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Decoding the 2015 Global Contact Centre Benchmarking Report: A
Deep Dive into Customer Service Trends

The 2015 worldwide contact centre benchmarking analysis provided a vital snapshot of the customer service
landscape at a time of significant technological advancement. This document wasn't just a aggregation of
data; it acted as a roadmap for companies striving to enhance their contact centre functions and offer
exceptional customer interactions. This article will investigate into the key findings of this landmark analysis,
exploring their significance and offering useful insights for organizations of all scales.

Key Trends Unveiled:

The 2015 study highlighted several important trends influencing the contact centre field. One prominent topic
was the growing importance of multi-channel assistance. Customers more and more required the ability to
engage with organizations through a range of channels, including phone, electronic mail, chat, and online
media. The analysis highlighted the need for customer service departments to combine these means
seamlessly to deliver a consistent and favorable customer engagement.

Another important discovery related the expanding use of tech such as client relationship management
platforms and predictive analytics. These instruments permitted customer service departments to automate
tasks, improve effectiveness, and customize customer interactions. The report proposed that putting resources
in these technologies was crucial for contact centres aiming to stay on the cutting edge.

Furthermore, the report highlighted the importance of tracking key performance indicators (KPIs).
Understanding metrics such as average call duration, customer satisfaction score, and FCR was essential for
detecting areas for enhancement and illustrating the ROI of contact centre initiatives. The study proposed the
adoption of reliable reporting platforms to efficiently track these indicators.

Practical Implications and Implementation Strategies:

The findings from the 2015 global contact centre benchmarking report have tangible applications for
businesses aiming to enhance their customer service processes. Companies can utilize the information
presented in the report to assess their own efficiency against sector norms and identify areas where
improvements are necessary.

For example, companies can invest in implementing omnichannel assistance strategies to satisfy the
increasing expectations of their customers. This may entail integrating various means, such as email, instant
messaging, and social media platforms, into a single system.

Similarly, investing in technologies such as customer relationship management software and intelligent
routing can substantially enhance effectiveness and customize customer engagements. This needs a thorough
evaluation of current platforms and a calculated plan to deployment.

Conclusion:

The 2016 international contact centre benchmarking study offered invaluable results into the evolving
landscape of customer assistance. By understanding the significant trends highlighted in the study,
organizations can make well-considered choices about how to optimize their contact centre operations and
provide superior customer engagements. The focus on omnichannel assistance, technologies adoption, and



efficiency monitoring remains as pertinent today as it was then, serving as a constant memorandum of the
ever-changing nature of the customer support sector.

Frequently Asked Questions (FAQs):

Q1: Where can I find the full 2015 Global Contact Centre Benchmarking Report?

A1: The specific location of the report depends on who published it. Many industry analysts and consulting
firms release similar reports; searching online using keywords like "2015 contact center benchmarking
report" along with the name of a relevant firm might yield results.

Q2: Is this report still relevant in 2025?

A2: While specific numbers may be outdated, the underlying trends regarding omnichannel strategies,
technology adoption, and performance measurement remain highly relevant. The principles highlighted
continue to guide best practices in contact center management.

Q3: How can small businesses benefit from this study's findings?

A3: Small businesses can use the report to prioritize investments in cost-effective technologies and
streamline their processes, focusing on key performance indicators relevant to their scale and resources.

Q4: What are some modern alternatives to the data presented in the 2015 report?

A4: Many current industry reports and surveys from firms like Gartner, Forrester, and other contact center
solution providers offer updated data and analysis on similar topics. These resources provide the latest
insights into the evolving contact center landscape.
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