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The state of support
tech in 2024

From WFM and QA platforms to help desks and
telephony tools — see how your customer support
tech stack stacks up.




The ever-elusive
golden tech stack

Is a team only as good as its tools? Or are the tools only as good as the
team using them? I don’t have a definitive answer here, as I believe
there’s truth in both statements.

But if there’s one thing I can say with certainty, it’s that concerns around
ideal tech stacks come up a lot in my conversations with customer
support teams. There’s a general sentiment that tech stack choices can
result in a hugely positive force multiplier or a wide-reaching, noticeable
drag. And with the proliferation of new tools and new categories — as
well as the increasing importance of interoperability — these choices
have become more challenging.

Some folks are feeling the pressure from their finance departments or
leadership teams to consolidate their tech stack. Others are having to
answer for why their all-in-one tool is failing to meet the mark. Some
are being asked if they can reduce costs by eliminating tools and finding
manual workarounds. Others are being told to go out and procure new
tools that will multiply the productivity of their existing teams.

In short, no two tech stack challenges look exactly alike. And similarly,
no one tech stack lineup will meet every customer support team’s
unique needs. Ultimately, getting it right depends on a host of factors
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— including the level of partnership you receive from your vendors, the
quality of your various support tools’ integrations, and the reliability of
the data you see across platforms.

We recognize the impossible challenge that teams are facing: Find the
perfect set of tools that will 100x output but don’t spend a single extra
dollar on tools that won’t inmediately deliver. That’s why we put this
report together — to provide support teams with a data-driven starting
point for assembling their ultimate customer support tech stacks.

In the pages that follow, we’ll unpack the biggest tech stack challenges
facing support teams today; gauge the overall temperature for tech
investments in the coming year; check in on how teams are feeling about
Al for customer support; and share survey respondents’ top-rated tools
for each category.

So, without further ado, I invite you to dig into the data!

Ryan Wang,
Co-founder and CEO @ Assembled
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Methodology

In September and October
of 2023, we surveyed hun-
dreds of customer support
and support operations
professionals across more
than a dozen industries to
ask them about their cus-

tomer support tech stacks.

Demographic data

It’s not just about what’s
being said but also who’s
saying it. Here is a snap-
shot of individual survey
respondents and the com-
panies they work for.

Who are you?

What is your job function?

Support [:] 24.8%
Operations O ] 22.6%
Workforce manager [ ] 17.9%
Analyst ] 12.6%
Other ) 7.9%
Scheduler ] 5.8%
Forecaster [j 4.8%

BPO/vendor manager [] 3.6%

How many years of customer
support experience do you have?

<1 [J29%
15 [ 31.9%
6-10 | ] 38.6%

11-15 [ ] 11.3%
16-20 [ ]10.2%

20+ [ ]5.1%

What is your seniority level?

Manager ([ 1389%
Associate [ ] 25%
Director [:] 18.9%

VP (] 10.6%

Other ) 4.4%
C-suite ] 2.2%

What is your total annual
compensation?

<Less than $30,000 [ ] 9.7%
$30,001-$50,000 (] 8.5%
$50,001-$70,000 [ ] 16%
$70,001-$90,000 [ ] 25%

$90,001-$110,000 [ ] 10.8%

$110,000+ O 17%

Prefernottosay [ ]13%

What is your gender?

(3.4%) Prefer not to say)

Which country do you live in?

United States 75.6%
Dominican Republic 5.2%
Algeria 4%
Albania 3.4%
Philippines 3%
United Kingdom 1.8%
Colombia 1.1%
Egypt 0.6%
Honduras 0.6%
India 0.6%
Mexico 0.6%
Netherlands 0.6%
Portugal 0.6%
South Africa 0.6%
Andorra 0.6%
Costa Rica 0.6%
Canada 0.5%
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[Leoeroommcoms | Who do you work for?

How many frontline agents does What industry does your Where is your outsourced
your company employ? company serve? support team located?
<25 O 22% Fintech O J198% Philippines 29%
26-200 | ] 44.2% e-commerce [ ]19.1%
H 0,
201-500 [ 7] 20.4% Saas O )157% sl 24%
500+ () 13.4% Healthcare ~ [ 7]15.7% India 8.5%
Other 7%
Food/beverage [ ] 6.4% Colombia 6.8%
0,
How many people are employed BPO B 4.7% Algeria 6.8%
at your company? Education O 2%
Telecomms D 3.5% Dominican Republic 5.1%
S :] e Transportation [] 1.8%
. Albani 4.2%
251-2,000 | ) 47% Consulting ﬂ 1.1% bania )
- 0,
2,001-5,000 [ ] 14% Travel | 0.6% Mexico 2.4%
5,000 8.8% .
* :] ’ Hospitality | 0.6%
South Africa 1.7%
United Kingdom 1.7%
How is your support team What percentage of your support
distributed? team is outsourced? Guatemala 1.7%
Argentina 0.9%
None ) 25.2% . °
<10% ] 10.6% Portugal 0.9%
11-20% [ ]11.8%
Romania 0.9%
21-30% 20%
48.9%> Al remote) o o
3140% [ 40% Burundi 0.9%

40 Hybrid schedule 41-50% D 4.8%
10.4%m 51-60% U 3% Andorra 0.9%

61-70% (] 1.8%
71-80% [ 1.1%
81-90%  [J4.1% Armenia 0.9%
91-100% (] 4.1%
Don’t know C] 7%

Germany 0.9%

Nicaragua 0.8%



TECH STACK CHALLENGES

Someti mes the tGCh Stack fFig.:L‘) Which t(;ol(s) in yourltech s:ack has the steepest
is out of whack |

60

51.6%
If everyone thought they had the perfect set of tools, we’d have no 20 37.7%
good reason to compile this survey report. But alas! Tech stack chal-
lenges persist. AR .
2 10.5%

Sometimes it’s the tool that fails to meet expectations, and other 7.9%
times it’s how the tool interacts (or doesn’t interact) with other tools o - -
that causes its stock to plummet. Whatever the case, these challenges HRIS Telephony Quality Workforce  Help desk
create a lot of friction in customer support workflows. That’s bad news assurance  management
for teams that are under pressure to operate at peak efficiency, which,
last time we checked, is pretty much every team these days.

Integration frustration
Ramp timeis money In a world where data reliability is key, your CX tools are only as

good as the integrations that connect them. Unfortunately, inte-
Getting ramped up on new support tools isn’t always a walk in the grations are all too often overlooked. More than 29% of survey
park. Sometimes, it’s downright time- and resource-intensive. Almost respondents report either weekly or monthly technical issues that
52% of respondents say their help desk has the steepest learning stem from weak tech stack integrations. (Fig.2)
curve for new employees. Next in line? Just shy of 38% of respondents
say it’s their workforce management platform that throws new hires The main culprits? Perhaps unsurprisingly, it all goes back to data
for a loop. (Fig. 1) — you know, the currency of this modern-day information era?

Nearly 48% of respondents say lack of real-time data gives them
More and more teams are recognizing the value of easy-to-implement, grief, while almost 38% say data inaccuracies are the problem.
user-friendly solutions. Not only are they faster to deliver ROI, but (Fig.3)

they zap fewer resources over time and don’t require advanced techni-
cal expertise. That last part is key considering the risk that employee
turnover and associated loss of institutional knowledge carry.



(Fig.2) How often do Never [ ] 29.9%
you encounter technical Rarely [ 29.1%
issues that arise from tool Daity [ 22.5%

. S

integrations? Weekly [N 15.9%

Monthly [l 2.6%

(Fig.3) What problems do you commonly encounter with your
integrated tools and how often?

Lack of real-time data 47.6%

Data inaccuracies 37.5%

Outages and downtime 34.2%

Loss of institutional knowledge 26.1%

1NN

Issues with credentials 16.1%

e T

. Rarely

Other 4.6% W oaity
. Weekly
H. . Monthly

TECH STACK CHALLENGES

So, which tools have a hard time playing well with others? Turns out
the same tools responsible for lengthy ramp times are also responsi-
ble for integration woes. 32% of respondents report issues with inte-
grating their help desks while just over 29% say it’s their workforce

management platforms that don’t want to play ball.

Have you faced any challenges in integrating any of your tools?
If so, which ones and how often?

None 32.6%

| |
Help desk 32%
|
Workforce Management 29.3%
NI
Telephony 20%

IR

Quality Assurance 18.6%

- e

- Rarely

HRIS 9.3% Ml oaiy

. Weekly
e B oy




TECH STACK INVESTMENTS

Some of those will be net new and some of those will be replacements.
In the latter category, more than 46% of respondents are planning

to switch to a new quality assurance tool. Help desks and workforce
management platforms are tied for second, each with 27.5% of
respondents saying it’s time for an upgrade.

If you're planning on making a change to your tech stack,
which tool(s) are you considering replacing or upgrading?

Quality assurance tool

Workforce management platform

Help desk platform

Telephony tool

HRIS

But wait, who’s driving these purchasing decisions? More than 32%
of our survey respondents said the customer support department is
behind the wheel. (Fig.4)




TECH STACK CHALLENGES

(Fig.4) Who drives tech stack purchase decisions? A word of caution: In many cases, tech stack consolidation isn’t all
it’s cracked up to be. What we’ve seen in practice is that no all-in-one

solution does everything well — and it’s the teams who fall for the
m grabby sales pitch that suffer.
Between clunky workflows that require constant intervention and ulti-

mately being forced back to the drawing board to find tools that can

(Procurement 4.8%)

actually get the job done, tech stack consolidation can end up being
more expensive than working with multiple vendors.

Idon’t know ( 21%

Our two cents? Teams that focus on best-in-class solutions with
robust integrations will have less confusion, less frustration, and
lower costs in the long run.

Consolidation station

We know from our conversations with companies of all sizes that
the economic uncertainty of these past few years had a lot of folks
noodling over the idea of tech stack consolidation. On a scale of
1-5, 35.2% of respondents rated tech stack consolidation a level
4 out of 5 priority.

On a scale of 1-5, how high of a priority is it to you to leverage
one provider for all your support team’s tools?

1 o

\ﬁ 26.4% 35.2% 32%
0.8% | 5.6%




THE ROLE OF AI

What challenges or reservations do you have about implementing
Al in your customer support processes?

AI can’t fully replicate
agent work or the
brand voice

Customers in endless
loops with a chatbot

Security
or privacy
concerns

AI won’t
communicate
with the

rest of our
tools

(=)

Nearly 23% of survey respondents cited quality control as their num-
ber-one Al objective. Ticket triage or categorization and deflection
weren’t far behind, with just over 19% of respondents saying that’s
where they’re hedging their Al bets. (Fig.5)




(Fig.5) What is your biggest objective when implementing

AI in your customer support process?

Quality control

Ticket triage or categorization

19.9%

Deflection

Personalization

Other

Agent training

Sentiment analysis

Language support

3.4%

Coaching

s

6.9%

6.8%

9%

11%

19.1%

22.6%

THE ROLE OF Al

Who's your Al guy?

We asked companies that are already invested in Al for customer
support about what vendors they’re working with. At this point, there
doesn’t seem to be a clear market leader. Just over 57% of respon-
dents said their tool wasn’t listed in our survey, while 14.2% said
they’re currently using Forethought.

Which AI-powered solutions for customer support does your
team currently use?

57.1%

Other

14.2%
d@ Forethought

CRESTA TR

lang.ai 7.4%

#= OBSERVE-A 6.1%

Slang.ai 5.4%

W KODIF 3.4%

~netomi |]° .

10
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Support tools
to swipe right on

All dogs are good dogs but not all support tools are
good support tools. We asked survey respondents

to tell us how they really feel about the main tools in
their customer support tech stacks — including their
workforce management (WFM) platforms, quality
assurance (QA) tools, help desks, and telephony tools.




WFM platforms

Allin all, survey respondents feel positively about their WFM plat-
forms. Almost 40% of respondents say their WFM is worthy of a five-
star rating.

On a scale of 1-5, how 1 (] 1.94%

satisfied are you with 2 [])a.23%

your current workforce 3 [ ) 17.46%

management platform? 4| ) 36.68%
5 | ] 39.68%

This probably goes without saying, but survey respondents who rely
solely on spreadsheets reported the lowest satisfaction across the
board. It’s safe to say that any tool is better than no tool at all.

The winner’s circle

After digging into WFM platform data by provider, it was hard to not
separate WFM tools into two categories: modern WFM tools and leg-
acy WFM tools. The dividing line between the two? The emergence of
omnichannel — which was brought about in 2010.

WFM platforms created before 2010 have added new features to

stay competitive in an omnichannel-first world, but the technology
underlying these platforms remains biased toward inbound call center
environments. WFM platforms created after 2010 are purpose-built
for omnichannel and, as such, are less prone to crufty technology that
tends to slow the user and customer experience down.

TOP-RATED SUPPORT TOOLS

tymeshift

Top-rated modern WFM platform

Assembled, Playvox, and Tymeshift were all created in the omnichan-
nel era. Assembled earned the highest ratings overall, with almost
47% of respondents who use the platform giving it a perfect 5.

Top-rated legacy WFM platform

NICE, Calabrio, Verint, and Genesys were all created before omni-
channel support was a thing. If traditional call center environments
are your thing, these are the WFM platforms for you. Just under 45%
of NICE users say the platform deserves a five-star rating.

12



QA tools

On a high level, survey respondents are feeling alright about their :

QA tools. Just shy of 39% of respondents gave their QA tools a 5 out
of 5. That said, QA was the one category on our list to receive the
most three-star ratings, with 25.5% of respondents feeling pretty
middle of the road when it comes to their QA setup.

On a scale of 1-5, how 1 () 1.27%
satisfied are you with your 2 [ 3.98%
current QA platform? 3 [ ) 2550%
4 | ] 30.38%
5 | ] 38.88%
L] , -
The winner’s circle

When evaluating survey data for QA tools by vendor, the results are
most striking when broken down by industry.

TOP-RATED SUPPORT TOOLS

Top-rated QA tool for SaaS and fintech companies

Nearly 71% of survey respondents who use Klaus for QA
rated their tool a perfect 5 — more than 47% of which
work in the broader technology sector. Our results show
an even split between Saa$S and fintech, with 23.53% of
respondents each.

Top-rated QA tool for healthcare companies

Just under 61% of EvaluAgent users who responded to
our survey gave their tool a five-star rating — 60.61% of
which serve the healthcare industry.

Top-rated QA tool for e-commerce companies

Close to 52% of respondents who use MaestroQA say
their tool earns a solid 5 out of 5 — almost 39% of which
support e-commerce businesses.

13



Help desks

Zooming out and looking at how satisfied survey respondents are
with their help desks on the whole, the help desks are doing okay.
39.86% of respondents give their help desk a 4 out of 5 and 39.7%
give theirs a perfect 5.

On a scale of 1-5, how 1] 0.34%
satisfied are you with your 2 [ 1.35%
help desk platform? 3 [ ) 18.75%
4 | ] 39.86%
5 | ] 39.70%
- , -
The winner’s circle

Digging into the data by help desk provider, three clear winners
emerge — and, perhaps unsurprisingly, they line up perfectly with
the markets they’re intended to support.

S

TOP-RATED SUPPORT TOOLS

Top-rated help desk for enterprise companies

According to our survey, Salesforce Service Cloud is the
top-rated help desk for companies with 1,000 employees
or more. Interestingly, respondent seniority level does

not appear to be a factor. Service Cloud received a high
percentage of five-star ratings from associates, manag-
ers, and directors alike. Support operations folks were
the biggest Service Cloud cheerleaders, accounting for
just shy of 30% of five-star ratings across all job functions
surveyed.

Top-rated help desk for mid-market companies

For companies with 100-999 employees, our survey
shows that Zendesk is the top-rated help desk. Survey
respondents at the managerial level are the biggest
Zendesk fans, with 20% of managers giving the help desk
a perfect 5.

Top-rated help desk for small- and medium-sized
companies

Last but certainly not least, Intercom came in as the
top-rated help desk for companies with fewer than 100
employees. Workforce managers and support operations
folks doled out the most five-star ratings, with nearly 30%
of each job function saying yes to the help desk.

14



TOP-RATED SUPPORT TOOLS

Telephony tools

Of all the support tech we asked survey respondents to rate, tele- Top-rated telephony tool across all job functions
phony tools had the highest instance of five-star ratings overall.

Almost 46% of respondents give their telephony tool a perfect 5.

More than 83% of Zoom Contact Center users give this
telephony tool a five-star review. This is a fan favorite
across the board — regardless of job function, seniority

On a scale of 1-5, how 1 10.88% level, or years of experience.
satisfied are you with your 2 [J 2.46%
current telphony platform? 3 [ ) 2158%

s ) 29.47%

Top-rated telephony tool by workforce managers

5 | | 45.61% .
A very close second, almost 82% of Five9 users say the
tool earns a 5 out of 5 — 28.26% of which are workforce
The winner’s circle managers. Five9 also appears to be overwhelmingly
favored by remote teams, with 63% of Five9 users saying
When looking at our survey respondents’ top-rated telephony tools, that’s how their team is distributed.

we discovered one all-around favorite and a couple of interesting

relationships between job function and telephony tool of choice. Top-rated telephony by support operations

professionals

Nearly 56% of Talkdesk users say their telephony tool
gets a perfect 5 — 41.67% of which are support opera-
tions professionals. Talkdesk appears to be the preferred
choice for hybrid teams, with 67% of Talkdesk users
saying that’s how their team collaborates.
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Assembled

About Assembled B FocnT scorecaro
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Assembled is a support operations
platform that helps companies maintain
exceptional customer experiences — no Agent trends I
matter what lies ahead. Leading brands
use Assembled’s workforce and vendor
management capabilities to make optimal
staffing decisions, gain visibility into per-
formance and productivity, and unlock new
ways to serve evolving customer needs.
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