
Retailers will have started an upgrade 
to their mobile workforce and/or HR 

applications within two years (1)
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Priorities for Contact Center/CX Teams this Year (8)

“Retailers need 
to train customer 
service teams to 

manage complaints 
when customers 

request information 
that touches multiple 

channels.” (7)

Consumers said quality of 
customer service is a factor 
when deciding where to 
make their purchases, 
and 67% said that good 
customer service 
encourages them to stay 
longer and/or spend 
more money (4)

Retailers say 
customers’ in-

store omnichannel 
expectations have 

increased compared 
to five years ago (2)

Shoppers say they  
have encountered major 
problems in stores when 
picking up their online 
purchases, a problem 
since 90% of shoppers 
buy more items when they 
visit stores for pickup.(5)

Consumers say the returns 
experience affected 
whether they would 
continue shopping with 
a retailer; 36% of online 
shoppers globally had 
returned an item in the 
previous three months (6)

Retailers have deployed real-
time messaging with manager 

functions for in-store associates (2)

           Retailers said
performance level was high for 

managers and associates effectively 
responding to changing conditions 
in omnichannel tasks, such as buy 
online pickup in-store (BOPIS) (2)  

IT organizations have converged their 
various collaboration and communications 

groups into a single, unified collaboration 
planning and operations structure (3)

Retailers say turnover of store 
employees is rising sharply 

compared to five years ago (2)

Nearly half of 
consumers said 
expectations for 
good customer 

service are 
considerably 

higher than three 
years ago (4)

DELIVER A FRICTIONLESS, OMNICHANNEL EXPERIENCE TO CUSTOMERS  
BY SEAMLESSLY CONNECTING EMPLOYEES TO BOTH SHOPPERS AND EACH OTHER
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Improving offering in digital channels (chat, mobile, social, etc)

Implementing new contact 
center/cloud solution

Connecting contact center/CX with 
other departments
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