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Summary Bullets:

Customers’ expectations for high-quality mobile self-help solutions are growing rapidly and now higher than ever, yet customers continue to be
disappointed by the solutions that are ubiquitous today.
Brand assessments and Net Promoter Score (NPS) evaluations are closely linked to the customer’s perception of a company’s ability to meet
customer service needs.  Successful mobile solutions will be a critical element of positive customer assessments in the future.

Just about a year ago, I wrote a blog entry about the growing need to connect mobile self-service and agent-assisted customer service into a continuous
and seamless customer experience.  The basic message was that providers of customer service technologies need to better accommodate the growing
number of customers using their mobile devices to access customer service on demand.  It was somewhat uplifting recently to see the findings of a market
research study performed under the sponsorship of the VHT Corporation (formerly Virtual Hold) that quantified and corroborated many of the underlying
drivers which motivated me to write the original piece. Read more of this post at http://bit.ly/QOE5uy
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About IT Connection

IT Connection is the premier source of unbiased analysis and assessments of IT equipment and telecom services.  IT Connection provides easy-to-access,
cost-effective, non-vendor-sponsored research to enterprise IT professionals.  The assessments on IT Connection allow you to quickly, easily, and efficiently
assess suppliers, access side-by-side product comparisons, determine the best technology solution to fit your needs, and receive real-time updates and
analysis on breaking market-changing events.  To join our community and interact with your peers and our analysts, visit us at
www.currentanalysis.com/ITC.

About Current Analysis

Current Analysis (http://www.currentanalysis.com) has been helping leading telecommunications, information technology and business software companies
improve their competitive intelligence, differentiate themselves in the market, and win more business. Current Analysis is the only provider of continuous, in-
depth tactical competitive intelligence, analysis, and advice. For more than 15 years, sales teams, product managers, marketing professionals, and
executives have relied on Current Analysis as a trusted partner to improve their ability to anticipate and quickly take action on market opportunities and
competitive threats. The company serves more than 35,000 professionals at over 1,600 global enterprises.


