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What methodological device? —

J

o
QQ

Internet administration of a
questionnaire of 18

,-\]_a

10

questions on:

#1 Customer service quality of

service

#2 The impact of customer

services on loyalty

#3 The level of trust in
customer services

#4 The level of trust in
customer services

#5 The level of trust in
customer services

ADMINISTRATION

o,
‘a0
Qq TARGET

Sample of<5 006 )

people representative of the
population aged 18 and over,

users or not of customer
service

O 1000 surveys
@ 1002 surveys
Q 1 001 surveys
O 1001 surveys
* 1002 surveys

Customer services obsevvo\‘toq 2024

@ DIARY

from 19 to 29 August
2024

ol ANALYSIS

Adjustment of surveys on
socio-demographic
criteria
gender, age, professional
activity as well as place
of residence.
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USE OF CONTACT
CHANNELS



Italians and Spanish use customer services more than
other countries

Customer Service Contact Channels -PAST 12 MONTHS

Q1. In the past 12 months, did you contact a customer relationship department, regardless of the business area concerned? (Base : 5 006 resp.)

Phone E-mail Website Chatbot Live Chat me“:sz:z_::?ng Face to face Click-to-call Smartphone app
& &
@ 17% @ 16%
19% 19% @ 22%
am) || 20m 29% 2%) |

&

19%

7% | @ 15% 26% ) |

2

Oonline conversation channels

s © o

Average number of
channels used

G

% of customer service
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Evolution vs 2023

Web interface channels

Online conversation channels

Snail mail Social Networks

@

&
12% ‘ 1%
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Web interface channels

43%
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45%
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CUSTOMER SERVICE
SATISFACTION
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The French and Germans are more satisfied than other @o "
° Ce“ S!g
countries

Satisfaction with customer services M

Q3. Overall in the past 12 months, would you say that the quality of your customer relationship has been definitely satisfactory, rather satisfactory, rather not satisfactory, or not satisfactory at all? (Base : .
2 720 resp.) Evolution vs 2023

Click-’to-chII Phone mzﬂs:zg?ng Sm‘:;zzone Frmel P SOCi%]Networks ey Ct racetotace SHTG“
X L 0B @m Fom g %
O & 84% 85% 84% 82% 80% 75% 51% 93% 73%
@ o3 (86%) 85% 82% 83% ) 6% 78% 57% 90% (82%)
R 84% 82% 78% 78% 7% 75% (81%) 529 (87%) 779
© sox @ @ @ 4% @ @ @ 50% 91% 70%
g ser 80% 85% 82% 80% 76% @ 79% 55% 94% 80%
O

OVERALL SATISFACTION ®™ s @

@ 5% 79% O
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A lack of confidence among Spanish and Italians o @0

Level of confidence in the channels used

[2023] Q4. To what extent do you trust the channels you have used? (Base : 2 720 resp.)

Evolution vs 2023

Mobile Smartphone

. E-mail Website Social Networks Live Chat Chatbot Face to face Snail mail
messaging app*

Click-to-call Phone

%
TRUST
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87% 78% 96% 86%

84% 5

80%

87% 92% 80% 92% 86% 75% 51%
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(|a

86% 92% 80% 923% 88% 76% 81% 58% 94 % %

84% 88% 81% 88% 81% 69% 81% 89%

73% 73% 68% 72% 92% 74%

78% 4

O
OVERALL TRUST o es7,) @

@™ @&Q

2024 Customer services obsevvo\‘toq 2024 7

| 78%

87% g

87% 74% 82%

92% 1% 85% 80% 52% 92% 74%

POSO® D
HEEEE -
REEEE
REREE«
EEEEE
NEEEEC
FEEEE
HEEEE
BEEEE -
HARA
BEEEE <
HEEEH®

86% [ 83%

D 9



04

THE IMPACT OF
CUSTOMER SERVICES ON
BRAND IMAGE



A major impact on customer service throughout Europe A @o
Rent X

The impact on brands

oooooo

sight

Q8. Here is a list of characteristics relative to the quality of the customer relationship. For each one, do you totally agree, agree, disagree, or strongly disagree? (Base : 5 006 resp.)

The quality of a company's customer relationship influences
the overall image you have of it.

If you are disappointed with the quality of the customer
relationship, you can change your mind and not purchase or
interrupt your subscription.

The quality of the customer relationship influences your

decision to purchase or re-purchase.

In case a customer service department offers a good
experience, you are willing to spend more or to be more loyal.

You have a better image of companies that offer new means
of contact such as social media, instant messaging, etc.

2024 Customer services observatory 2024
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(86%)

89%  (87%) 90% 90%
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A much more positive perception of the efforts made for remote bva

. L . L s (Xsight
applications than for face-to-face applications o (s
The impact on brands M

Q8. Here is a list of characteristics relative to the quality of the customer relationship. For each one, do you totally agree, agree, disagree, or strongly disagree? (Base : 5 006 resp.) Evolution vs 2023

Companies are making more and more effort to respond to your ﬂ ﬂ ﬂ ﬂ
requests remotely (telephone, e-mail, chat, website, etc.) 8 O% 82%

Companies are making more and more effort to respond to your
face-to-face requests (branch, shop, counter, etc...).
35% | (66%
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USE OF
MEDIATION
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The main reasons for contact are complaints and after-sales - @o N
. e sig
service, whatever the country '

Reason for contacting customer service %

Q5. In the past 12 months, have you contacted a customer service department, regardless of channel and sector? (Base totale : 3 973 resp.) Evolution vs 2023

What reason for contact?

To file a claim 65%

To request after-sales service 58%
(-]

To terminate a service / cancel a purchase /
return a purchase 34%

To get some info before purchasing VA Y A

To take out a subscription or order a product 26%
(]

To change some personal data 24%

16%

2024 Customer services obsevvo\‘tov:ﬂ 2024 12



The Spanish and British make greater use of third parties to
manage unresolved requests

Recourse in the event of dn unresolved request

[2024] Q1. Have you ever turned to a consumer association following an unresolved request with customer service? (Base : 5 006 resp.)
[2024] Q2. Have you turned to a mediator following an unresolved request with customer service? (Base 5 006 resp.)

ST at least O Q O @ *
one (59 (257 @59 (8%

—

Appealed to [eR{IIIa I @e HSeTu[e [dle]; following an Contacted [cHueiteigfollowing an unresolved query
unresolved query with a customer service department? with a customer service department?

O ®© 0 © & O 0 © &
STYES @2% (22% 30% (39% 35% sTves d5% (14% @23% 29% 23%

Yes, less than a year ago @ 7% 8% 10% 9% Yes, less than a year ago 5% 6% 6% @ 7%

No, never @ @ 70% @ @ No, never (85% 86% 77% 71% 77%
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Less effective recourse in France — @0

UJ

Sectors of activity for which you have contacted a mediator or consumer association

[2024] Q3. What are the sectors of activity for which you turned to a mediator or consumer association over the past year? (Base : 510 resp.)
[2024] Q4. At the end of the appeal would you say that... (Base : 510 resp.)

Sectors of activity concerned by a call to a mediator
f J J 2 Situation at the end of the appeal
or a consumer association =

—

0O ©® 0 O & e

A telephone operator 489 459% @ 37% 51%

An energy supplier 447, 48% 52% 3% @ The consumer association or
A retailer 439 46% 489% 349 56% mediator helped you resolve

the situation

An e-commerce player 427 37% 50% 37% 36%
An insurance company 46% 437 35% 34% 42% The situation is still being
A transport operator 37% 49% 447 28% 42% addressed
A banking industry player 40% 29% 40% 40% 45%
A public sector player 39% 41% 49% 27% 40%
A tourist industry player @ 39% 45% 30% 40%
A car dealership 35% 32% 447 25% 36%
Other 28% @ 23% 20% 26%

8
b
£

i
¥

The call to the mediator or
association was unsuccessful

EEE
OHE

Other situation
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JA AND CUSTOMER
SERVICE REGULATION



The least use of Al in France, even though it is the countries with o @%ht
the highest knowledge S (Xs!

Generative Artificial Intelligence M

[2023] Q12. Have you already heard of generative Artificial Intelligence tools, such as ChatGPT ? (Base : 5 006 resp.) Evolution vs 2023

[2023] Q12b. Have you ever used generative Artificial Intelligence tools, such as ChatGPT? (Base 3 856 resp.)
[2023] Q13. Among the possible uses of generative Artificial Intelligence in remote customer services, can you rank the following initiatives from most useful to least useful? (Base : 5 006 resp.)

Have already heard of Al tools O Q

have(already used it © O
1st quote O e O

Quickly analyze your request to direct it to the 58% 499 51% 53% 467
right service O ©

Advisor decision support 6% 8% 8% © °N 0%

Help with the quality of written responses (e- sg 6% 59 %O @ 79

mail, social networks, chat, etc.)

Improve the quality of chatbot responses@ @ @ @
Have a real conversation and avoid interacting g3 © @ O
1% % % 10% @

with a real advisor

$
5@ 2 &
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Generative Artificial Intelligence in the future

o bvo

A greater willingness among Germans to use Al in customer ) o
e sig

DE LANNEE

[2024] Q11. Do you think that in 5 to 10 years customer services will be partially managed by Generative Artificial Intelligence? (Base : 5 006 resp.)

[2024] Q12. Would you like customer services to make more use of Generative Artificial Intelligence to recognize you, qualify your request, answer you more quickly, etc.? (Base 5 006 resp.)

Think that customer servicesAW N =¥ elelgile]1}%

managed by Generative Artificial Intelligence

O ®© 0 © &

STYES 89% 90% 88% (92%) 90%

Yes, in less than 5 years @ 50% 53% @ 53%
(43%) 40%  35% @ 37%

No, never 1% 10% 12% 8% 10%

Vo101 [o B/ TS (o 1 I S a4l to make more use of
enerative Artificial Intelligence

STVES (33%) (59%) 47% 46% 48%
Yes, in less than 5 years @ @ 25% @ 270%

No, never @ @ 53%  54%  52%
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Germans less attached to regulation than other countries s Wara

oooooo

Regulation of Artificial Intelligence

[2024] Q13. Do you think that Generative Artificial Intelligence used by customer services should be subject to specific State regulations? (Base : 5 006 resp.)
[2024] Q14What do you think are the challenges of regulating the use of Al in customer services? (Base 3 601 resp.)

Regulation of Al

What is at stake in requlating the use of AI?
Nl
g 5 @ o ] q@ = 3
7% 56% 5% 79% 73% Preserve the employment of humans in

customer services

Think that Generative Al used b}j Protect your personal data
customer services should be subject to
specific government regulation

Improve customer experience

Other
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Expectations of state protection in relations between brands @o
P ( Xsight
and consumers '

State supervision of consumer protection

[2024] Q5. Now let's talk about government supervision of consumer protection. Which of the following statements best describes your state of mind? (Base : 5 006 resp.)

—1|[/7 What role does the state play in consumer protection?

— A e
I have the feeling that the State should 489 459, @ @ @
better protect consumers

I have the feeling that the law protects

me as a consumer when | contact a @ @ @ @ @

brand

I have the feeling that the State has @ 17% @ 19 @
forsaken consumers

I have the feeling that the brands are @ @ 79, @ @
protected by the State
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A greater desire to be able to contact a customer service by A bva
chat and messaging in Spain and Italy.

Priority for implementing state measures

[2024] Q10. Among the following regulatory measures, which ones should be implemented as a priority by the State to improve the accessibility and quality of customer services? (Base : 5 006 resp.)

ST
Priority

0 B B B

- 3

0 ]

= =]

&
Customer services Telephone numbers Accessibilit:, for the Customer services Customer services Customer services Customer services
must be reachable must be toll-free deaf and hard of must be redchable by must be based must be reachable by must offer chatbot
by telephone hearing (for all email exclusively in France messdging support

businesses)

Customer services obsevva‘toq 2024 20



A large proportion of Europeans agree that the majority of
customer service call numbers should be free of charge

The image of customer services

[2024] Q6. In your opinion, telephone customer services are... (Base : 1 000 resp.)

\l

O Telephone customer services are...
(-] S ————

O ®© 0O © &
The majority of call numbers are tfc:!; @ @ @ @ @

All toII-fl.'ee, at least from a andlirle @ @ @ @ 15%
and sometimes at a fee from a mobile
The majority of call numbers are qfteqe @ @ @ 319, @
All at a fee, the call is surf:harged fr?m 99, @ @ @ @
your mobile or landline
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ACCESSIBILITY OF
CUSTOMER SERVICES



Longer response times for the Spanish and the British

Feelings about customer services

[2024] Q7. Here are a number of statements about customer services. Do you totally agree, somewhat agree, somewhat disagree or totally disagree with the following statements? (Base : 5 006 resp.)

ST
Agvee

o

53% 54 % 61%

58% 69% (76% )

29% 45% 45%

Yo

The brands voluntarily hide their contact details so as not to be 1%
contacted

Response times are always very long 65%

All customer services are based overseas 1%

Telephone calls to customer service are at a fee and/or 57%
(]
surcharged

39% 48%

51% (60%)

43% 48%

33% @

36%

CRURCRON.

HEHEHBEE O

Email responses are all written by bots instead of advisors 56% 50%

41%

Customer services are never reachable 50%

447

Ol
HRN Nt

Customer service advisors are all robots. 32%

2024 Customer services obsevvo\‘toq 2024

é\_u:‘\{a bVO

P ( Xsight

&

47%

54%
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In the UK, a higher drop-out rate due to the feeling of never -

having a suitable response

Reasons for not contacting customer service

[2024] Q8. Have you ever given up on contacting customer service? (Base : 5 006 resp.)
[2024] Q9. Why have you given up on contacting customer service? (Base : 5 006 resp.)

Have given up contacting
customer service (%yes)

1%
54%
52%

50%
64 7%

DE LANNEE

What's the reason for this?

Reaching them is too complicated

You cannot contact them by phone

The phone call is at a fee

You cannot contact them by email/via an
internet form

You cannot contact them via a chatbot

You cannot contact them via social media

You can never get an answer

Customer services obsevvo\‘toq 2024
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65% ) 51% (45%) 52%  50%
a8%) 421 (39%) 46%  47%
38%) 2% (25%) (35%) (23%)
28%  21%  (18% ) 25%  27%
me) ten  mn (21%) (20%)
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