




of companies don’t offer an omnichannel 
experience with a single platform

CX Efficiency Trends Report

97% 

of companies expect their agents to help on 
more than one channel, yet most continue to 
staff their teams by channel

CX Efficiency Trends Report

86% 

of agents say they use at least 3 systems or 
windows to help a single customer, but 70%  
of agents say juggling multiple platforms and 
windows negatively affects productivity

State of the Contact Center Report

60% 

of companies say duplicate tickets and cases 
affect overall productivity

State of the Contact Center Report

63%

of companies integrate with at least one 
other channel provider or add-on, resulting  
in disjointed customer experiences

2020 Customer Expectations Report

97%

of contact center agents say they’re  
expected to upsell or cross-sell to customers  
— (but most agents feel they could be better  
supported with optimizing their efforts)

CX Efficiency Trends Report

78% 

State of the Contact Center
The key to unlocking the true power of your contact center heroes is equipping them with  
the right tools — but don’t just take our word for it. Here are a few stats to back that up.
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“Being able to see all the collaboration  
history, as well as the customer’s details and 
past conversations makes it so much easier  
to understand the customer’s situation, and 
determine how I can help.”


With Gladly, however, all that collaboration takes place within the 
customer’s Profile itself, so there’s no guesswork when it comes to 
specifying the customer who an agent is referring to. And because  
it stays in the customer’s Profile, agents new to the discussion can 
take advantage of the conversation history and customer context 
available to them, instead of having to ask the original agent 
clarifying questions.


“Being able to see all the collaboration history, as well as the 
customer’s details and past conversations makes it so much easier 
to understand the customer’s situation, and determine how I can 
help,” explains Katrina. “It’s especially helpful for us when it comes to 
escalations because it helps me get all the context I need quickly, 
without having to spend time asking a bunch of questions.”

“The way Gladly’s Topics are organized, especially with Hierarchical 
Topics, is far more structured than what we had before, which makes  
it easier to spot issues before they blow up. For example, if 50 people 
reached out for support about the website, and I see that 25 of them 
were about issues with the checkout page, I can quickly drill down to 
that and investigate.”

Smoother Collaboration Without Losing the Thread


Many times, resolving a customer’s issue requires a little bit of 
behind-the-scenes teamwork between Rothy’s agents. But with  
their previous platform, there was no shared space to have those 
discussions. That meant they often took place across external 
messaging apps, and one-off emails, which can be an unreliable— 
and unscalable—practice.
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After switching to Gladly, companies see up to:

SEE a demo

A Step Above the Rest
By streamlining their platforms and empowering their team with a 
cross-channel view of their customers, Rothy’s has been able to 
provide their customers with support that feels as easy and 
effortless as their classic shoes and accessories.


See how Gladly can help you deliver the Radically Personal service 
your customers want and expect, while increasing efficiency and 
productivity and netting you cost savings by consolidating your 
disparate platforms. 



increase  
in agent 
productivity


increase  
in operational 
efficiency

savings from 
consolidating 
platforms


20%

20%

50%

https://go.gladly.com/demo

