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Emphasizing AI  

Business decision makers see strong 
value in AI in the contact center, including 
enhanced self-service, agent assistance, 
intelligent routing, and scheduling.

identify improving CX as a key 
focus area for their business

53%

Enhancing Agent Experience 
The Great Resignation has caused leaders 

to prioritize efforts to reduce agent turnover, 
acknowledging that happy customers  

require happy employees.

  
report 
moderate-to-
substantial 
increase in 
non-voice 
interactions

91%

indicate slight-to-substantial increase in turnover

73%

Increasing  
Call Volumes
Interaction volume  
has increased over  
the past 24 months.

Rising Agent Turnover 
More agents are changing 
jobs as their roles become 
increasingly complex.

Changing  
Interaction Channels
The majority of contact centers 
have experienced an increase  
in digital interactions vs. voice.

Prioritizing CX
In the next 12 months, most 
respondents plan to devote more 
attention to customer experience.
 

86%
report moderate-to-
substantial increases 

90%

94%

are increasing resources 
focused on employee 
experience and 
engagement

Building Agent Skillsets 

Leaders are focusing on both 
soft and hard skill changes in 
the agent role.

53%
agents need more 
emotional intelligence 
and empathy 

agents need to 
support a variety of 
interaction channels 

agree that AI can 
enhance customer 
self-service

52%

What’s Changing in Contact 
Centers—and What’s Not 
Five9 partnered with Zogby Analytics to survey business leaders 

across 17 industries to assess their views about contact center trends 

and the state of customer and agent experience. For the first time,  

the Business Decision Makers edition of the Five9 Customer Service 

Index expanded into Europe and Canada to identify regional attitudes 

and trends. The results show changing norms—particularly the growth 

of AI—among all industries and countries surveyed.
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