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5 MUST-KNOW CUSTOMER SUPPORT STATS

3 WAYS TO PUT THESE STATS TO GOOD USE

“Customers don’t care about channels and process, they just want their 
questions answered and their issues resolved quickly.”3 

— Jeff Hawley, Director of Customer Experience, Yamaha

72%   of consumers expect 
a customer service agent to 
already know their information, 
product, and service history 
when they reach out for 
support.1

68%    of customers have 
stopped doing business with 
a company due to poor 
service.1

67%   of customers hang 
up because they are frustrated 
when they can't talk to a real 
person.2

64%    of customers expect 
companies to respond to 
them in real time.3

43%    of customers are 
only willing to wait on hold for 
1–5 minutes.1
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The best way to obtain customer information is through 
product registration a�er the initial product purchase. 
That’s why it’s critical to make product registration as easy 
as possible. We recommend using a text in or QR code to 
provide customers with access to your product registration 
form and have it go directly to an onboarding experience 
specific for the product they purchased.

Today’s customers don’t have the time or patience to dig 
through endless amounts of content from your brand. 
They want information specific to their product available at 
their fingertips. Providing real-time access to product 
specific information (even down to the serial number!) is a 
great way for your brand to stand out from others in the 
industry.

When your customers contact customer support, they 
expect you to already know them and answer their 
questions quickly. We recommend incorporating the ways 
a customer can reach out to customer support throughout 
your help content. This allows customers to quickly reach 
support and provides your team with insight on what topic 
the customer was researching before reaching out.
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