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SUMMARY

Creating a frictionless customer experience and retaining 
talent are the top, most urgent priorities for customer contact 
leaders in 2023-2024 – the most important and most difficult 
for leaders to achieve.

Managing technology transitions is the third most  
urgent priority.

Managing technology transitions and increasing adoption of 
the self-service channel are both higher priorities relative to last 
year’s rankings1. The technology suite is the biggest obstacle for 
leaders when creating a frictionless customer experience.

More than three-quarters of executives say they plan to increase 
investment in customer facing technologies like customer 
automation and customer chat features by 2024.

Reducing agent burnout is the fifth highest priority and 
can be mitigated by upskilling managers with the right 
competencies and equipping them with technology that 
allows them to proactively monitor agent burnout.
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https://www.cmpresearch.com/case-study/whitepapers/customer-contact-exec-priorities
https://www.cmpresearch.com/case-study/whitepapers/customer-contact-exec-priorities


3www.cmpresearch.com 

INTRODUCTION

A survey of 72 global customer contact enterprises identified 
top challenges and priorities in 2023 and ahead to 2024. 
As budgeting and strategic planning for 2024 begins, it is 
critical for leaders to compare their priority list with peers. 
Importance and difficulty dictate where customer contact 
leaders will invest time, resources, and capital.

From a list of 12 customer contact priorities, creating a 
frictionless customer experience and retaining talent were 
identified as the top two priorities, with the highest average 
importance and difficulty scores (see Figure 1). 

Managing technology transitions is the third key priority, 
followed by increasing adoption of self-service, reducing 
agent burnout, and hiring talent. Upskilling agents, 
operationalizing hybrid and remote work and adjusting 
contact center operations for an economic downturn were 
least critical priorities.

Figure 1: Customer Contact Executive Leadership Priorities in 2023-2024 

n = 72 Heads of Customer Contact
Source: CMP Research, 2023-2024 Priorities in Customer Contact Survey
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In comparison to last year, leaders’ top priorities remain relatively 
similar; however, creating a frictionless customer experience has 
become the top priority and retaining talent is now the second 
highest priority – down from the number one spot. 

There was also a notable shift in how leaders are prioritizing 
technology as managing technology transitions and increasing 
adoption of self-service both have become higher priorities. It 
is also worth noting that hiring talent was the second highest 
priority among leaders last year but has now become a lower 
priority as last year’s hiring efforts slowed due to economic 
pressure and prior investment in filling open roles, increasing 
focus on retaining new hires. 

WHAT GETS MEASURED GETS MANAGED 

To understand how well the contact center is delivering a 
frictionless customer experience, it is critical to consistently 
gather customer data throughout the customer journey. 
However, many executives are unsure if they are capturing the 
right metrics and what is best in class in today’s contact center. 
Leaders are split between what they find most important to 
driving customer loyalty with the Net Promoter Score (NPS) 
being the most important among 36% of leaders, followed 
by Customer Satisfaction (CSAT) at 34%. Only 16% of leaders 
find the Customer Effort Score (CES) as most important and 
very few (8%) stating Average Handle Time (AHT) as most 
important to customer loyalty. 

Figure 2: What metric is most 
important to you for driving 
customer loyalty? 

n = 72 Heads of Customer Contact
Source: CMP Research, 2023-2024 Priorities in Customer Contact Survey
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TECHNOLOGY’S IMPACT ON THE  
FUTURE OF CX 

The technology suite is the biggest obstacle for leaders 
when creating a frictionless customer experience (see 
Figure 3). Many executives report that the number of tools 
and technology available in today’s contact centers is 
confusing and overwhelming. Even with the influx of new 
tools and technology, only 40% of executives agree that 
the current marketplace meets the needs of their customer 
contact function2. Leaders are faced with the challenge of 
knowing how new tools and technology will integrate – or 
not – with their existing technology suite. In addition, leaders 
are relying on agents to learn and balance more tools 
than ever before. The large influx of tools and technology 
available has also made leaders wary to invest because of 
being burned or duped by “vaporwear” technology (tech that 
is widely promoted and marketed without ever being fully 
produced or living up to expectations).    

Figure 3: What is hardest about creating a frictionless customer service experience? 

n = 72 Heads of Customer Contact
Source: CMP Research, 2023-2024 Priorities in Customer Contact Survey
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Increasing investment in new tools and technology 
is imperative for contact centers to thrive in today’s 
environment. More than three-quarters of executives have 
indicated that they plan to increase their investment in 
customer facing technologies like customer automation and 
customer chat features by 20242. As more customer contact 
functions offer automation, self-service and new channels 
for customers to self-solve their issues, customers expect a 
higher quality experience.

Retaining agents is the second highest priority for contact 
center leaders. Agent burnout is a major obstacle in obtaining 
agent retention goals. Among agents who described their 
typical stress level at work as high, more than half (53%) say 
they are not likely to stay at their organization within the next 
six months. In contrast, only one-quarter (25%) of agents with 
zero or low stress at work indicated they are not likely to stay 
at their organization3. Even though reducing agent burnout 
is a priority for leaders in the contact center, only 32% are 
measuring agent burnout in their contact center3.

Upskilling managers and leaders with the right 
competencies will ensure that managers can mitigate agent 
burnout before it becomes a serious issue3. Equipping 
managers with digital monitoring and scheduling tools 
can help them be proactive in their ability to monitor agent 
metrics and better manage scheduling to avoid future 
burnout. Automation and self-service tools also play a critical 
role in deflecting call volume to the contact center and 
ease the burden on agents to handle the growing volume 
of customer service interactions.  Read CMP Research’s 
whitepaper on Proactive Measures to Mitigate Agent 
Burnout for further guidance. 

TECHNOLOGY’S IMPACT ON  
AGENT EXPERIENCE 

Endnotes: 
1 2022-2023 Customer Contact Executive Priorities, CMP Research

2  Technology and Tools Roadmap: Improving Efficiency in Flexible & Remote Contact Centers, 

CMP Research

3 Proactive Measures to Mitigate Agent Burnout, CMP Research
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