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Addresses my needs the
first time | contact them

= First
K ledgeak!
nowledgeable 1 Cﬂntact

employees -
Resloution

Treats me like a
valued customer

Good value for
the money

Can quickly access
the information that
addresses my needs

Source: Convergys .5 Customer Scorecard

When asked about their priorities for a customer experience, recessionary consumers showed increased
interest in value. However, the most important attributes, taken together, add up to “first-contact

resolution™.







