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Customer-facing employees desperately want to please

Much has been said about the decline of customer service, but it’s 

especially unfortunate when customer-facing employees desperately 

want to please — yet can’t. This appears to be the case for nearly 9 in 10 

customer-facing employees (89 percent) — e.g., bank clerks, call center 

operators, nurses, bank managers and shop supervisors — who in a new 

research study by Forrester Consulting said there’s a gap between the 

experience they can deliver and the experience the customer expects. 

Without investment in new technologies and processes, the research 

suggests, organizations will be facing a new competitive landscape at a 

substantial disadvantage. 

The research, conducted for Ricoh Company, Ltd. by Forrester Consulting, 

found that poor customer support often stems from inadequate time 

for customer-facing employees to focus on the customer, as well as 

inadequate document and process support that would allow more 

human-centric interaction. Current systems consume too much human 

bandwidth by necessitating low-value tasks, and they drain energy from 

workers that could be used to provide a richer customer experience. 
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The customer expectation gap

•	 Forrester	finding:	Customer-facing 

workers (89 percent) say they 

cannot deliver on the experience 

the customer expects — they are too 

busy	struggling	to	find	information	

and drive processes through outdated 

systems and inferior business 

information workflows.

•	 Forrester	believes	there	is	a	significant	

opportunity cost to businesses that 

cannot deliver a personalized human-

to-human experience because of time 

wasted with poor document and process 

support. Potential impact includes 

inefficient	workers,	high	employee	

turnover, declining competitiveness, 

and lost revenue. 
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Among	Forrester’s	key	findings:	

This research reveals that gaps in systems and 

document services do not allow time for a rich 

personalized experience. Decision-makers believe 

that customer-facing workers could be more effective 

with more time available to personalize the customer 

experience. Poor information access and time 

spent	capturing,	searching,	printing,	and	filling	out	

documents and forms that do not add value absorb 

precious client-facing time and are major limitations 

in	supporting	customers	today,	with	a	significant	

opportunity cost to the business.

In fact, nearly 1 in 4 managers surveyed (23 percent) 

said poor document services support was a “major” 

limitation slowing the effectiveness of customer-facing 

employees in their organizations. More than 1 in 4 

managers surveyed (26 percent) also cited poor 

information access as a “major” limitation. 

The study states that one problem is customer-facing 

employees are using outdated technology that is often 

inferior to that used by the customers on the other end 

of the interaction. More than one-third of managers 

(36 percent) said their organizations struggle to have 

the newest technologies, and more than 1 in 4 manag-

ers (27 percent) said there’s a growing gap between 

their customers’ use of technology and what their 

customer-facing workers are equipped with. 

According to the study, emerging document and 

process support are required to improve client-facing 

engagements. Demographic changes are converging 

with an accelerating technology ecosystem to support 

the emerging customer-facing work experience. 

Collaboration, instant messaging, tablet-based 

mobile solutions, and flexible workplaces will form 

these “lighter “solutions to reduce the time spent on 

activities that add no value and free up client-facing 

workers to provide a more personalized service. All of 

these technologies depend on the flexible mobilization 

of important business information. 

 

Forrester’s	key	recommendations:	
Forrester believes that improving customer-facing 

support creates a competitive advantage through 

creativity and innovation. Workers today just don’t have 

enough time to provide highly personalized service — a 

gap that can be reduced with strong industry solutions 

that leverage document services and advanced process 

management and which support mobility and emerging 

work patterns. To improve the performance of 

customer-facing	workers,	organizations	should:

•	 Focus	on	implementing	smarter	solutions	that	free	

up employees’ time so they can focus more fully on 

serving the customer.

•	 Understand	that	empowering	employees	not	only	

benefits	the	customer	directly,	but	also	makes	

employees happier, more productive and less likely 

to	leave	—	which	benefits	everyone.

•	 Develop	agile	processes	that	help	customer-facing	

workers more fluidly handle customer exceptions in 

more capable ways — for example, by having easy 

access to expert guidance and the ability to start 

new case processes. 

•	 Even	with	the	newest	and	best	tools	for	customer-

facing employees, focus on streamlining document 

processes to mobilize information between customer 

touchpoints	and	the	back	office.

Forrester	Consulting	Study	Methodology:
In March 2013, Ricoh commissioned Forrester 

Consulting to evaluate the importance and business 

impact of document and process support at the point 

of service. To explore this topic, Forrester Consulting 

conducted in-depth interviews with 250 global 

customer service strategy and operations decision-

makers as well as 36 customer-facing individual 

contributors. To see the entire Thought Leadership 

Paper,	visit:	mds.ricoh.com/thoughtleadership.
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