
9 CX Best Practices for Contact Centers
According to the Data

At the heart of top-notch customer service is how contact centers handle inbound interactions.
Inbound is where customers recognize a need that requires your help.

Give agents everything they need to identify and resolve 
issues. Connect customer history, communication channels, 
tickets, and follow-ups for empowered agents.

Expand customer self-service options. Provide customers 
access to online portals with payment and knowledge base/
FAQ functionalities as well as robust IVRs.

Personalize everything. You’re acquiring customer 
information at every turn, use it to tailor what you do and say 
to customers. 

Integrate data to refine your service process. Use analytics 
to understand performance & iterate on what’s working and 
stop doing what’s not meeting customer needs.

Organize and automate the hassle out of everything. 
Leverage CRM data, bots, and virtual assistants to augment 
human agents, streamline service, and reduce handle times. 

Give customers a channel choice for service. More 
and more customer care is being handled digitally, 
particularly on mobile.

1 in 3 customers will walk away after just one bad 
customer experience.1

60% of consumers want the option of automated self-service.2

80% of customers are more likely to do business with 
companies who personalize service.4

Being data-driven makes contact centers 23 times more 
likely to acquire customers, six times as likely to retain 
customers, and 19 times as likely to be profitable.5

Companies that have mixed human & virtual agents have 
reported a 61% improvement in customer satisfaction and a 
69% improvement in agent satisfaction.9

6 in 10 customers will look to digital channels for support first .3

CX BEST PRACTICES WHY THEY MATTER

Deliver reputable, memorable service with these foundational tips.

Here are 9 foundational practices for stellar CX to consider for your contact center: 

Solicit customer feedback at every turn. Create valuable 
feedback loops between agents & customers with 
scorecards, CSAT & NPS surveys.

Invest in your frontline. When agents have the tools they 
need at their fingertips service runs smoother.

Use AI to develop deeper customer intuition. 
Predictive engagement tools like speech analytics 
empower organizations to better understand and 
anticipate customer needs.

68% of customers say that a pleasant agent is important.6

62% of customers say that an agent’s knowledge & 
resourcefulness is key.7

67% of customer churn could be avoided if the company 
resolved the customer’s issue during their first interaction.8
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