
 WHY CUSTOMER ENGAGEMENT

MATTERS

Create Customer Experience Excellence 
??

What do your customers want?

97% 97% of U.S. corporate executives say their customers 
want an efficient and personalized experience.1

80% of consumers will not wait more than five minutes for service.2

92% of Consumers Want:

A More Personalized
Customer Experience

More Helpful
Associates

Faster
Customer Service

LENGTHY HOLD TIMES8

INTERACTING WITH REPRESENTATIVES
WHO CANNOT PROVIDE A SOLUTION

FAILURE TO QUICKLY RESOLVE AN ISSUE

2

What happens when your customers aren’t happy?

A typical business hears from 
only 4% of its dissatisfied 
customers.13

For every customer experience failure, brands 
lose an average of 65% of the revenue they 
would have earned from the affected 
customer during the following year.5

89% of consumers agree that good service 
makes them feel more positive about the 
brands they engage with.3

Increasing customer retention rates by 5% increases profits by 25% to 95%.9

70% of buying experiences are 
based on how the customer 
feels they are being treated. 13

90% of consumers are more likely to buy when 
helped by a knowledgeable associate.4

81% of companies with strong capabilities for delivering customer 
experience excellence are out performing their competition.12

Engaged consumers buy 90% more frequently, 
spend 60% more per transaction.7

$41 Billion lost by U.S. companies each 
year due to poor customer service.11

18% of consumers switch brands 
after having a poor experience 
with a brand associate.3

86% of U.S. adults will pay more for 
a better customer experience.10

Brand Loyalty

57% of consumers say 
that the primary driver 
of repeat business is 
customer relations.6

Reasons Consumers Buy

Invest in tools that provide a better customer experience!

Visit www.timetrade.com to learn how your business 
can better deliver customer service excellence through 
appointment-driven personalization. 

Click to schedule an appointment today!

Brought to you by

1 http://www.theharrispoll.com
2 http://www.timetrade.com/system/files/surveys/Survey-Results-Crack-Customer-Code.pdf
3 http://info.verint.com/LP=2418
4 http://www.timetrade.com/state-retail-2016-press-release
5 http://www.sdl.com/ilp/cxc/rules-of-customer-experience.html
6 http://newsroom.bankofamerica.com/press-kit/bank-america-small-business-owner-report
7 http://www.rosetta.com/reports/customer-engagement-rosetta-consulting-study/customer-engagement-from-the-consumers-perspective/
8 https://www.accenture.com/us-en/insight-digital-improve-customer-experience
9 http://www.invespcro.com/blog/customer-acquisition-retention/
10 http://www.businesswire.com/news/home/20120111005284/en/RightNow%E2%80%99s-Annual-Research-Shows-86-Percent-U.S.
11 http://www.insightsquared.com/2015/04/100-customer-service-statistics-you-need-to-know/
12 http://review.content-science.com/2014/06/5-customer-experience-statistics-that-will-change-your-content-focus/
13 https://www.helpscout.net/75-customer-service-facts-quotes-statistics/

Customer Frustrations 


