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Founded in 1997, Andover-based ath Power 
Consulting is the premier provider of research, 
training, and Customer Experience solutions.



As an industry leader in Customer Research, 
Training, and Consultation, ath Power is proud to 
partner with the Northeast Contact Center Forum 

on this dynamic research study!



44

Hey! 
That’s 
Mine!

AI?

Better 

Advisors?

CX?

© ath Power Consulting. All rights reserved.
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Source
ath Power/NECCF Contact Center 
Benchmark Study

Online survey to US-based ath Power Panel

© ath Power Consulting. All rights reserved.

SURVEY Methodology

• Channel (Live Agent, Self-Service, etc.)
• Problem Resolution
• Phone Tree
• Advisor Skill
• Much More!

25-30 total questions (depending on responses)

Significant efforts to align demographic sample sizes

Questions dealt with a variety of topics including a 
Callers preferences on:
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Top Line Results
The Playing Field

© ath Power Consulting. All rights reserved.

Source
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How satisfied were you with your most 
recent Call Center experience?

32%
36%

11%
13%

8%
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Top Line Results
The Playing Field
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Source
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How satisfied were you with your most 
recent Call Center experience?

20%
IVR Only

43%
Live Agent 

Only 23%
Both
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STRONGLY/SOMEWHAT PREFER 
AUTOMATION

SOMEWHAT PREFER LIVE AGENT

STRONGLY PREFER A LIVE AGENT

EITHER IS FINE

7%

18%

71%

4%

CALLER Preferences
Touch vs Tech

© ath Power Consulting. All rights reserved.
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Touch vs Tech

CALLER Preferences
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33%
IVR

66%
Interactive 

Online 
Chat
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TOP Priorities
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79% say it’s ‘Very Important’ to 

speak to a live agent

93% say it’s ‘Very Important’ that 

the agent is easy to understand

79% say it’s ‘Very Important’ to 

achieve one-call resolution

84% say it’s ‘Very Important’ to 

have the ability to “zero-out”

https://www.google.com/imgres?imgurl=https://jobs.workingsolutions.com/wp-content/uploads/2018/02/virtual_call_center_agent_jobs1.jpg&imgrefurl=https://jobs.workingsolutions.com/the-road-to-becoming-a-successful-virtual-call-center-agent/&docid=UDMqOR2rjG_qzM&tbnid=tZCr8e5GahCbNM:&vet=10ahUKEwivpI7e_tfiAhXIY98KHW_-A6AQMwh6KAAwAA..i&w=774&h=416&bih=651&biw=1366&q=call center agent&ved=0ahUKEwivpI7e_tfiAhXIY98KHW_-A6AQMwh6KAAwAA&iact=mrc&uact=8
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Millennials

GENERATIONAL Preferences
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• Prefers speaking to a live agent more than any 
generational category

• Would be very likely to engage in Online Chat to 
help solve a problem

• Least concerned with being put on hold or being 
transferred compared to older generations

• Double the number of Millennials approve of 
predictive technologies compared to Boomers, 
yet strongly prefer keypad use versus voice 
recognition IVR
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Boomers

GENERATIONAL Preferences
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• Surprisingly, moderately likely to use interactive 
Online Chat

• 33% if Boomers would not be at all likely to 
leverage an automated system to answer a 
question, with 88% preferring a live agent

• Boomers place the largest priority versus other 
generations on not being put on hold or 
transferred

• Only 9% of Boomers approve of predictive 
technologies
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Seeking Raving Fans

IDEAL Experiences
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QUICK, FAST, SHORT
EASY, SIMPLE

RESOLUTION
RESPECTED, FRIENDLY, PERSONAL

LIVE PERSON

CLEAR SPEECH
KNOWLEDGE, EXPERIENCE

COMPETENT

HELPFUL

EXCELLENCE
NO WAIT, RESPONSIVE
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Session moderated by:

Where does opportunity lie?
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Key Opportunities

PUNCH LIST For 2019
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1) ID opportunities to grant callers CHOICE

2) Improve voice accuracy

3) Problem resolution and speed are still key

4) Continue to evolve



Thank You!!!
E.J. Kritz, Director of Training

Linkedin.com/ejkritz

ejkritz@athpower.com


