STATE OF
CUSTOMER SERVICE & SUPPORT

SOFTWARE TRENDS
2014

Finding the right customer service and support software can
be difficult, especially for first-time buyers.

Software Advice’s recently released 2014 Customer Service
and Support Software BuyerView report shows what buyers
are looking for in a customer service solution. See how you
compare and let us help you find the right support software.

WHO IS LOOKING FOR CUSTOMER SUPPORT SOFTWARE?
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COMPANY SIZE

@ Software/IT 29% Under $1 Million

@ Manufacturing

@ Distribution $1-5 Million
Consulting

@ Retail $6-25 Million

@ Telecommunications
@ Maintenance/field service
@ Healthcare/medicine

@ Nonprofit $26-50 Million
@ Education
Other
$51-100 Million

WHY ARE COMPANIES LOOKING FOR CUSTOMER SERVICE
AND SUPPORT SOFTWARE?

Need to better manage complaints
Company growth/transition

Need more CSS features

Current is too cumbersome/complex
Curious about solutions and benefits
Integration/compatibility

Technical issues with previous

Affordability
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WHAT ARE BUYERS LOOKING FOR IN CUSTOMER SERVICE
AND SUPPORT SOFTWARE?
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“The software we use to manage our customer
support team, our customers, and their needs is
easily one of the more critical pieces of our entire
organization.” - Scott Little, MultiSystems Inc.

HOW ARE YOU MANAGING YOUR CUSTOMER SUPPORT?

Source: _
Software Advice Customer /(’

TEAM .
Service and Software Small \jSUDmRT SOftware AdVlce o

Business BuyerView 2014



