service.

Help me 
anywhere, 

anytime

Make me 
relevant 

offers

Know my 
history of 

engagement

Document the 
resolution or 

progress

Give me 
immediate 

support

Know who 
I am and 

protect my 
identity

Satisfaction

Effortless experience

Elation

Brand loyalty

Brand confidence

Trust

Relationship

Advocacy

Good purchase

Value for money

Problem mastery

Feels supported

We’ve ripped up the customer service rule book. We 
don’t want to just give people a refund when there’s a 
problem; we want to give them a genuine response and 
a personalised experience that they will remember.
Claire Carroll
Head of Sales and Service
Coop
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Delivering Superior Customer Service Agent Experiences

Customer service agents enact a series of workflows or customer journeys during their working day. The success of these journeys affects their health, mental 
welfare and sense of belonging, but most importantly the energy and enthusiasm with which they engage with customers. Customer satisfaction and loyalty 
directly correlates with the quality of agent engagement and care. 
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Employee satisfaction
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Pride

Performance
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We’ve turned the concept of a contact centre on its 
head; our advisors don’t just answer queries — they spot 
opportunities, they share insights, they build relationships. 
They have become the listening post for the business.
Claire Carroll
Head of Sales and Service
Coop
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Delivering Superior Supervisor Management Experiences

Supervisors ensure the positive health of individual agents and the group. While honing collective and individual skills, supervisors need to introduce variety 
and innovation to ensure continued motivation and commitment. Supervisors need to control costs and maximise first-call resolutions while enabling 
excellent employee experiences and morale, teamwork and collaboration for superior CX. 

Coaching 
and training 

Performance 
analysis and 

reporting

Visibility into 
customer 
journeys 

Continuous 
improvement

Cost 
management

Sustained high performance

Onboarding time reductions

Voice of customer (VoC) insights

Rising customer satisfaction and NPS

Customer retention

Low agent attrition

Good teamwork/morale

Quality culture

Control costs

Centre of excellence

Opportunities for 
advancement

Over the past 12 months, we’ve consistently ranked 
highly from a morale, happiness and customer 
experience perspective, and we attribute that to 
working with Salesforce.
Gareth Hobson
Head of B2B Customer Experience Operations, 
Samsung Electronics UK & Ireland
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Digital Monitoring from a Single Screen Is Critical for Call Centre 
Supervisors, Especially in the New Normal

Managers and supervisors must be equipped with integrated dashboards to effectively monitor call centre traffic and activity, develop training and feedback 
sessions, and stage real-time call support and interventions. With remote working as part of the post-COVID era, it’s critical the dashboard be user friendly on 
notebook and smartphone screens. 

Source: IDC EMEA COVID-19 Impact Survey Europe, Wave 5: May 18–25, 2020 (n = 504); IDC EMEA Future of Work 2020, March 2020 (n = 250); IDC European IT Buyer Sentiment Survey, Wave 4, May 11–15, 2020 (n = 736)

Regardless of the problem, the 
customer or the complexity, an 
agent can simply look at one screen 
and find all the information they 
need in one place. Whether it’s 
customer preferences — some want 
to repair devices rather than replace 
— contract details or knowledge 
articles, the platform makes the 
process fast and efficient. 

Gary Skeels
Head of B2B Customer 
Experience, Development, 
Samsung Electronics UK & Ireland

CALL CENTRES

AGENTS

CALLS

58% of European firms are 
expanding work-from-home

37% say training does not 
keep up with technology

39% of European firms say they will use technology 
to increase employee engagement

45% of European firms struggle with 
employee resistance to change

Real-time dashboards 
for omni-channel activity 
monitoring and analysis 

Continuous agent assessment, 
coaching and training tools 
enabling integration with 
regular work

Real-time call analysis and 
whispering tools increase agent 
engagement and sense of being 
supported
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Artificial Intelligence (AI) Modules Power Unified Agent Consoles to 
Improve Agent Engagements with Customers
AI is already in wide use for customer engagement. The recommendations we get on retail and streaming sites are often AI-driven. Banks use AI to personalise 
experiences on web portals and mobile apps. AI-driven chatbots can help customers quickly resolve basic issues. In contact centres, AI can supply agents with 
a caller’s mood, personalised prompts for small-talk and upsell suggestions, enabling emotional connections and faster call resolution. And AI can be easy, as 
integrated systems increasingly come with embedded and modular options.

Source: IDC Semiannual Software Tracker, 2020; IDC Western Europe AI Survey, 2019 (n = 604); IDC Worldwide Artificial Intelligence Spending Guide, 2019H1

Currently our first contact resolution stands 
at 98%: nearly every single issue is resolved 
the first time a customer gets in touch. We 
tell our agents to take as much time as 
necessary. If it results in a customer feeling 
they’ve had a fantastic experience, we’ll take 
that every time. 
Gareth Hobson
Head of B2B Customer Experience Operations, 
Samsung Electronics UK & Ireland 

Leading electronics 
organisation has a 98% 
first contact resolution

Enterprises are turning to AI 
to enrich customer service

Large AI and contact centre 
investments all around

€7.7 billion on   
AI platforms
(forecast European spend from 
2020 through 2024) 

AI and customers: 50%
of European enterprises have 
deployed or plan to deploy 
recommendation engines, chatbots 
and/or intelligent process automation 
— tools that contact centre agents 
can use to enhance engagements.

High growth: +32% 
Average annual spending growth 
forecast for Europe for customer-
focused AI solutions and tools from 
2019 through 2023

€8.4 billion on 
CC software
(forecast European spend from 
2020 through 2024) 
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Cloud Enables Greater Customer Satisfaction

70% 69% 69% 66%

Empowered contact centre agents that can 
work from anywhere — home or office — 
are more likely to contribute significantly to 
customer satisfaction and experience. Cloud 
enables this flexibility and helps explain why 
57% of European IT spend on contact centre 
applications will be cloud based in 2024.

Continuous upgrades, homogeneity, security 
by design, efficient changes to architectures 
and “always” compliant systems all contribute 
to security, an essential ingredient for 
engendering trust.

In addition to module-based flexibility, 
enablement of home office for agents and 
rapid seasonal scaling — something essential 
for contact centres — cloud-based solutions 
also reduce physical overheads and free staff 
to focus on higher-level tasks. 

We knew our agents 
could support customers 
far better if they could 
make changes to the 
system. With Service 
Cloud, this became a 
reality.

Gary Skeels
Head of B2B Customer 
Experience Development, 
Samsung Electronics UK & 
Ireland

Source: EMEA IT Services Survey, 2019 (n = 665) (excludes Russia)

Top 4 tangible business benefits from cloud 
platform services/PaaS in Europe fuel CX

Customer 
satisfaction

IT security and 
governance

Improved 
data 

integration

Cost 
reduction

#1

#3

#2

#4
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Single Cloud Platforms Help Contact Centres Overcome Key 
Technological Challenges

IT issues rank high among the primary 
challenges European enterprises face running 
an effective call centre. This is not surprising 
given that the European Commission’s 2020 
Digital Economy and Society Index (DESI) says 
only around one in four European

• Security and compliance

• Technology pivots in response to        
extreme events (e.g., COVID)

• Siloed customer systems, data sets and 
knowledge systems

• Lack of consistency for agents in complex, 
information-based engagements

• Limited agent access to sales and marketing 
assets and related customer data

Architecture-wide checks/upgrades 

Low- and no-code modular platform  
for quick rearchitecting

Fully integrated with API-first approach 
to access third-party data

Process and UI standardisation with 
common data layers; dynamic call-type 
adjustments to activate relevant flows 

User-friendly dashboards for 
campaigns, data and assets

enterprises operates at a high or 
very high level of digital intensity. This 

creates a tremendous opportunity 
for enterprises to get ahead of the 

curve by deploying a single platform 
for their call centres.

Source: IDC EMEA, COVID-19 Impact Survey Europe, Internal, Wave 5: May 18–25, 2020 (n = 730); IDC European Tech and Industry Pulse Survey, 2019–2020, December 2019 (n = 2,793)

COMMON TECH CHALLENGES PLATFORM SOLUTION

24% of European 
enterprises 

plan to move customer-
facing applications to PaaS 
or replace them with SaaS

34% of European 
enterprises 

say gathering and selecting 
useful data is a major 
challenge for CX

25% of European 
enterprises 

operate at a high or very 
high digital intensity
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Next-Best Action: A Game-Changing Technology

56% 43% 50%

Forward-looking enterprises leverage integrated systems and cutting-edge innovation for competitive advantage. Real-time transcript analysis predicts and 
alerts agents to customer need, generating next-best-action (NBA) recommendations that can increase upsell, boost productivity and satisfy customers. Yet 
over a third of European enterprises have yet to implement NBA in their customer journey management.

Source: Business Intelligence End-User Survey, IDC, February 2020 (n = 295)

Customer data and CRM foundation

NLP transcribes 
calls in real time

AI + analytics 
analyses transcript 

Next-best action 
suggested

Recommendations 
for customer

of enterprises with BI/
analytics already use natural 
language queries 

Always accept 
machine-generated 
recommendations

Always accept machine-generated 
recommendations if the software 
was updated in the past six months
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A Three-Step Strategic Plan to Better CX

Blend customer service operations with 
contact centre operations

Bridge the divide with 
an integrated CRM platform

Combine all CRM modules and other enterprise 
applications into a powerful cloud-based intelligent 
CX solution

• Intelligent

• Holistic

• Agile

• Resilient

• Centralised CX hub

• Complete customer view

• All customer touch points

• Integrated

• Real time

Complete 
end-to-end CX 

solution

Customer service 
and contact 

centre

Customer 
service

Contact 
centre

Customer service 
and contact 

centre

Marketing, 
advertising, sales, 

ecommerce

1

2

3
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Integration Is Central to Customer Service Transformation and 
CX Success in the New Normal

• Customer experience is now the 
primary business differentiator; call 
centres play a definitive role.

• Digital transformation, the COVID 
crisis, regulations and economics 
are forcing a rethink on how to do 
CX.

• Enterprises must strive to have a 
fully integrated CX stack that unifies 
contact centres customer service, 
sales, marketing, ecommerce and 
online advertising.

• Customers need seamless emotional engagements that require 
empathetic agents, omni-channel access and fast resolutions.

• Agents need empowerment through intuitive controls that 
provide quick access to customer data, campaign assets and 
recommendations. 

• Supervisors need a clear view of costs, activity, agents and calls to 
ensure efficiency, develop training, provide feedback and manage 
adroitly.

• Single cloud-based CX platforms 
enable data security, integration 
and scaling.

• AI automates processes, informs 
chatbots, and improves efficiency 
and effectiveness.

• Next-best-action functionality 
empowers agents to predict 
customer requirements with 
alacrity and quality.

Prepare for the new 
digital normal

Map solutions to stakeholders’ needs Leverage cutting-edge tech 
to optimise your call centres
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About Salesforce

Service Cloud

Manage customer support 
across every channel

Solve phone cases faster 
and smarter

Connect to your customers 
in a whole new way

WATCH DEMO! 
https://www.salesforce.com/eu/form/conf/service-

cloud/service-cloud-voice-demo

WATCH DEMO! 
https://sforce.co/2ZSVDNj

LEARN HOW! 
https://sforce.co/3eWvscS

With Customer 360 Service, companies can deliver personal 
service at scale with a complete view of the customer. 
They can elevate agents with intelligence and tools like AI-
powered recommendations, automation and training, so 
they can focus on building and nurturing relationships. By 
bringing together the Service Cloud Console, intelligent 
telephony, Einstein for Service and digital channels, Service 
Cloud transforms the contact centre.

Service Cloud Voice
We’re now taking Service Cloud to the next level with 
the launch of Service Cloud Voice, which delivers 
intelligent telephony, natively integrated inside the 
Salesforce console. Companies can now digitise voice 
to enable AI capabilities, significantly reducing time 
and cost while improving customer experience.

Salesforce
At Salesforce, we believe that everything should be 
centred around the customer. That way, your sales, 
service, marketing, commerce, custom apps, analytics and 
everything you do is centred around the customer’s needs. 
And with a single source of truth and a unified profile across 
all your customer touch points, you can deliver intelligent, 
personalised experiences throughout the entire customer 
journey and build lasting, trusted relationships.

For more information, please visit 
https://www.salesforce.com/eu/products/service-cloud/overview/
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