Service contacts: Phone contacts still lead,
but self-service surpasses snail malil

The following tables are derived from Customer Service Newsletter’s 2006-2007 Salary and
Benchmarking Survey. They look at survey participants hours-of-service offerings by size of service
staff and by geographic region.

Table 1
Percentage of companies offering extended service hours
(by number of reps)

‘ [l Normal business hours* | ] Extended service hours B 2477 service

100 or
more reps

25to
99 reps

Fewer than
25 reps

I
0% 20% 40% 60% 80% 100%

*Note: For the purposes of our survey, normal business hours are defined as up to 5 days/55 hours per
week. Extended service hours would include additional evening or weekend hours.
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Table 2

Percentage of companies offering extended service hours

(by geographic region)

‘ Normal business hours*

| | Extended service hours

24/7 service

New England

Mid-Atlantic

South
Atlantic

East North
Central

West North
Central

South Central

Mountain

Pacific

Canada

International

(excluding
Canada)

64% 9% %
66 24% 0%
|
% 36% %
| |
8% 32% 0%
| |
% 30% %
| |
4% 38% 8%
|
89 38% 4%
4% 10% 6%0
0% 50%
| |
0% 38% %
I I
60% 80% 100%

*Note: For the purposes of our survey, normal business hours are defined as up to 5 days/55 hours per
week. Extended service hours would include additional evening or weekend hours.
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