
UNDERSTANDING
EMERGING

CHANNELS AND
CX IMPACTS

Customer Experience is the new di�erentiator. 
It can supersede product quality, price, and 

convenience. So how can companies improve 
experiences while also expanding service channels 

and fine-tuning operations to meet demand for 
speed, convenience, and personalization? 

This graphic provides a framework:
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TODAY
EXISTING CHANNELS

68%

Phone remains the dominant channel. Self-service 
has made gains, yet many interactions still require 

agent assistance.

of all interactions 
were agent-assisted

TOMORROW
EMERGING CHANNELS

70% of consumers have used voice commands, 
but only 19% tried them for help issues. 

Conversational user interfaces will have major 
impacts on common channels:

1

GIVE US A SHOUT
We can help you get a head start

49%
of all consumers used 
phone in their most 
recent interaction

83%
of customers that used 
self-service channels also 
used agent-assisted channels 

2X INCREASE
Self-service increased from 
17% in 2017 to 31% in 2018

<35%
of customers are highly 
satisfied with their experience 
regardless of channel[1]

SELF-HELP
Voice search will help 
users find information, 
self-service tools, and 
agent-assisted support

CHAT
Enhanced voice artificial 

intelligence (AI) chat/SMS 
will allow for more 

advanced self-service

PHONE
AI-enhanced phone support 
will personalize, improve, 
and speed service giving 
agents customer data for 
advanced decision making[2]

DO A TOUCHPOINT STUDY
Helps brands understand how customers 
feel about their contact experience, 
reveals customer preferences and 
expectations, and determines key 
drivers of customer satisfaction

2KEEP ON JOURNEY MAPPING
Helps understand what customers 

experience when interacting with your 
brand. Include employees, which is as 

important to understanding overall 
brand experience

3 CONSIDER CONTEXT
The who, what, where, when, why, 
and how. Helps determine the best 
interactions for each channel

4START SMALL
Keep close watch of how things 

are going and expand from there. 
Create ways to listen to the voice 

of your customers

[1] Source:
2018 Customer Experience 
Transformation Benchmark, 
NICE inContact

[2] Source:
2018 Voice Command Study, 
Social Lens Research
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