
91%
keep their mobile 

phones within arms 
reach 24/7

92%
are interested in 

more mobile 
customer service 

options

75%
think customer 

service apps save 
time & hassle

75%
have had good 

experiences using 
customer service 

apps

reference online 
reviews before 

making a 
purchase

56%

69%
prefer to contact 
customer service 

via mobile
phone

71%
expect real-time 

access to 
personal 
accounts

93%
prefer a 

personalized 
experience

will stop using 
technology if it’s 
not easy-to-use 

the first time

45%

post product 
reviews 
online

50%

48%
want companies 

to know them 
better

98%
say customer service 
has an impact on their 

perception of a 
company

say their time is 
valuable and
want faster 
processes

53%

Mobile is changing consumer 
expectations and behavior...

How does your customer service 
experience fit their mobile lifestyle?
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