


Focus on 
customer
experience, not 
technology



39% of  UK contact centers have moved

to cloud

53% plan to do so

within 3 years





To provide
personalization, 
you need CRM 
integration







To improve
efficiency, you
need to know 
your activity



Analyse flows Identify skills Improve routing



Be proactive !



+10%
Of inbound calls 
could be
avoided




