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Surge in Online Sales

Service Expectations Only Go Up

Trying Times Test Loyalty

Digital Demand

While many customers preferred to 
handle their shopping in-store and 
seek support in person, over half of 
customers were starting to seek out 

more high-quality digital experiences.

COVID-19 changed the way people use 
and rely on technology, resulting in the 

expedited digital transformation. 
Consumers have gone fully digital and 

they expect businesses to keep up.

Automation Acceleration

The majority of consumers were
skeptical of AI support; lacking the 

confidence to believe in its cability to 
fully understand and resolve

their issues.

More Support

Consumers have always
reached out for support when

they needed it, but the pandemic 
brought on a greater need for

support than ever before.

+

The use of AI in customer service 
surged during the pandemic; setting a 
completely new, heightened standard 

for service experiences across all
digital platforms.

Having adapted to a more digitally 
connected climate, today’s customers 

count on having easy access to
service. This increased volume of CS 
inquiries serves as a new baseline.

44% YoY
increase
in US
ecommerce
growth

2020

54% of consumers have
admitted their customer 
service expectations
have increased

10% of customers do not
consider themselves 
as brand loyalists

80% of consumers have stated
they believe customer ser-
vice is more important now 
than ever before

75% of US consumers altered
their shopping behaviors 
and are more willing to
try new brands

59% of customers
believe in the 
necessity for 
cutting-edge 
digital
experiences 
for success

88% of customers
expect
companies 
to continue
to accelerate
their digital
initiatives

65% of consumers
had a 
negative 
connotation 
of AI in 
customer
support

82% of consumers
desire the 
maintenance 
or expansion 
of AI-powered 
service 
solutions

30% increase in
the average 
daily recorded 
customer 
service 
queries

2020

92% of consumers
will continue
to contact CS
at pandemic
level rates
or higher

2021
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Prior to the pandemic, ecommerce 
sales were steadily increasing as

consumers’ online presense grew and 
reflected in their digital shopping

and purchasing behaviors.

Consumers were quick to shift to 
almost exclusively shopping online. 
Between panicked purchases and 

“retail therapy,” ecommerce sales grew 
rapidly and continue to rise.

The pandemonium of COVID-19
accelerated service expectations. The 
now-customer expects nothing less 

than the highest quality of service they 
received amidst the pandemic. 

Growing technological
advancements allowed for a steady 

rise in expectations for high 
quality customer service 

interactions.

Even the most loyal customers turned to 
new brands due to reliability, availability 

and convenience. As more options 
become available again, it will be even 

harder to acquire and retain customers.

Growing technological
advancements allowed for a steady 

rise in expectations for high 
quality customer service 

interactions.
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Customer Expectations
The impact of the global pandemic

on already rising customer expectations
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