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Introduction

Driven mainly by advances in capability, 
consumer behaviour and demands have 

expect choice, consistency and a seamless 

helping businesses respond, allowing 
new disruptors to challenge established 

to present their customer service abilities 
upfront, allowing customers to assess 

 
industry in more detail

 Advice on equipping your organisation to 
resolve them
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As your customers become more mobile, so 

they want to speak to someone – and 61% of 
consumers still prefer to use the phone5

More importantly, they expect to be 
connected to someone who can answer 
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Productivity

56%
of customers 
expect their queries 
to be dealt with in a 

LivePerson6
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As the Millennial 
generation becomes 
more powerful in 
the marketplace, the 
issue will only become 
more pressing — 
66% of Millennial 

time responses and 

80%
of business buyers and 

64% of
consumers 
said they expect 
companies to respond 
to and interact with 

Salesforce7
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More than half of your potential new 

must provide access to key documents and 
data, allowing them to be fully productive in 

increase productivity by allowing your team 
to knowledge share on expert matters 

week is spent on actual sales activities8

Other tasks like administration and customer
support eat into their schedule, reducing the

hours per week attempting to coordinate 

to receive information from their colleagues9
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Productivity

hours
spent attempting 
to coordinate 
communications 
between team 

hours
spent waiting 
to receive 
requested 
information 
from 

hours
is almost one 
working day 
being wasted 
every week 
by every 
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At a time when economic growth remains 

of the best ways to maintain – or grow – 
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from being a niche requirement for a small 
subset of employees to a mainstream 

legislation, such as the legal right to request 

every business has (or should have been) 
investigating potential for remote access 
and connectivity1

attract the right employees from a wider 
candidate pool, retain them, onboard them 
quickly and keep them connected in ways 

important business assets and (most 
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As alluded to already, candidates themselves 
now consider remote working provisions 

According to a prediction from software 

retention, it makes good sense to invest 

scale2

the ability to deal with customer queries any 
place, any time that will attract more leads 

would use a company more frequently 
after a positive customer experience3, so 
improving the quality and responsiveness of 
your service will also allow you to maximise 

you can grow your business even before 

to personalised remote communication 
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50%
of consumers 
would use a 
company more 
frequently after a 
positive customer 

NewVoiceMedia4
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for growing the geographical reach of 
your business, or developing new ways 

comms platform allows you to expand into 

international franchising options, connecting 
those new corporate outposts to internal 
systems can be simple with the right choice 
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designed to help your business better 

more complicated and costly it becomes to 

Most organisations more than a few 
years old have already acquired several 

the changing demands of customers and 

to invest in new solutions to drive their 
business forward – the other 80% is spent 
maintaining existing legacy platforms10

on Software as a Service subscriptions, 
cloud platforms and mobile apps can fall into 
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eventualities, but the cost of operating them 

estate will help to bring these costs back 

centralised data, making it easier and 
quicker to retrieve the right information 

searching for data that should be readily 

employee 
spends up to 
11% of their time 

applications 
in search of 
information needed 

11
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businesses that operate across multiple 

collaboration – information is simply too hard 

that brings disparate channels together 
allows you to consolidate and connect 
data to improve personalisation and overall 

better placed to improve productivity and 
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Mature ecommerce technologies have 

for consumers making it incredibly easy 
to buy from sellers based anywhere in the 

consumers, but ultimately causes more 

commonalities between products and 
services, making it even harder for 

in a crowded marketplace – depressing 
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than price13

improve communications and collaboration 

spend much more with companies that 

People wouldn't 
care if 77% 
of brands 

Havas12
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UK consumers are 
willing to spend, on 
average, 15% more 
with companies that 
have a history of 
positive customer 

14
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business needs to take to remain 

Action: 1

a thousand apps and technologies to 

at consolidating and streamlining them all 

to deliver a consistent service to customers 
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everywhere by giving them tools that 

share information and work on data together 
allows them to be more productive – and 

mobile and you need reliable ways to 

communicate using the most appropriate 
channel at any given moment, no matter 

help you to meet employee demands for 
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business will unlock new opportunities 
and help your employees to increase propping up systems that frustrate your 
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challenges from both inside and outside the 

are looking for a better quality of service 

provisions that allow them to better manage 

and support regular change in line with 

communications, the ability to keep data 
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