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For Many, Reaching Out to
Customer Service Isn’t

Enjoyable

Some customer service options may disappoint
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ontacting customer service is a frustrating experience for many
consumers, especially if it gets them nowhere.

According to a June 2018 survey from cloud-based solutions provider
LogMeln, nearly a quarter (23.6%) of internet users in North America—
who have contacted a brand for support in the past six months —say
their problem was never solved. Those who did manage to get it
resolved said it took way too long (33.7%).

Others (38.5%) hated the fact that they had to repeat themselves over
and over to other customer service agents as their query was escalated.
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What Issues Have Internet Users in North America
Experienced When Contacting Brands for Support?
June 2018

% of respondents

Had to repeat myself to more than one advisor as my query was
escalated

The problem took too long to solve
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Difficulty in getting where |1 need to be

32.6%

wanted to speak to a human agent, but was unable to do so
32.1%

Problem was never solved
23.6%

Poor experience on channels that are important to me
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There were no self-service options

Service not available on channels that are important to me

Have never experienced issues when interacting with brands

Note:hages 18+ who have contacted a brand for support in the past é
months

Source: LogMeln, "2018 Al Customer Experience Report™ conducted by
vanson Bourne, Sep 12, 2018
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And the issues didn't stop there. There were some respondents who
didn't like chatting with a chatbot (32.1%) —they preferred a human
agent—and others felt they could only reach a brand through specific
channels (15.2%), instead of the ones they used most often.

LogMeln's survey is in line with another study that NewVoiceMedia
conducted in February 2018. It too found that many US consumers
find customer service to be ineffective. While a good number of
respondents said that a call (27.0%) or social media (20.8%) were
some of the most effective channels for getting a customer service
problem resolved, nearly a third (31.7%) of the US internet users
surveyed said, "There is no most effective channel," suggesting many
have had a negative experience.
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