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Customer Experience Systems are 

More Important than Ever

1. PwC (Customer Intelligence Series – Customer Experience, 2018)

of customers will leave
a brand they love after just two or three 

negative interactions1

92%

And in the COVID era, the contact center is becoming the 

new “face” of the company
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But… Delivering Great CX at Scale is Highly Complex
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https://bit.ly/3MTjNwq



Important Priorities Among CX Leaders

(68%) Shifting from Reactive to Proactive Service

(77%) Automating Customer Service Processes

(80%) Migrating Contacts from Assisted to Self Service

(40%) Retaining, Renewing & Growing the Customer Base

(79%) Upgrading Legacy Contact Center Technology

(47%) Improving Customer Experience Across All Channels

(64%) Understanding Customer Experience Through Data

(62%) Maintaining or Improving Agent Productivity

Source: Gartner Contact Center Leaders Priorities for 2021



Risks of Challenges Left Unaddressed

Inability to 

Reduce Cost 
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Reputational 
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Frustration & 

Turnover



Accenture - Experience Transformation 2021

Today’s leading brands are creating

not to just shareholders

but to customers, employees and societies. 

These promises drive purposeful change, and 

are where these promises are felt.

PROMISES

EXPERIENCES



• Higher customer retention

• Cross sell and upsell potential

• More new customers

• Decreased cost to serve 

customers

CX Benefits: 

Increasing revenue and reducing 

cost to serve customers

Why is CX Important?

Source: Forrester Report: The ROI of CX Transformation  Jan 2021

The Business Case Report In The CX Transformation Playbook



Digital 

Transformation & 

Cloud Migration

Driving Value 

through

Proactive Service

Digital 

Channels & 

Capabilities 

How are you undertaking these priorities?

Managing a 

Digital-First 

Workforce

Source: Gartner Contact Center Leaders Priorities for 2021



Imagine if every time a 

customer had a less-than-

stellar customer experience, 

they took the time to tell you…

in painful detail.



INDUSTRY: Shipping & Logistics

CHALLENGE: Following a contact center platform migration, the 

organization needed to assure the performance of seven IVRs as well 

as new phones and customer channels. 

SOLUTION: Cyara’s automated testing and monitoring saved time and 

helped track down latency issues that were occurring in 

certain IVR handoffs.

VALUE:

Reduced time spent on 

testing by 40% compared 

to manual testing

Identified and collected 

data to resolve IVR 

latencies

Increased productivity 

and expanded the volume 

and scope of test cases 

40% 

Consistently Remove the Risk to Delivering 

High Quality Customer Interactions
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Consistently Remove the Risk to Delivering 

High Quality Customer Interactions
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INDUSTRY: Financial Services

CHALLENGE: With voice quality and routing issues negatively impacting 

customers, a leading bank needed to migrate to a new contact center 

platform equipped to support peak traffic and thousands of unique call 

flows. 

SOLUTION: Cyara provided end-to-end testing that helped assure a successful 

platform migration, improved voice quality, and reduced the time and 

resources needed for regression testing by 80%.

VALUE:

Improved voice quality 

success rates to 99.7%
Built 600 functional 

automation test cases also 

used in regression testing

Discovered and corrected 

a major design issue in 

pre-production

Leading Bank

99.7% 



Technology Showcase
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Consistently Remove the Risk to Delivering 

High Quality Customer Interactions
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Detected a SEV1 error 

within two minutes of 

occurring

Rapidly isolated and 

resolved the issue with a 

third-party system

Minimized impact to 

customer experience and 

retail sales

Major Retailer

INDUSTRY: Retail

CHALLENGE: On Black Friday, a major US department store encountered an issue that 

caused credit cards to stop processing on both the website and in the contact 

center—with hundreds of transactions in progress.

SOLUTION: Cyara Pulse detected and alerted teams of the issue within two minutes, 

enabling the error to be quickly reproduced, isolated, and resolved with the 

responsible third-party system.

VALUE:



Customer Smiles. Delivered at Scale.

Learn more: Visit Cyara.com  

For questions/demo requests email: bill.laruffa@cyara.com

mailto:bill.laruffa@cyara.com

