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Why contact centres are crucial to 

making a difference for citizens
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How bad is it, really?
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CCMA’s ‘Voice of the Contact Centre Consumer’ research
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Perceptions of customer service became more negative in 2023
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A year later, perceptions have recovered only slightly
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Is it really that bad?
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AHT 2004-23 (ContactBabel)
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Speed to answer and call abandonment (ContactBabel)
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It depends
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It depends by sector
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Is customer service getting better or worse? By sector
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The public sector has to work harder

Breadth of 

demographics and 

queries

Relationship with 
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Public perception/ 

media coverage
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It depends what you’re asking
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Do providers care about their customers?
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Do customer-service staff make an effort to help customers, or not?
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Do customer-service staff make an effort to help customers, or not?
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Contact centres are crucial to closing the gap
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Thank you!
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