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“Does your contact centre 

experience leave you on hold 

for something better?
Sword Ciboodle
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 Poor customer experience is a leading 
driver of churn

 87% of consumers will never go back 
to an organisation after a poor 
experience1

1: Source: Harris Interactive Customer Experience Impact report 2010

Lots of noise about new communication

channels
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3: Source: Forrester Research

Yet consumers still report lack luster 
experiences with the contact centre… 3
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Operational Costs

Agent Costs

Call centre agents represent the majority of costs and can 

define the  Customer Experience
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There may be several factors dragging the 

contact centre down…
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Most CRM systems were designed “inside-
out” to support management information 
and

Command and control
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Most Contact Centre agents are 

controlled by the second…
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…and are too busy navigating screens to 

focus energy where it matters most
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Disconnected and Siloed
customer engagement…
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One size fits all approach 

to Agents and Customers
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1

1

The Contact Centre could be your 

point of experience 
differentiation
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Arm agents with the right tools

Unified

Intuitive

Context-rich
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Be pro-active Be Pro Active
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Speed of response Consider Speed of Response
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Become a 

Service Enterprise
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Our Vision
The Customer Engagement Continuum  - the way we think

Our approach? A better way of designing the

Agent experience…

Context Rich

Intuitive

Unified

Multi Channel
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Our Vision
The Customer Engagement Continuum  - the way we think

…And embracing engagement holistically
- what we call the Customer Engagement Continuum…

Each touchpoint 
with your customers 
is an opportunity to 
shape customer 
engagement and 
experience
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Some Customers Prefer To…

Be Solo

Recognising some Customers prefer to… 

Be SocialBe Served
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Over time we’ve worked with some 

major worldwide brands…
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…delivering tangible results that balance 

cost and experience

•Increased first call resolution by 30% 
• Reduced transfers by 20%
• Winner Gartner CRM Excellence 
Award

• Increased no. of completed 
application by 22% in 1st week
• 30% reduction in complaints to 
regulator
•Decreased training time by 50%

• Increased sales by 13%
• Increased patient visits by a third
• Improved service levels by 20%

• 10% increase in sales
• Saving £600k a year due to 
increase in customer enquiry 
resolution
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Near term opportunity for big time 

differentiation…

Too few businesses are prepared to deliver, 
much less compete on a consistently branded 
experience via their contact centre: 

What if you could be one of 
them?
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Want to know more about 

Sword Ciboodle?

 Visit us online at www.sword-ciboodle.com

 Listen to what we have to say at www.sword-
ciboodle.com/blog

 Follow us on twitter at www.twitter.com/Sword_Ciboodle

http://www.sword-ciboodle.com/
http://www.sword-ciboodle.com/
http://www.sword-ciboodle.com/
http://www.sword-ciboodle.com/blog
http://www.sword-ciboodle.com/blog
http://www.sword-ciboodle.com/blog
http://www.twitter.com/Sword_Ciboodle

