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The search term
“contact centre”
surpasses “call centre”
on Google. Ofcom
introduces silent

calls regulation. PCI
compliance 2.0 goes live.

Flexible working
comes of age
with the growth
of homeworking,
job sharing and
flexible shifts.

The ‘Rise of the
Robots’ causes
alarm for the
workforce as
organisations
maximise use
of chatbots.

A further digital revolution
with messaging and live chat.
Predictions that greater contact

Contact Centre Evolution

Artificial Intelligence dominates
agendas with Microsoft
predicting that AI will redefine
the customer experience in the
next ten years.

UK National Contact Centre
Awards celebrates its 21°
anniversary. HSBC introduce voice
biometrics solution to customers.
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CCMA celebrates 25 years
as the longest serving
association representing
this industry.

Industry handles
new GDPR laws

as contact centres
identified as weakest
link for gnline
fraudsters.
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€X metrics.
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