Volume 10, Issue 9 - September 9, 2015

Our Contact Info:
Paul Stockford
Research Director
National Association of Call Centers
100 South 22nd Avenue

Interactive Twitter Response? Why Not?

Hattiesburg MS 39401
Tel: 480.922.5949

Compliance Management Meets Customer Experience At The Desktop

paul.stockford@nationalcallcenters.org

Bringing Social Communities To The Customer Service Function

www.nationalcallcenters.org

Call Center Comics!

Circulation
In Queue circulation 15,678

Interactive Twitter Response? Why Not?

Advertise with Us

Paul Stockford, Research Director, NACC and Chief Analyst, Saddletree Research, Paul.Stockford@nationalcallcenters.org

Click on the image below to view the NACC
Advertising Page where you can view our
channels and prices.

As little as six years ago, the contact center industry was devoutly ignoring social media as a potential customer
communications channel. Fast forward to 2015 and we find over 50 percent of contact centers in the U.S. supporting social
media. While this in and of itself doesn’t sound all that interesting given the way social media seems to be dominating both
business and personal communications these days, what is interesting is the way in which the contact center is embracing
social media as it evolves into a customer channel.
In our 2015 survey of end-users that the NACC conducted in conjunction with Saddletree Research, we asked survey
respondents specific questions about which social media they were using as a customer channel in their contact center. What
we found were some very intriguing trends:
•

54 percent of contact centers supported Facebook as a customer channel in 2014. That number dropped to 26 percent in

2015. In other words, support for Facebook in the contact center dropped by more than half in the last year.
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•

Support of Twitter in the contact center has increased from 18 percent in 2013 to 42 percent in 2015. Twitter has been

growing in popularity while Facebook has been declining.
•

Of the contact center planning to implement social media in the next year, 86 percent have indicated that they will support

Twitter as a customer service channel.
With the rising popularity of Twitter as a business channel as well as a personal communications channel, thoughts naturally
turn to pondering just how far Twitter can be pushed as a customer service tool. What about automating Twitter so customers
can use Twitter in the same way they use Interactive Voice Response (IVR) as a self-service tool today? Interactive Twitter
Response?
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I recently recorded a podcast with Tobias Goebel of Aspect in which we discuss the preponderance of Twitter in the contact
center and the ways in might be used in the future. The podcast is available now on the NACC website. To download and
listen to this podcast, just go to http://www.nationalcallcenters.org/Podcasts/tapping-into-twitter-for-customer-selfservice.html. There is no registration required. Just click and listen.
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desk while you’re having a cup of coffee or download it to your iPod and listen to it later at your convenience, you’ll find this to

"I don't know why my brain has kept all the
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The NACC has been burning the midnight oil
and typing until our fingers are sore to bring
out reports to our members. Each is listed

There’s something happening at the desktop. What used to be a jumbled mess of separate applications, dedicated log-ins,
multiple open windows, and tedious toggling between applications has become a streamlined, intuitive gateway to productivity
and customer experience management.

below. If you are interested to see what we
are writing about, click on the links below and
download the executive summary of each. If
you like what you see, join the NACC so that
you can view these reports and others that
will be coming out soon on our website.
These reports will ensure that you know the

Similarly, analytics has become a critically important tool in the continually evolving challenge of compliance management in
the contact center. Interaction analytics are also being increasingly utilized as a means of providing deeper insight into
customer interactions.
When you put together two best-of-breed solutions to address desktop efficiency while resolving ongoing customer service and

latest trends in the industry.

regulatory issues, it is a solution worth talking about. Saddletree Research recently published a research note covering the

Nexidia Joins Cicero To Create The

customer experience and the agent experience while addressing compliance issues that continue to plague the industry.

partnership between two innovative companies, Nexidia and Cicero, which has the potential to significantly improve both the

Contact Center Compliance & Customer

Entitled “Nexidia Joins Cicero to Create the Contact Center Compliance and Customer Experience Dream Team,” the three-

Experience Dream Team: August 2015

page analysis is available for download at www.nationalcallcenters.org.
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Customer Service Human Capital

Social communities, often referred to as “Forums,” have been in existence for more than a decade, but they are typically used

Management: May 2015

as a means for communications among those with common interests rather than a customer communications channel. All
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that is about to change.

Game: April 2015
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Verint Systems has recently acquired Telligent, a leading provider of software for customer support and digital marketing

Tops Year of Growth for the 2014 U.S.

communities. Through this acquisition, Verint intends to add social community support to its customer engagement
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optimization platform.
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Customer communities are expected to become another link in Verint’s escalating omni-channel channel, offering contact

Brains behind Nexidia Interactions

centers expanded self-service support through peer-to-peer support communities that empower the customer to find solutions

Analytics 11.0: July 2014

to problems. Verint also expects social communities to offer and encourage employee-to-employee collaboration in support of

Nexidia Pushes Speech Analytics

the company’s “Voice of the Employee” initiative.
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Once again, Saddletree Research has authored a research note that provides a brief overview of this intriguing acquisition and
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its potential impact on the contact center industry. This research note can be downloaded at the National Association of Call
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Centers website, www.nationalcallcenters.org.
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If you like this comic and would like to see more, write Ozzie at callcentercomics@yahoo.com and visit his website at
http://callcentercomics.com/cartoon_categories.htm or just click on the comic to take you to his page. The NACC appreciates
Ozzie letting us use some of his comics in our newsletter.
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