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The Connected Rep
Deliver better customer service by enabling reps with technology. 
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The Connected Rep

The future of customer service is connected

Customer service representatives report that  
their jobs are becoming more complex. Leaders 
are investing in training and hiring to equip their 
functions with better talent but still face a 25% 
median attrition rate. 

To better support reps and deliver better customer 
service, it’s time for a new technology strategy that 
Gartner calls the Connected Rep.

Why it matters

The Connected Rep is a strategy that bridges 
technology and talent to support reps’ 
performance in a more scalable way. Through  
data and analytics, context, guidance and design,  
it enables reps to resolve customer issues and  
feel more satisfied with their work. 

43%
 

of reps reported they were overwhelmed 
by the number of systems and tools 
needed to complete work.

62% 
of reps report that their systems provide 
them with unnecessary information.

Only  

34%
 

of service and support leaders view 
their desktop investment as effective.

Source: Gartner

By 2026, customer service 
functions that implement 
the Connected Rep will 
improve contact center 
efficiency by 30%.

https://www.gartner.com/en/customer-service-support
https://www.linkedin.com/showcase/gartner-for-customer-service-&-support/
https://www.gartner.com/en/become-a-client
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The Connected Rep

The Connected Rep
How technology enables better customer service delivery

Connected 
Rep

Customer

Colleagues Connected 
Supervisor

Context
Access to a variety of customer information, 
including relationship with company and  
journey history

Guidance
Provides recommendations and insights, 
personalized and contextualized, for the  
customer; allows real-time collaboration with 
customers, colleagues and supervisors

Design
Presents complex customer information  
in an easy-to-use format

Capabilities

https://www.gartner.com/en/customer-service-support
https://www.linkedin.com/showcase/gartner-for-customer-service-&-support/
https://www.gartner.com/en/become-a-client


4Gartner for Customer Service & Support                     Follow Us on LinkedIn                    Become a Client  

The Connected Rep

How the Connected Rep capabilities deliver business benefits

A rep in a high-context technology 
environment is more likely to believe their 
systems help them deliver first-contact 
resolution (FCR) than that same rep placed 
in a low-context environment.

A rep in a high-guidance environment is 
more likely to perform complex work  
than the same rep placed in a low-guidance 
environment.

Well-designed systems and tools promote 
quality and efficiency.

Context
Information that enriches a representative’s 
understanding of customer interactions, 
for example:

• Customer name  

• Products and past interactions

• Tenure or how long they’ve  
been waiting

Guidance
Information or functionality that aids 
decision making and overall performance, 
for example:

• Predicted contact reason

• Intelligent next best actions (NBAs) 

• Suggested phrases and coaching support 

Design
How information is conveyed to the rep,  
for example:

• Well-organized containers or sections 
dedicated to specific topics 

• Standard containers across business 
units for easy handoffs 

• Just-in-time information to integrate with 
knowledge management system (KMS) 
and share suggested phrases 

• Dynamic workflows linking customer 
activity in the digital channel to the rep  
in an assisted channel 

https://www.gartner.com/en/customer-service-support
https://www.linkedin.com/showcase/gartner-for-customer-service-&-support/
https://www.gartner.com/en/become-a-client
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The Connected Rep

Customer Information, Relationship and Interaction Data

Insights and 
Recommendations

Customer Journey Workflow — Customized Based  
on Role

Customer Information

Insights and Actions

Customer 
Journey

Workflow

Rep Impact: Containers help with 
categorization and organization; they 
create common places for reps to always 
access specific information.

Leader Impact: Containers make agile 
management of desktops easier. Leaders 
can assign containers for development, 
testing and continuous improvement and 
update containers without impacting 
other parts of the desktop.

Design your systems with “containers” to make them easier to use and maintain.

Source: Gartner

Organize information with a modular design
Sample desktop design

https://www.gartner.com/en/customer-service-support
https://www.linkedin.com/showcase/gartner-for-customer-service-&-support/
https://www.gartner.com/en/become-a-client
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The Connected Rep

  

Current State Future State

The Connected Rep: Strategic roadmap overview

•  Unnecessary information

•  Institutional knowledge

•  Unorganized

•  Context

•  Guidance

•  Design

Gap
Strategy: Lack of just-in-time customized information

Process: Lack of enforcement for complex and varied processes

People: Lack of team to support programs and employee tools 

Technology:

•   Lack of transformation after lift and shift from legacy to new platforms 

•   Overly complex environment created by incremental enhancements 

•   Batched data resulting in lack of real-time availability

Migration 
Strategy: Enable reps with technology to better serve customers.

Process: Simplify, standardize, support and enforce processes.

People: Establish program management team to support programs and tools.

Technology: Invest in tech that supports optimized customer experience. 

https://www.gartner.com/en/customer-service-support
https://www.linkedin.com/showcase/gartner-for-customer-service-&-support/
https://www.gartner.com/en/become-a-client
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The Connected Rep

Getting started
Securing funding

Because the goal of the Connected Rep is to provide context and enable 
reps, it doesn’t necessarily require the most advanced technology. Based on 
your starting point and desired state, the funding required will vary. 

However, it is important to recognize that the assisted channel is the most 
costly to serve customers and over half of customers are still ending their 
journey with your reps. Therefore, leaders have a strong opportunity to project 
business benefits that will support a strong ROI to help prioritize funding. 

Who should be involved

Internal IT leaders:
• Create viable solutions and bring 

them to life. 

• Provide skills and experience.

• Work with business leaders to select 
technology vendors.

Leaders in sales, marketing,  
network, product, support, training, 
data and analytics, and more:
• Provide support and ongoing 

partnerships.

• Provide feedback.

Business leaders:
• Understand desired outcome  

and urgency.

• Provide use cases and knowledge  
of impact on customers, employees 
and company.

• Partner with IT to select technology 
vendors.

https://www.gartner.com/en/customer-service-support
https://www.linkedin.com/showcase/gartner-for-customer-service-&-support/
https://www.gartner.com/en/become-a-client
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The Connected Rep

Strategic roadmap timeline for the connected rep

Drivers
•  Seamless customer journey.

•   Enable reps to handle 
issues beyond traditional  
issue resolution.

Drivers
•   Improve customer  

experience, loyalty and 
revenue. 

•   Increase assisted  
channel efficiency.

Drivers
•   Lower employee effort.

•   Maximize customer 
profitability.

Drivers
•   Improve employee 

experience.

•  Improve business agility.

0 – 6 7 – 12 12 – 18 18+

•   Engage a product manager to 
create the vision.

•   Evaluate current state of 
employee tools. 

•   Define desired outcome and 
assess the data and technology 
environment to deliver.

•   Identify stakeholders needed  
for decisions and support.

•   Secure funding, if required.

•   Develop short-term and  
long-term roadmap.

•   Define use cases, timing and 
cross-functional team members 
needed for requirements, 
development and implementation.

•   Identify interdependencies.

•   Build a product team.

•   Design and develop initial use 
case or feature.

•   Define acceptance criteria; 
test and pilot initial use case 
or feature.

•   Define production 
implementation plan.

•   Deploy use case or feature to 
the broader rep population.

•   Create a process to evaluate 
improvements. 

•   Monitor rep adoption and  
system performance.

•   Continue implementation by 
phase or feature.

Months

https://www.gartner.com/en/customer-service-support
https://www.linkedin.com/showcase/gartner-for-customer-service-&-support/
https://www.gartner.com/en/become-a-client
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The Connected Rep

How Gartner helps customer service leaders adapt and stay ahead
Service and support organizations’ technology 
investments have fallen short on solutions for frontline 
staff. Gartner can help customer support leaders 
empower reps to deliver efficient, high-quality and 
high-value customer experiences by augmenting their 
work with technology.

How Gartner supports you as a client
Diagnose current state Develop your plan Execute and drive change

Schedule an inquiry with a Gartner expert to discuss:

Diagnostics and  
benchmarks

Guides and  
toolkits

Expert  
inquiry

Expert  
research

Live 
events

Peer connections Case studies and 
best practices

Webinars and  
online learning  
events

Document  
reviews

Assess the current state of your information 
services with Gartner Customer Service and 
Support Score for objective, peer-based 
performance standards.

• How can I equip my reps to deal with more 
complex issues?

• When investing in rep-facing technology, 
what’s most important?

• What should be my first use case? 
• How can we secure funding? 
• How do I get buy-in and build the business 

case for my vision? 

Deploy The Rep Experience Survey for  
detailed insight into representatives’  
perspectives on technology, coaching 
effectiveness, productivity and disengagement, 
and work-from-home dynamics, so their 
organizations can equip reps to provide 
low-effort customer experiences.

Learn how to Communicate Your Vision and 
Gain Stakeholder Buy-In for Large Technology 
and Strategic Programs.

Be on the lookout for upcoming content on:
• Examples of Connected Rep use cases and 

strategies to surface them
• Guidance around successful product 

management of your rep desktop
• Strategies for funding the Connected Rep

Map out your strategy to leverage  
technology to aid assisted-channel journeys 
and tailor customer experiences with the 
Strategic Roadmap for the Connected Rep.

https://www.gartner.com/en/customer-service-support
https://www.linkedin.com/showcase/gartner-for-customer-service-&-support/
https://www.gartner.com/en/become-a-client
https://www.gartner.com/document/4006901
https://www.gartner.com/document/4006901
https://www.gartner.com/document/4006009
https://www.gartner.com/document/4016936
https://www.gartner.com/document/4016936
https://www.gartner.com/document/4016936
https://www.gartner.com/document/code/757239
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The Connected Rep

Explore more additional complimentary resources and tools 
for customer service leaders:

Research
Top Customer Service Priorities
Discover the top priorities for customer 
service leaders this year and beyond.

Download Research

Actionable, objective insight

Already a client?  
Get access to even more resources in your client portal. Log In

eBook
The Future of Customer Service
The future of customer service is 
contextualized, predictive, value-focused 
and ubiquitous. Are you ready? 

Download eBook

Infographic
5 Ways to Enhance Your  
Self-Service Portal
Discover five common misconceptions 
about the customer self-service portal.

View infographic

Playbook
Recession Playbook for Customer 
Service Leaders
Learn how to optimize costs without 
impacting the customer experience, and 
position yourself for long-term gains.

Download Playbook

https://www.gartner.com/en/customer-service-support
https://www.linkedin.com/showcase/gartner-for-customer-service-&-support/
https://www.gartner.com/en/become-a-client
https://www.gartner.com/en/customer-service-support/insights/service-leaders-priorities
http://gartner.com/account/signin
https://www.gartner.com/en/customer-service-support/trends/future-of-customer-service
https://www.gartner.com/en/customer-service-support/trends/debunk-5-myths-about-self-service-portals
https://www.gartner.com/en/customer-service-support/trends/recession-playbook-for-customer-service-leaders
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Top Priorities for Finance Leaders in 2022
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Connect With Us
Get actionable, objective insight to deliver on your mission-critical 
priorities. Our expert guidance and tools enable faster, smarter 
decisions and stronger performance. Contact us to become a client:

U.S.: 1 855 811 7593  

International: +44 (0) 3330 607 044

Become a Client

Learn more about Gartner for Customer Service & Support 
gartner.com/en/customer-service-support

Stay connected to the latest insights

https://www.gartner.com/en/finance?utm_medium=asset&utm_campaign=RM_GB_2022_FINL_NPP_IA1_FIN-PRIORITIES-2022&utm_term=ebook
https://www.linkedin.com/showcase/gartner-for-finance/
https://www.gartner.com/en/finance/lets-connect
https://www.gartner.com/en/become-a-client
https://www.gartner.com/en/customer-service-support
https://www.linkedin.com/showcase/gartner-for-customer-service-&-support/
https://twitter.com/Gartner_inc
https://www.youtube.com/watch?v=n2wSdYPHjQI

