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41, 2: Accenture: Next Generation Customer Service (2019)

3: Salesforce: State of the Connected Customer – Third Edition (2019)

The journey is different today.

https://www.accenture.com/_acnmedia/pdf-106/accenture-next-generation-customer-service.pdf
https://www.salesforce.com/form/conf/state-of-the-connected-customer-3rd-edition/?leadcreated=true&redirect=true&DriverCampaignId=cta-body-promo-52&FormCampaignId=7013y000002lO7sAAE


Next-gen engagement is across the 

Customer engagement begins 

before speaking with an agent.

Context of customer journey 

helps to personalize.

Customers prefer self-service.



How do you support these new journeys?

Know what your customers 

want before they tell you

Drive customers to YOUR 

content at the start of their 

search

Knowledge Projection

Guide customers on your 

website to successful 

resolution

40% 
improvement in traffic 

to company web 

properties 

70% 
improvement in 

directing customers 

towards self-service 

channels
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