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Forward

Welcome to the latest edition of our newsletter series!

The overwhelming response to our fourth issue of "Engage Connect" highlighted the
unigue needs and interests of the contact center industry. Your feedback has inspired
us to create another enriching experience for you.

At Engage Connect, we remain dedicated to keeping our stakeholders informed
about the latest technological advancements relevant to their industry. We stand out
as the premier magazine for contact center professionals due to our unwavering
commitment to quality and relevance. Our publication features meticulously
researched articles and comprehensive analyses of the latest trends. We prioritize
delivering actionable insights that empower our readers to implement effective
strategies and achieve tangible results. Our dedication to excellence ensures that
Engage Connect remains the go-to resource for those seeking to excel in the contact
center industry.

This edition marks a significant milestone as we bring on board esteemed
contributors who have generously shared their expertise and insights. We extend our
heartfelt gratitude to all contributors for their invaluable input in this edition. Their
contributions have enriched our content and provided diverse perspectives that we
are excited to share with you.

The content of Engage Connect Fifth Edition is tailored specifically to cater to the
distinctive requirements and interests of the contact center industry. Let's take a
sneak peek at the insightful articles awaiting you:

o The Secret Weapon of Champions: How Marginal Gains Will Drive
Big Results

Discover how marginal gains can significantly improve customer experience. Learn
about key performance indicators (KPls), data analytics tools, and predictive analytics.
Implement continual service improvement (CSI) strategies and integrate KPIs, data
analytics, and CSI for enhanced customer experiences and business success.

o Collaborative Systems: Performance Improvement, Knowledge
Sharing, Remote Work

Enhance team performance and knowledge sharing with collaborative systems,
focusing on remote work. Learn about effective leadership, enabling tools for cultural
integration, and improving employee and customer experiences. Explore
management operating systems, Kaizen principles, team collaboration, service
blueprints, and strategies for effective collaboration and community building.

Engage Connect | EDITION®



O Elevate Your Business with Strategic Customer Journey Mapping

Unlock the potential of customer journey mapping to elevate your business. Define
and explore the concept in depth, learn about different types of journey maps, and
understand their advantages. Follow detailed steps for the mapping process and
discover essential data inputs to enhance your customer'’s experience.

@ Mastering Call Routing: From Basics to Intelligent Systems

Explore the essentials and advanced aspects of call routing. Understand its
significance, discover various routing types, and delve into Intelligent Call Routing
(ICR). Learn from real-world examples, uncover the advantages of call routing systems,
and get strategic tips for effective implementation.

o Securing Your Contact Center: Compliance Standards and Essential
Measures

Ensure your contact center meets compliance standards with our in-depth guide.
Understand key call center regulations, essential security measures, and learn about

compliance monitoring and reporting. Discover effective agent training strategies and
tips to avoid common compliance pitfalls.

We hope you find this edition of Engage Connect both informative and inspiring.
Thank you for being part of our journey.

| also invite you to contribute to this dynamic and relevant publication series. For
contributing you may express your interest at info@engageconnect.cx

Happy reading!

With warm regards,

Rohit Gupta

Chief Operating Officer
VentureSathi

EDITIONS | Engage Connect
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D id you know that 73% of customers
say that a good experience is key in

influencing their brand loyalties? To ensure
success, companies are increasingly
turning to data-driven  approaches.
Analytics are important to understand
customer behaviour, preferences, and pain
points, enabling organizations to make
informed decisions to enhance CX. Key
Performance Indicators (KPIs) serve as vital
metrics in this process, helping businesses
gauge the effectiveness of their CX
strategies and initiatives. By leveraging
data analytics tools, organizations can gain
valuable insights into customer
interactions, trends, and sentiments. This
data-driven approach allows businesses to
proactively address issues, personalize
customer interactions, and ultimately,
improve overall customer satisfaction and
loyalty.

P[@NISE HOll MARGIMAL GRINS

Highlights to Explore

A

Marginal gains  for improving

customer experience.

Understanding and leveraging key

performance indicators (KPlIs).

Using data analytics tools for

customer insights.

Implementing predictive analytics
for better CX.

Continual service improvement (CSl)

strategies.

Integrating KPIs, data analytics, and
Csl

experiences.

for enhanced customer

“Metrics and analytics for customer experience involve the systematic measurement

and analysis of customer interactions and feedback to improve service, satisfaction,

and loyalty.”

Engage Connect | EDITION®
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In today's experience-driven economy, customer loyalty hinges on exceptional
experiences throughout the entire customer journey. Data is no longer just a financial
tool; it's the lifeblood of understanding customer behavior, optimizing operations, and
driving growth. This whitepaper goes beyond the basics, exploring how businesses can
leverage a potent combination of Key Performance Indicators (KPIs), Data Analytics
Tools, Predictive Analytics, and a commitment to Continuous Service Improvement
(CSI) to unlock a powerful framework for success: Marginal Gains for Customer
Experience (CX).

From Insights to Impact: The CX Advantage

While data is undoubtedly crucial, simply collecting it doesn't guarantee success. The
challenge lies in transforming data into actionable insights that inform and guide CX
teams. This article will delve deeper into the "why" and "how" of data-driven CX:

I. Understanding the Metrics Maze:

Not all metrics are created equal. We'll
explore how to identify the right KPIs that
truly reflect the customer experience,
move beyond vanity metrics, and focus on
those that drive real business value.

E. From Data to Decisions:

Learn how to utilize a variety of Data
Analytics Tools that empower your CX
teams to uncover hidden trends, identify
pain points, and gain a holistic view of the

customer journey. This goes beyond
traditional tools like CRM systems,
exploring advanced solutions like
customer journey mapping and text

analytics.

a. Predicting the Future of CX:

Dive into the power of Predictive Analytics
for proactive customer engagement. We'll
explore how these advanced algorithms
can anticipate customer needs and
behavior, allowing your teams to address
issues before they arise and personalize
experiences for maximum impact.

|.| The Power of Continuous Service
* Improvement (CSI):

This article goes beyond a theoretical
framework, outlining practical strategies
for fostering a culture of CSI within your
organization. Learn how to empower
employees, celebrate milestones, and use
data to fuel continuous improvement,
ensuring your CX strategy remains agile
and responsive to evolving customer
needs.

5. Marginal Gains, Massive Result:

The philosophy of marginal gains
emphasizes the cumulative impact of
making small, incremental improvements
across all aspects of the customer journey.
By focusing on data-driven insights and a
commitment to CSI, businesses can
achieve these "marginal gains" that
collectively lead to significant
enhancements in customer experience,
loyalty, and ultimately, business
performance. This article will equip your
CX teams with the tools and strategies to
unlock this powerful framework and
achieve breakthroughs in customer
satisfaction and retention.

EDITIONS | Engage Connect
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Demystifving Marginal Gains: Small Steps, Big
Impact for Customer Experience

The concept of marginal gains, popularized by Sir Dave Brailsford's revolutionary
approach to cycling performance, has transcended the world of sports and infiltrated
various industries, including customer experience (CX). At its core, marginal gains
emphasize the cumulative impact of making small, consistent improvements across
every facet of a process.

The Power of Incremental Change:

Imagine a customer journey as a series of interconnected touchpoints. Each interaction,
from navigating your website to interacting with customer service, presents an
opportunity to either delight or disappoint your customers. Marginal gains focus on
identifying and optimizing these touchpoints, no matter how seemingly insignificant.

Real-World Examples:

I_ Team Sky’s Dominance: usage. They achieved this by standardizing

how limes were cut, maximizing yield from
Sir Dave Brailsford's leadership at Team Sky  o5¢h fruit.

exemplifies the power of marginal gains.

By meticulously analyzing every aspect of I'I. Tesco (UK Grocery Smre):
performance, from painting mechanics'

trucks white to improve visibility to They strategically placed healthier snacks

ensuring consistent sleep routines for Near checkout lines, nudging customers

unprecedented seven Tour de France effort.

victories in eight years. 5 A
« AINlAzZon:

E- American Airlines Olive Odyssey: They implemented A/B testing on product

pages, constantly tweaking layout and

The famous story of American Airlines _ = _
presentation to optimize click-through

saving $40,000 annually by removing a
single olive from each salad illustrates the
potential cost-saving benefits of marginal
gains. While the individual change seems
minor, the cumulative impact across a
large operation can be significant.

rates and conversions.

a Northwest Airline Goes the Extra
" Mile:
Northwest Airlines took a similar approach,

saving $500,000 by optimizing their lime

Engage Connect | EDITION®
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Applyving Marginal Gains to Your CX Strategy:

The beauty of marginal gains lies in its universal applicability. Here's how you can
leverage this powerful approach to elevate your CX strategy:

IDENTIFY AREAS

FOCUS ON
MEASURABLE
CHANGE

]. Identify Areas for Improvement:

Utilize  customer  feedback, journey
mapping tools, and data analytics to
pinpoint areas within your customer

journey that could benefit from even
minor optimizations. This could include
streamlining website checkout processes,
improving response times for customer
inquiries, or offering personalized
recommendations based on past
purchases.

E. Focus on Measurable Change:

Every implemented improvement should
be accompanied by a measurable
outcome. This allows you to track the
impact of your efforts and determine if the
change is truly leading to a more positive
customer experience.

FOR
IMPROVEMENT

EMBRACEA
CULTURE OF
CONTINUOUS
IMPROVEMENT

a Embrace a Culture of Continuous
* Improvement:

The concept of marginal gains is not a
one-time fix; it's a continuous process.
Regularly reassess your customer journey,
gather ongoing feedback, and identify
new opportunities for improvement. By
fostering a culture of continuous
improvement within your organization,
you ensure your CX strategy remains agile
and adapts to evolving customer needs.

By embracing the philosophy of marginal
gains, businesses can unlock significant
improvements in customer experience,
loyalty, and ultimately, revenue growth.
The next section will delve deeper into the
practical tools and strategies you can
utilize to implement marginal gains within
your CX strategy.

EDITIOND | Engage Connect
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KPIs: The Cornerstones of Marginal Gains in CX

Within the realm of marginal gains for customer experience (CX), Key Performance
Indicators (KPIs) serve as the essential building blocks for success. KPIs are quantifiable
measures that provide a clear picture of how well your business is achieving its CX
objectives. They allow you to translate the qualitative concept of customer satisfaction
into actionable data points, enabling you to identify areas for improvement and
measure the impact of implemented changes.

Selecting the Right KPIs for Marginal Gains:

The key to unlocking the power of marginal gains lies in choosing the right KPls. Here's
how to make this crucial selection:

-I Alignment with E Provide Actionable a Customer Journey
° Business Goals: " Insights: ® Focus:

Don't fall into the trap of The chosen KPIs should Select a mix of KPIs that
vanity metrics. Focus on provide actionable data span the entire customer
KPIs that directly connect that informs improvement journey, encompassing pre-
to your overall business initiatives. Let's say your sale, purchase, and post-

goals and CX strategy. For Customer Effort Score (CES) sale interactions. This
example, if you aim to indicates a high level of ensures you're not just
increase customer effort required for optimizing specific

retention, Net Promoter customers to complete a touchpoints but creating a
Score (NPS) and Customer task. This actionable insight cohesive and positive

Lifetime Value (CLTV) allows you to streamline customer experience from
become critical KPls to processes and reduce start to finish.
track. friction points in the

customer journey.

Examples of KPIs for Marginal Gains in CX

01
Customer Satisfaction _ [ =~ & o 0 First Contact
Score (CSAT) Resolution (FCR)

02 05
Net Promoter — Average Handling
Score (NPS) Time (AHT)

06

. Customer Lifetime
Value (CLTV)

Customer Effort P—
Score (CES)

Engage Connect | EDITION®



-I Customer Satisfaction Score
" (CSAT):

Gauges customer satisfaction after specific
interactions, allowing you to identify areas
for improvement across touchpoints.

. Net Promoter Score (NPS):

Measures customer loyalty and willingness
to recommend your brand, providing a
high-level view of customer sentiment.

a. Customer Effort Score (CES):

Evaluates the ease or difficulty customers
experience  when completing  tasks,
revealing opportunities to streamline
processes and reduce customer frustration.

Y. First Contact Resolution (FCR):

Measures the percentage of customer
inquiries resolved during the first
interaction, indicating efficiency in
addressing customer needs.

Analytics | 06

5. Average Handling Time (AHT):

Tracks the average time it takes to resolve
customer inquiries, highlighting
opportunities for faster resolution and
improved customer experience.

B. Customer Lifetime Value (CLTV):

Estimates the total revenue a customer is
expected to generate throughout their
relationship with the company. This metric
emphasizes the long-term benefits of
optimizing the customer journey and
fostering loyalty.

1. Team Utilization:

Develop a way to track how utilized your
support team are. This will be different for
each team and may be different for
individuals dependent on their role. Being
able to measure optimization further
allows you to understand the impact of
your marginal gains approaches.

Bevond Measurement: Monitoring and Analysis

Selecting the right KPIs is just the first step. Continuous monitoring and analysis are
essential for leveraging the power of KPIs for marginal gains. This includes:

———
—
e
=
—
Ry
—_—
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I. Establishing Dashboards:

Create visual dashboards that display key
metrics in real-time, allowing your CX team
to track performance and identify trends
quickly.

E. Regular Reporting:

Implement a system for generating
regular reports that delve deeper into the
data, uncovering correlations and patterns
that can inform improvement initiatives.

a. Advanced Analytics:

Utilize advanced analytics tools to go

beyond basic reporting. These tools can
identify hidden patterns and connections
within customer data, allowing you to
pinpoint areas for marginal gains that
might not be readily apparent.

By harnessing the power of KPIs, coupled
with continuous monitoring and analysis,
businesses can transform data into
actionable insights, paving the way for
continuous improvement in customer
experience through the lens of marginal
gains. The next section will explore the role
of Data Analytics Tools and Predictive
Analytics in further amplifying your
marginal gains strategy.

Data Analytics Tools for Customer Experience

Types of Data Analytics Tools

Diagnostic
Analytics

Descriptive
Analytics

Engage Connect | EDITION®

Prescriptive
Analytics

Predictive
Analytics



I. Descriptive Analytics:

Tools that provide insights into past
performance. Examples include Google
Analytics and customer feedback systems.

E. Diagnostic Analytics:

Tools that help understand why certain
results occurred, such as root cause
analysis tools.

Analytics | 08

a. Predictive Analytics:

Tools that use historical data to predict
future outcomes, like IBM Watson and SAS
Predictive Analytics.

l'l. Prescriptive Analytics:

Tools that suggest actions to achieve
desired outcomes, including optimization
algorithms and recommendation engines.

Implementing Data Analytics Tools

Successful implementation of data analytics tools involves:

]. Data Collection:

Gathering data from various touchpoints
including social media, customer surveys,
and transactional data.

E. Data Integration:

Combining data from different sources to
create a unified view.

a. Data Cleaning:

Ensuring data accuracy by removing
duplicates, correcting errors, and handling
missing values.

4. pata Analysis:

Applying statistical methods and machine
learning algorithms to extract meaningful
insights.

Case Study: Leveraging Data Analytics for CX Improvement

A retail company implemented predictive analytics to forecast customer behavior and
personalized marketing strategies. This resulted in a 20% increase in customer retention

and a 15% boost in sales.

Predictive Analytics in Enhancing Customer Experience

What is Predictive Analytics?

Predictive analytics involves using historical data, statistical algorithms, and machine
learning techniques to predict future events. In customer experience, it can forecast
customer needs, preferences, and behaviors.

EDITIONS | Engage Connect



09 | Analytics

Applications
Personalized 1
Marketing

Customer Churn 2
Prediction

Demand

' Forecasting

Customer
Lifetime Value

\

ﬁredictive

Analytics
@ -\~ .

Implementation

1 Data
Preparation

2 Model
Development

Deployment

N . Monitoring and
Refinement

Applications of Predictive Analytics

I. Personalized Marketing:

Predicting customer preferences to deliver
tailored marketing messages.

E. Customer Churn Prediction:

Identifying customers at risk of leaving
and implementing retention strategies.

a. Demand Forecasting:

Anticipating customer demand to
optimize inventory and reduce stockouts.

l'l. Customer Lifetime Value (CLV):

Estimating the total value a customer wiill
bring over their lifetime to prioritize high-
value customers.

Implementing Predictive Analytics

I. Data Preparation:

Collecting and preprocessing data for
analysis.

E. Model Development:

Creating and validating predictive models
using machine learning algorithms.

Engage Connect | EDITION®

1 Deployment:

Integrating  predictive  models into
business processes.

l'l. Monitoring and Refinement:
Continuously monitoring model

performance and making adjustments as
needed.
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Continual Service Improvement (CSI)
What is CSI?

Continual Service Improvement (CSI) is a strategic approach to identifying and
implementing incremental improvements in business processes. It involves a cycle of
measuring, analyzing, planning, and implementing changes to enhance service
quality and customer satisfaction.

The CSI Model
f) 03

Identify .
Improvement Implement ReVIE\f\I and
Opportunities Changes Refine

Define
Objectives

Monitor
Results

-I Identify Improvement |'| Monitor Results:
Opportunities: Tracking the impact of changes on KPls.
Using data analytics to pinpoint areas for . .
improvement. 5. Review and Refine:
E. Define Objectives: Continuously refining strategies based on

performance data.
Setting clear, measurable goals for

improvement.

a. Implement Changes:

Executing the improvement plan.

Case Study: CSI in Action

A telecommunications company used CSI to improve its customer support services. By
analyzing call data, they identified common issues and implemented targeted training
for support staff. This led to a 30% reduction in average handling time and a 25%
increase in customer satisfaction.

EDITION® | Engage Connect
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Implementing a culture of continuous improvement through marginal
gains, driven by KPIs, data analytics, predictive analytics, and CSI, is key
to enhancing customer experience. This approach enables businesses to
make small, impactful changes that collectively lead to significant
improvements in customer satisfaction, loyalty, and business
performance.

Integrating HPIs, Data Analytics, Predictive Analytics, and CSI

oL
RS~ Best Practices

for Integration

Creating a .
o Overcoming
Synergistic

Framework Challenges

......

* Alignment » Stakeholder Engagement  Data Silos
« Integration + Data Governance * Change Management
« Continuous Improvement » Training and Development » Resource Allocation

* Technology Investment

Creating a Synergistic Framework

To achieve marginal gains through customer experience, it's essential to integrate KPls,
data analytics tools, predictive analytics, and CSI into a cohesive framework. This
involves:

]. Alignment: E Integration: Continuous

. L]
Ensuring that KPIs are Seamlessly integrating data Improvement.

aligned with business goals analytics tools and Using CSI to foster a culture
and customer experience predictive models iNto  of continuous improvement
objectives. business processes. based on data-driven

insights.

Engage Connect | EDITION®
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Best Practices for Integration

]. Stakeholder Engagement: a. Training and Development:

Involving key stakeholders in the process Providing training for staff to effectively

to ensure buy-in and support. use data analytics tools and interpret
insights.

E. Data Governance:
l'l. Technology Investment:

Establishing clear data governance policies

to ensure data quality and security. Investing in advanced analytics tools and
infrastructure to support data-driven
decision-making.

Overcoming Challenges

]. Data Silos: E. Change Management: a. Resource Allocation:

Breaking down data silos to Managing resistance to Ensuring adequate

enable seamless data change through effective resources are allocated for

integration. communication and data analytics and CSI
stakeholder engagement. initiatives.

Case Study

Global ERP provider Deltek implemented a pilot program using the marginal gains
approach across several core product suites. Within just six months, they observed
significant improvements across all targeted metrics, with no gains in areas that
weren't included in the program. This resulted in a remarkable 30-point increase in
their Net Promoter Score (NPS) alongside demonstrably happier, more knowledgeable
employees and faster issue resolution times.

The Power of Small Wins

Deltek's success highlights the power of continuous, incremental improvements.
Here's how they achieved these results:

EOITION'D | Engage Connect
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I. Data-Driven Decisions:

A thorough data analysis pinpointed
inefficiencies and established baselines for
measurement. This data-backed approach
ensured efforts were targeted at areas with
the most significant impact.

E. Alignment with Business Goals:

The marginal gains program directly
supported Deltek's overall business
objectives, creating a unified focus and
maximizing the return on investment.

a. Starting Small, Scaling Fast:

By focusing on readily achievable
improvements - like reducing first

Your Path to Marginal Gains

response times by one minute or
increasing knowledge base articles by one
per week — Deltek minimized disruption
and maximized buy-in.

l'l. Iterative Improvement:

Deltek didn't stop after initial gains. They
continuously assessed progress, identified
new areas for improvement, and built
upon their successes.

5. Continuous Benchmarking:

Regular reevaluation ensured Deltek
remained on track and could demonstrate
ongoing progress to stakeholders.

While Deltek's specific approach may differ from yours, their journey offers a valuable
roadmap. Here's a simple action plan to get you started:

I. Leverage Data:

Analyze your processes to identify areas for
improvement and establish benchmarks.

E. Align with Goals:

Ensure your marginal gains strategy
directly supports your company's overall
objectives.

a. Start Small, Win Big:

Focus on readily achievable improvements
that build momentum and employee buy-
in.

Engage Connect | EDITION®

l'l. Embrace Iteration:

Continuously evaluate progress and

identify new areas for marginal gains.

5. Track and Measure:

Regularly benchmark your progress to
demonstrate the effectiveness of your
efforts.

By adopting a data-driven, iterative
approach focused on small, achievable
wins, you can leverage the power of
marginal gains to boost customer
satisfaction, employee morale, and overall
business efficiency.
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Conclusion:

Don't underestimate the power of small wins! By embracing marginal gains and
leveraging data-driven insights, you can transform your customer experience. Through
strategic use of KPIs, data analytics, and continuous improvement initiatives, you can
unlock significant improvements in areas like customer satisfaction, loyalty, and
operational efficiency.

Call to Action:

Ready to get started? Here's your roadmap:

1. Evaluate: 2. Invest: 3. Cultivate:

Assess your current Implement the right tools Foster a culture of continuous
customer journey and and resources, like data improvement where small wins
pinpoint areas for analytics platforms and are celebrated, and feedback is
improvement. employee training. actively sought.

By following these steps, you can leverage the power of marginal gains to build a
competitive advantage and achieve sustained success in today's dynamic marketplace.

Stephen Wood

Stephen Wood is a seasoned customer experience
(CX) professional with over 18 years of experience
working with global brands like British Telecom,
Oracle, and McDonald's. He has a proven track
record of leading transformative change, expanding
into new markets, and driving improvement
through innovative technologies and best practices.

In 2023, Stephen founded Meru CX, a consultancy
dedicated to helping small and mediumsized

businesses (SMBs) scale their CX operations. He
has a wealth of experience working with startups
and companies across diverse industries, from
construction and software to BPO and early-stage
ventures.

Connect with Stephen:

Learn more about Stephen's expertise and connect
with him on LinkedIn : [f}/stephenpeterwood/

EDITIONS | Engage Connect
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PERFORMANCE IMPROVEMENT, KNOWLEDGE
SHARING, REMOTE WORK

ffective workforce management is the backbone
of any high-functioning contact center, crucial

k

for supporting collaborative systems. It's not just
about scheduling the right number of agents to meet
customer demand; it's about creating an environment
where collaboration thrives. Did you know that
companies with strong workforce management
systems see a 25% increase in employee engagement?
This is because these systems align teams with
strategic ~ goals through proper training, clear
objectives, and continuous feedback. Effective
workforce management ensures team members are
engaged, coordinated, and empowered to work
seamlessly, whether in the office or remotely, driving
overall success in modern contact centers.

Highlights to Explore

A Enhancing team performance through effective

leadership

Engage Connect | EDITION®

A

Enabling Tools for Cultural Integration and
Remote Work

and  Customer

>

Employee  Experience
Experience
Management Operating Systems

Kaizen Principles and Team Collaboration
Service Blueprint for Experience Design

and

> > >

Effective Collaboration, Recognition,
Community Building

“Collaborative systems refer to the tools,
technologies, and processes that facilitate
teamwork, communication, and information

sharing among individuals or groups within

an organization.”
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- Automated Insights

Omnichannel CONTACT
CENTER
Alerts and Notifications

Routing

@

MESSAGING

Audio Conferencing

Transferring

Instant Messaging

Group Chat

Live Coaching

Team performance starts with leadership. It needs to be enabled by leaders with the right
amount and format of training and knowledge sharing, clarity on the alignment to strategy,
objectives and key results, and most importantly constant and constructive feedback.

The COVID-19 pandemic forced most companies to accelerate their maturity into a remote work
model, and many of the changes brought upon businesses remained and had to be incorporated
by organizations, either for strategy, or due to a permanent change of employees' perception and
relationship with work.

One thing that has always been present in business, and remains the same if not greater, is the
need for effective collaboration in the work environment.

[ believe that remote employees will perform the same or better in remote settings than in the
office, if provided with the right enabling tools, as remote work creates an opportunity for
greater focus when that is needed, or more importantly, in many cases it meets employees
expectations for flexibility, elevating morale, job satisfaction and engagement.

Take the example of contact centers:

O There are so many ways to reinvent how traditional training and collaboration used to take place.
Think about Al for managing on the spot, timely and relatable bite-size training content. Other
application of Al could be the timely monitoring to guide agents if the tone of an interaction is leading
to negative emotions and it needs to change.

O Likewise, supervisors could better identify agents who need their coaching and guidance on-the-spot.

O All of those use-cases do not require an in-the-office work environment. As a matter of fact they work
better in a remote setting.

EDITIONS | Engage Connect
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%* Another common concern with remote work is the idea that people would have challenges

blending in the company culture. I do not minimize the importance of culture, and recognize
that for companies that had a legacy of minimum to no remote working, a transition needs to be
managed. However this is another area where leadership and management have great
responsibility to enable success.

O Leaders need to be certain about what are the core elements of the company culture, the ones that have
made them successful and which need to be nurtured. Those are most likely not related to where
associates work, but instead WHY and HOW they act individually and collectively.

O Second step is to reimagine culture building initiatives to be effective in a remote first environment,
leveraging technology that enables collaboration

O Remote meeting rooms, requests for help, immediate feedback
O Or again Al to identify work patterns, behaviors, and recommend team building activities.
O The opportunities to innovate, test and learn are so much greater now with technology and the

general openness of organizations and employees to remote work, that leaders should be excited,
rather than intimidated or fearful of a negative impact on team performance and collaboration.

Engage Connect | EDITION®
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The Collaborative Contact Center
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Customer Agent
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Subject-Matter Expert

«* Employee experience in customer facing functions not only influences, but in many ways
determines Customer Experiences. It is important for leaders to understand and give a voice to
employees and make them the co-authors of improvement and the design of experiences.

«* One way to enable such engagement is by fully integrating employees and teams in the
Management Operating Systems.

+%* One thing that has always been present in business, and remains the same if not greater, is the
need for effective collaboration in the work environment.

«* Team collaboration can be fostered when the Management Operating System includes
opportunities for greater team engagement like the ones applied in Lean Manufacturing
programs, one example being the Kaizen.

Kaizen

O Kaizen is the Japanese word for good improvement and it has been long applied by Lean
practitioners in factory and business environments.

O Kaizen as a tool is based on 5 principles, which align very well with team collaboration

1. Know your customer: where customer can mean the final customer of a process or internal
customers in a workflow.

2.Let it flow: One premise for team collaboration is that processes should be as streamlined and
fluid as possible, in ways that even an effective process can be a candidate for improvement to
make it more streamlined for the team members involved.

EDITIONS | Engage Connect
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3. Go to Gemba: Gemba is the Japanese word for “where value is created” and it was
originally applied to the shop floor of factory environments. The same concept
can be applied for frontline teams, where opportunities can be created in the
physical or virtual space for team members to speak up.

4. Empower people: Create an environment where all team members are welcome
to share their observations and ideas. Ideas should be unconstrained and leaders
should encourage team participation.

5. Be transparent: This is the principle that brings it all together. Team members are
encouraged to demonstrate their processes and challenges, and leaders should be
transparent about any constraints for the implementation of improvements and
the implementation plans.

O Leaders can commit to create opportunities for Gemba chats, where associates
from different teams can be encouraged to share their observations about
processes and workflows.

O Listening to process partners creates an understanding of the impact one role or
process has on adjacent processes and together team members can identify
opportunities for improvement when teams are invited Some of the opportunities
for improvement identified by Kaizen events, may be complex and involve changes
to the customer journey, its supporting processes and technology.

A very effective design methodology that can be incorporated to a Management
Operating System and applied when detailed experience design is needed is the
Service Blueprint

Service Blueprint is a very collaborative tool that encourages experience co-design
and high levels of team engagement.

O The service blueprint allows for the visual connection between the customer and
employee experience, which is achieved through the following critical elements

1. The customer journey

2. The employee actions at the interaction line, or at the frontstage, directly in
contact with the customer

3. Employee actions that are behind the line of interaction, or back-stage

4. The supporting processes and technology to enable employees and customer
actions

+%* Collaboration can take many forms, and by no means is limited to having team members
discussing with one another.

O In fact, a Harvard Business Review analysis entitled Collaboration Overload
Is Sinking Productivity reveals that “time spent on email, IM, phone and
video calls — has risen 50% or more over the past decade to consume 85%

or more of most people’s work weeks.”

Engage Connect | EDITION®
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O Good collaboration is the type that advance ideas, generate results, but also increase productivity,
eliminating the waste that may exist in a team’s process or on the back and forth of too much
communication to land on an improvement solution.

+%* Teams that are used to collaborating for the design of the processes directly impacting their
work, may find extreme value in the service blueprint, for understanding the relationships
between their actions and the customer experience, as well as the impact of their actions in the
workflows of colleagues working in the back office.

EFFECTS OF COLLABORATION ON COMPANY SUCCESS

0O 5% 10% 15% 20% 25% 30% 35% 40% 45%

Increased customer
satisfaction ratings

Improved product
quality

Improved product
development

Increased sales

% Increase in companies with High Collaboration Index Score

RRLTIU e 4
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*®* One other element for an effective management operating system is recognition, which can also
boost team collaboration if not limited to hierarchical recognition, with leaders recognizing their
employees. Leader appreciation is definitely important, but a peer recognition program can go a
long way in bringing associates together and fostering collaboration.

O Having office hours dedicated for team and community building like encouraging employees to get to

know each other, celebrate successes, learning, milestones or to ask for and offer help, is a great way to
promote peer-to-peer collaboration

O Teams can also be engaged in volunteering in groups or competing in campaigns of community impact.
Such kind of initiative is unrelated to the actual work of employees but can create a sense of purpose

that brings team members together and the newly discovered affinity is unavoidably extended into the
business environment creating greater collaboration.

Measuring the benefits of team collaboration adoption

Organizations that tracked the success of their team collaboration app deployments saw measurable benefits,
including cost savings and improved productivity.

35.0% ’34.5% ' 33.6% ' 23.0% . 15.0%

Reduced Reduced Increased Saved Increased

email use meetings productivity money revenue
23.2% 31.8% 22.2% $71,000 $126,536
Average Average Average Average Average

reduction reduction improvement savings increase

Engage Connect | EDITION®
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The newness of remote work makes people believe that what was once known as enablers of
greater team collaboration is no longer available, which is not necessarily true. With an open
mind and the commitment to unleash the talent of teams, leaders can adapt well known and
effective management tools and methodologies, have them as an integral part of management
operating systems and make remote teams as effective or better than when office work was the
mainstream.

Technology solutions are also evolving to make this transition easier for all and it is critical that
companies dedicate the resources to evaluate ways to incorporate such new tools into the
business processes, as well as securing the funds to support the advancement of the technology
stack.

About the Author
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of experience in customer experience, service
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“ELEVATE YOUR BUSIN
WITH STRATEGIC CUSTGCRIVIER

JOURNEY VIAPPING

|

That’s the magic of customer journey mapping.
It’s like having a detailed map of your customer’s
experiences, highlighting every touchpoint from
their first interaction to post-purchase support.
This map helps you understand their needs,
identify pain points, and discover opportunities
for improvement. Did you know that according to
Salesforce, 80% of customers say the experience
a company provides is as important as its
products or services? By diving into customer
journey mapping, you can tailor your strategies to
meet these expectations, ensuring every
interaction leaves a positive impression. This not
only boosts satisfaction and loyalty but also
drives growth and strengthens your brand's
reputation.

Engage Connect | EDITION®

magine if you could see every step your
customers take when interacting with your brand.

Highlights to Explore
A

Defining Customer Journey Mapping
Exploring the Concept in Depth

Different Types of Customer Journey Maps
Advantages of Customer Journey Mapping

Steps Involved in the Mapping Process

> > > >

Essential Data Inputs for Mapping Your

Customer Journey
“Customer journey mapping is the
process of visualizing and understanding
the entire experience a customer has

with a company, from initial contact

through to engagement and post-
purchase interactions.”
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CUSTOMER JOURNEY MAP PLANNING
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Customer journey mapping is a
strategic ~ process that allows
businesses to  visualize and
understand the entire journey a
customer takes from initial contact
to post-purchase interactions. It is a
powerful tool for enhancing
customer experience and
optimizing business processes.

The customer journey mapping
process involves several steps, each
aimed at gaining a comprehensive
understanding of the customer's
interactions with the brand. From
defining buyer personas to
implementing and monitoring
interventions, this process allows
businesses to identify pain points,
optimize touchpoints, and
ultimately, deliver a seamless and
personalized customer experience.

Customer journey mapping is not
just a one-time exercise but an
ongoing process that evolves with
changes in customer behavior and
market dynamics. By continuously
refining their understanding of the
customer journey, businesses can
stay ahead of the competition and
build long-lasting relationships
with their customers.

What is Customer Journey Mapping?

Customer journey mapping is the
process of creating a visual
representation of the steps and
touchpoints a customer goes
through when interacting with a
brand or business. It provides a
holistic view of the customer's
experience, allowing
organizations to identify pain
points, opportunities for
improvement, and areas where
they can deliver added value.

In today's highly competitive
business environment, delivering
outstanding customer experiences
is absolutely essential for success.
According to PwC, 73% of
consumers consider a positive
experience to be a crucial factor in
determining their brand loyalty.
Customer journey mapping plays
a crucial role in achieving this goal
by enabling organizations to gain
deep insights into their customers'
needs, preferences, and behaviors.
By understanding the customer
journey, businesses can identify
areas where they can make

meaningful improvements to
enhance the overall customer
experience.

Customer feedback is
invaluable for journey
mapping. By gathering
and analyzing
feedback, businesses
can identify pain points,

enhance touchpoints,
and improve overall
customer satisfaction.

Proactively addressing
feedback leads to
higher retention, loyalty,
and a competitive edge
in the market.

EDITION &
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Understanding Customer Journey Mapping

Customer  journey  mapping
involves understanding the various
touchpoints and interactions a
customer has with a brand
throughout their journey. Now, let's
delve into the fundamental
elements of this process:

Touchpoints: Touchpoints
represent the various
interactions between a

customer and a brand. These
interactions can occur
through visits to the website,
engagements on social media,
customer service calls, and
other channels. Each
touchpoint represents an
opportunity for a brand to
make an impression on the
customer.

Handoffs: Handoffs occur
when a customer transitions
from one touchpoint to
another. For example, a
customer might start their
journey by browsing a
company's website and then
transition to a phone call with
customer service. Handoffs
are crucial points in the
customer journey and can
impact the overall experience.

3 Operational Data: Operational

data, such as conversion rates,
customer service wait times,
and website traffic, provide
insights into how customers
are interacting

4 Customer Feedback: Customer

feedback, gathered through
surveys, reviews, and other
sources, provides valuable
insights into how customers
perceive their interactions
with a brand. Collecting and

Engage Connect | EDITION®

Understanding Customer Journey Mapping

O

Touchpoints

of customers
expect connected
processes

75 % of customers judge
a company's credibility
based on its website
design.

acting on customer

real issues and
improving the customer journey.

The average conversion
rate across industries in
2023 is around

feedback
ensures that brands are addressing
continuously

of companies
believe they deliver
superior service, but only
of customers agree

Types of Customer Journey Mayps

Current State Map: This map
depicts the customer's journey
as it currently exists,
highlighting pain points and
areas for improvement.

Future State Map: The future

state. map visualizes the
desired customer journey
after  improvements have

been made, serving as a goal
for the organization's
customer experience strategy.

3 Day-in-the-Life Map: This

map focuses on a typical day
in the customer's life,
including their interactions
with the brand and other
daily activities. It helps
businesses understand how
they fit into the customer's
lifestyle.

Service Blueprint: A service
blueprint is a detailed map
that includes both the
customer-facing elements of
the journey and the behind-
the-scenes  processes that
support it. It helps businesses
align their internal processes
with customer needs.

Touchpoint Map: A touchpoint
map focuses specifically on
the interaction points
between the customer and the
brand, helping identify all
potential touchpoints and
evaluate their effectiveness.

Experience Map: An
experience map provides a

broader  view of the
customer's experience,
including emotions, pain

points, and satisfaction levels
throughout the journey.
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Types of Customer Journey Maps

Current State
Map

Future State
Map

Day-in-the-Life
Map

Service Blueprint

Digital ~Customer Journey
Map: This map focuses
exclusively on the customer's
interactions through digital
channels, such as websites,
mobile apps, and social
media.

@

D
04

Touchpoint
Map

A

@ ©

Experience
Map

Digital Customer
Journey Map

=
En
|

eCommerce Customer
Journey Map

: @

eCommerce Customer Journey
Map: The eCommerce customer
journey map focuses on the
online shopping experience,
highlighting key interactions
such as product searches, cart
additions, and the checkout
process.

3
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Benefits of Customer Journey Mapping

CUSTOMER JOURNEY BENEFITS

ENHANCING
UNDERSTANDING OF
CUSTOMER NEEDS

FACILITATING
CROSS-
DEPARTMENTAL
ALIGNMENT

Customer journey mapping is a
strategic  process that offers
numerous benefits for businesses
looking to improve their customer
experience and drive growth. Let’s
dive into the key benefits:

Enhancing Understanding of
Customer Needs: Customer
journey mapping provides
deep insights into customer
needs and preferences at each
stage of their journey. By
understanding what customers
are looking for, businesses can
tailor their products, services,
and communications to meet
these needs more effectively.
Research by Salesforce reveals
that 76% of consumers expect
companies to understand their
needs and expectations.

Identifying Pain Points:
Customer journey mapping
highlights potential areas of
difficulty or dissatisfaction for
customers. By pinpointing
these pain points, businesses
can take proactive steps to

2

Engage Connect | EDITION®

IDENTIFYING
PAIN POINTS

BOOSTING

REVENUE AND
REDUCING COSTS

- . , ¥ /
' IMPROVING

CUSTOMER
SATISFACTION

INFORMING
PRODUCT

DEVELOPMENT

; NABLING

address  them, improving the
overall customer experience.
Research by PWC shows that one
in three customers will leave a
brand they love after just one bad
experience.

3

Improving Customer
Satisfaction: When businesses
align with customer needs
and address pain points, it
naturally leads to enhanced
customer satisfaction. Brand
loyalty and repeat purchases
are more common among
satisfied customers. According
to Temkin Group, companies
that earn S1 billion annually
can expect to earn, on
average, an additional $700
million within three years of
investing in customer
experience.

Optimizing Touchpoints:
Customer journey mapping
helps businesses optimize
each interaction or touchpoint
for maximum impact. This
includes ensuring the right

OPTIMIZING
TOUCHPOINTS

PROACTIVE
ENGAGEMENT

‘ INCREASING

CUSTOMER RETENTION
AND LOYALTY

FOSTERING
INNOVATION

message is delivered at the right
time through the most effective
channels, leading to a more
seamless and enjoyable customer
Note to designer: Replace the text
in picture with the below points
experience. Forrester Research
indicates that companies that
excel at customer experience
grow revenues 4-8% above their
market.

d

Increasing Customer Retention
and Loyalty: ~ Understanding
and catering to the customer’s
journey leads to increased
customer retention. A positive
brand experience increases
customer loyalty and reduces
the likelihood of them
switching to a competitor.
Bain & Company found that
increasing customer retention
rates by 5% increases profits
by 25% to 95%.

Facilitating Cross-
Departmental Alignment:
Customer journey mapping is
a holistic approach that can



align  multiple  departments
within an organization to
improve the customer experience.
This ensures that everyone is
working towards the common
goal of enhancing customer
satisfaction. According to a study
by Dimension Data, 71% of
companies cite that improving
collaboration between
departments  leads to better
customer experiences.

Boosting  Revenue and
Reducing Costs:  Improving
the customer experience
through journey mapping
often leads to higher revenues.
Additionally, by  refining
processes and enhancing
touchpoints, businesses can
lower expenses related to
customer service and various
elements of the customer

journey:. McKinsey a
Company reports that
companies  focusing  on
customer experience see a
20% increase in customer
satisfaction and a 15%

decrease in customer service
COsts.

Informing Product
Development: Insights
derived from mapping the
customer’s journey can be
incredibly ~ valuable  for
product development.
Understanding the needs and
pain points of customers can
direct the creation of new
products or features that
more effectively address these
areas. A survey by PWC found
that 63% of CEOs are focusing
on digital innovation to meet
changing customer
expectations.

9
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Enabling Proactive
Engagement: Customer
journey mapping enables

businesses to anticipate and
proactively address customer
needs. This proactive
approach includes delivering
timely information, support,
or recommendations that
enhance the customer
experience. According to
Accenture, 91% of consumers
are inclined to patronize
brands that offer relevant
offers and recommendations.

1
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Fostering Innovation:

Insights derived from
customer journey mapping
have the potential to drive
innovation within a company:.
Understanding customer
behavior, preferences, and
pain points can lead to new
ideas and strategies to
innovate the business model
or service delivery. A report
by Gartner reveals that 89%
of  companies compete
primarily on the basis of
customer experience,
highlighting the need for
continuous innovation to stay
ahead.
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The Customer Journey Mapping Process

Demographics

* Age

® Gender

® Education

® [ncome Level
=

B

ehaviors
® Product Use

. Information they read/
watch

® |[ncome Level

Geographic
* Where do they reside

Step 1: Define Buyer Persona

Before diving into the customer
journey mapping process, it's
crucial to define the buyer persona.
A buyer persona represents the
ideal customer based on market
research and real data about

existing customers.

Understanding who the customers
are forms the foundation of the
customer  journey — mapping
process. It enables customization
of products, services, and user
experiences to align with the
unique needs and behaviors of
various audience segments. Let's
dive into how to Create a Buyer
Persona:

Gather information such as age,
gender, location, occupation,
income level, and household
size.

Engage Connect | EDITION®

BUYER PERSONA

Identify the goals, motivations,
challenges, and pain points of
your target audience.

Determine how your customers
prefer to interact with your
brand, what channels they use,
and their typical buying
behavior.

4 Gather insights from customer
surveys, interviews, feedback
forms, social media
interactions, and other
sources to refine and validate
your buyer personas.

Step 2: List Touchpoints

Once the buyer personas are
defined, the next step is to
identify all the touchpoints where
customers interact with your
brand. Touchpoints are the
various points of interaction that
customers have with your brand,
such as visiting your website,

Challenges

. What are their
pain points

Interests
* What are their hobbies

Email Preference

* How often do they open
* How often do they click

reading a blog post, contacting
customer service, or making a
purchase.

Knowing  where  customers
interact with your brand is
essential for understanding their
journey. It helps in identifying
what is working well and what
needs improvement in the
customer experience. Let's dive
into how to Identify Touchpoints:

From the initial contact to post-
purchase interactions, map out
the different stages of the
customer journey.

2 Use web analytics tools, CRM
systems, and customer journey
mapping software to  track
customer interactions across
various touchpoints.

Collect feedback from
customers through surveys,
interviews, reviews, and social
media to understand how they
interact with your brand.
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Step 3: Analyze Customer Journeys

Once the touchpoints are
identified, analyze the customer
journeys to understand how
customers are experiencing your
brand. This involves examining
the different paths customers
take as they engage with your
brand and understanding the
sequence of touchpoints they
encounter over time.

Analyzing customer journeys
helps in wunderstanding how
customers are experiencing your
brand, what influences their
decisions at each stage, and where
they may encounter obstacles or
pain points. Let's dive into how to
analyze customer journeys:

Visualize ~ the  customer's
interactions with your brand
using journey maps, flowcharts,
or diagrams.

2 Leverage data analytics to
track how customers navigate
through touchpoints, identify
patterns.

[ ) I Touchpoint
.Touchpomt | | |
‘ ] ‘ |
/ /
AN Y 'Touchpoipt
~ —.Touchpoint I
3 Measure key performance 4_ Consider  the  emotional
indicators (KPIs) such as experience of customers at
conversion rates, bounce rates, each stage of the journey,
and customer satisfaction including  their  feelings,
scores. motivations, and perceptions.

ANALYZE CUSTOMER JOURNEYS

Consider

Measure key emotional

performance  €Xperience
Leverage o
. . indicators
Visualize data
customer analytics

interactions

EDITION

Engage Connect



31 | Customer Experience

Step 4: Identify Pain Points and Opportunities

IDENTIFY PAIN POINTS AND

B

OPPORTUNITIES

02
Use data analytics

01

Analyse customer
feedback

Identify pain points — the problems
or obstacles that customers face
during their journey - and
opportunities — areas where the
customer experience can be
enhanced or improved.

Identifying pain points and
opportunities enables you to
focus on what matters most to
your customers and where your
efforts can have the most
significant impact on improving
the customer experience. Let's
dive into how to Identify Pain
Points and Opportunities:

Analyse customer feedback,
complaints, and reviews to
identify recurring issues or
areas of dissatisfaction.

Use data analytics to track
where customers drop off in
the journey or express
dissatisfaction and identify
points of friction.

Gather insights into customer
needs, expectations, and

Engage Connect | EDITION®

preferences through surveys,
polls, or feedback forms to
identify  pain  points and
opportunities for improvement.

Step 5: Design Interventions
Based on the insights gained
from analyzing customer
journeys, design interventions —
actions or strategies — to address
pain points and capitalize on

Gather insights

opportunities to improve the
customer experience.

Designing effective interventions
is crucial for improving the

customer  experience  and
ensuring that solutions align
with  customer needs and

preferences. Let's dive into how
to Design Interventions:

DESIGN INTERVENTIONS

Identify and
prioritize

. 02

- ‘ Collaborate with
other teams



1 Identify and prioritize the
most critical pain points and
opportunities based on their

impact on the customer
experience and  business
objectives.

2 Develop solutions that address
identified pain points and
opportunities, considering the
preferences, expectations, and

feedback of your target
audience.

3 Collaborate  with  cross-
functional teams from
marketing, sales, customer
service, product
development, and  other

departments to ensure that
interventions are integrated
across all touchpoints and
aligned with business goals.

Step 6: Implement and Monitor
Once interventions are designed,
implement them and monitor
their effectiveness in improving
the customer  experience.
Continuously track and measure
key metrics to evaluate the
impact of the changes made and
make ongoing improvements.

Implementation is only the first
step; monitoring is crucial to
ensure that interventions have
the desired effect and to make
data-driven decisions for
continuous improvement. Let's
dive into how to Implement and
Monitor:

1Create a detailed plan for
implementing interventions,
including timelines,
responsibilities, and resources
required.

2 Utilize analytics tools to track

Customer Experrience

customer interactions, measure
key performance indicators,
and monitor changes in
customer behavior and
satisfaction.

52

3 Regularly review the results

of interventions and analyze
their impact on the customer
experience. Use insights
gained to make data-driven
decisions and adjustments to
optimize the customer
journey continuously.

IMPLEMENT AND MONITOR

e
x o
a\!

L

01 02 03
Create a Utilize analytics Regularly
detailed plan tools review results
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Data Inputs for Your
Customer Journey Map

Developing a thorough customer
journey map demands the use of
diverse data inputs to gain an in-
depth understanding of customer
behavior and pinpoint areas for
enhancement. While customer
feedback is valuable, it is crucial
to go beyond solicited data to
ensure that your map accurately
reflects the reality of customer
actions and intentions.

Solicited Data: Understanding
the Voice of the Customer:
Solicited data, such as
feedback from surveys like Net
Promoter Score (NPS) or social
media  inquiries, provides
insights into your customers'
perspectives. However, relying
solely on solicited data has
limitations. Customers provide
feedback based on their
experience ata specific

T

e

moment, which may not represent
their entire journey. Feedback
provides a snapshot  of the
customer  experience at a
particular touchpoint, limiting the
broader context. Moreover,
customers may not always
accurately reflect their feelings or
intentions in their responses.
Niche customer journeys may have
limited responses, leading to
insufficient insights

How organization collect data/feedback from cuatomers about their experience of satisfaction

with product and/ or services

Customer reviews

CUSTOMET INTEINVIE 'S s 54%

Recording of customer calls c——————————e-—eessssssssss————————— /] 8%,

Online surveys sent by mail or text message

Directly emailing individual customers

Social media mentions or monitoring A EEEEEEEEEEEEEEEE——— 44%

Website feedback Widget — 3 6%,

Telephone surveys cosss———————————ssssssss 3 3%,

In-app surveys Cr— ) 30/

Conversation transcription (voice and text) e ——————————— 2 3%,

We do not collect any data / feedback 0%

Engage Connect | EDITION®



Unsolicited Data: Capturing
the Complete Picture:

Unsolicited data, which
includes customer interactions
on your website, social
channels, customer calls, chat
transcripts, and more, offers a
more nuanced view of the
customer journey. This data
allows you to gain deeper
insights into customer actions
and intentions. By capturing
unsolicited data in real time,
you can respond to customer
needs more effectively. Unlike
solicited data, unsolicited data
captures feedback from all
customers, providing a more
representative view.
Additionally, unsolicited data
helps you understand the
context behind customer
actions, allowing for more
targeted improvements.

The Importance of Using
Both Data Sources:
Combining  solicited  and
unsolicited data is essential for
creating accurate customer
journey maps. While solicited
data provides insights into
customer sentiment,
unsolicited data offers a more
comprehensive ~ view  of
customer behavior. By
leveraging both data sources,
you can  design customer
journey maps that address pain
points and enhance the overall
customer experience.

sustomer Experrience 34
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MASTERING CALL ROUTING:

FROM BASICS TO INTELLIGENT SYSTEMS

magine calling customer service and

getting connected to the exact person
who can help you the fastest. This seamless
experience is thanks to call routing, a vital
part of contact center operations. Efficient
operations ensure that every customer gets
the right assistance at the right time by
directing calls based on the caller's needs,
agent skills, and availability. This reduces
wait times and improves problem
resolution rates. According to a survey by
Salesforce,

Highlights to Explore

A Understanding Call Routing
A Significance of Call Routing
A Exploring Call Routing Variants

74% of customers feel more loyal to a
company when their problems are
resolved quickly. Powered by intelligent
call routing (ICR) systems that integrate
with customer relationship management
(CRM) software, call routing gives agents a
complete view of each caller's history and
preferences. Effective call routing not only
enhances customer satisfaction but also
boosts operational efficiency, making it a
cornerstone of modern contact center
success.

A Delving into Intelligent Call Routing (ICR)

A Real-world Examples of ICR Technologies

A Advantages of Call Routing Systems

A Strategies for Implementing Call Routing

“Call routing is the process of directing incoming calls to the most appropriate agent

or department based on predefined criteria such as caller input, agent availability, or

the nature of the inquiry.”

Engage Connect | EDITION®



Call routing is a critical component of
modern  contact center operations,
ensuring that incoming calls are directed
to the most appropriate agent or
department. This process plays a crucial
role in enhancing customer service by
ensuring that callers are connected with
the right person quickly and efficiently.
Effective call routing also improves
operational efficiency by reducing wait
times, optimizing resource allocation, and
improving overall call handling processes.
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Various call routing strategies are
employed to achieve these goals, including
time-based routing, interactive voice
response (IVR), skills-based routing, and
intelligent call routing. Each strategy is
designed to address specific needs and
challenges faced by contact centers,
ensuring that callers receive the best
possible service.

Sales

¢
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What is Call Routing?
Call routing is the process In the early days of contact routing systems were
of directing incoming calls centers, calls were routed introduced. These systems
to the most appropriate manually by operators who use IVR technology to
destination based on connected callers to the collect caller information
predefined criteria. This appropriate department or and direct calls based on
process has evolved agent. This process was predefined menus. IVR has

significantly over the years,
from manual switchboard
operations to sophisticated
automated systems that
use data and algorithms to
make routing decisions.

With

slow and inefficient, often
leading to long wait times
and frustrated customers.

advancements
telecommunication
technology, automated call

significantly improved call
routing efficiency by
allowing callers to select
the department or service
they require, reducing the
need for manual
intervention.

in

EDITIONS | Engage Connect
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Importance of Call Routing

In modern telecommunication systems
call routing ensures that «callers are
connected with the right person quickly
and efficiently. This not only improves
customer satisfaction but also reduces
operational costs and improves overall
efficiency.

1 JReduced Wait Times:

Efficient call routing reduces the time
callers spend waiting in queues, leading to
higher customer satisfaction.

2.()ptimized Resource Allocation:

By directing calls based on predefined
criteria such as agent skills or availability,
contact centers can ensure that calls are
handled by the most qualified agent,
leading to faster resolution times and
improved customer satisfaction.

3 .Improved Operational Efficiency:

Automated call routing systems improve
operational efficiency by reducing the
need for manual intervention. This allows
contact centers to handle a higher volume
of calls with fewer resources.

IMPORTANCE OF CALL ROUTING "

&. .

of customers say that valuing their
time is the most important thing a
company can do to provide them
with good service.

REDUCED WAIT TIME

Engage Connect | EDITION®

improvement in customer
satisfaction rates of companies using
skill-based routing

OPTIMIZED RESOURCE
ALLOCATION

increase in productivity of
companies that invest in automation



Types of Call Routing

There are several strategies used in call routing to ensure efficient and effective handling
of incoming calls. Each strategy is designed to address specific needs and challenges
faced by contact centers, providing a tailored approach to call routing.
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1. Time-Based

200/ increase in first call
9 resolution rates

2.1VR

improve customer
satisfaction by up to 15%

0/ increase in agent
20 /° efficiency

3. Skills-Based

oy reduction in average
25% handling time

4. Percentage-Based

eduction in average
call handling time

15%"

1 . Time-Based Routing

Time-based routing directs
calls based on the time of
day or day of the week. This
strategy is useful for
businesses operating across
different time zones or with
fluctuating operational
hours. For example, calls
received after business
hours can be routed to a
voicemail or an overseas
contact center where
business hours are still
active. Time-based routing
ensures that callers are
connected with the right
department or agent,
regardless of the time they
call.

TYPES OF
CALL ROUTING

Voice

2 Interactive
Response (IVR)

IVR plays a crucial role in
directing calls to the right
department or agent. It
works by presenting callers
with a series of menu
options, allowing them to
select the service or
department they require.
IVR reduces wait times by
automating the call routing
process and ensuring that
callers are connected with
the most appropriate
resource quickly. This not
only improves customer
satisfaction but also
reduces the burden on
contact center agents.

6. Priority-Based

0/ reduction in average
1 5 /° handling time

7. Least Occupied Agent

-Iogy increase in first call
o resolution rates
8.Voicemail

0/ increase in agent
10 /0 efficiency

3 Skills-Based Routing

Skills-based routing
matches callers with agents
based on their expertise.
This ensures that callers are
connected with agents who
are best equipped to
handle their inquiries,
leading to faster resolution
times and improved
customer experience. Skills-
based routing is particularly
beneficial for improving first
call resolution rates and
reducing the need for call
transfers, which can be
frustrating for customers.

EDITIONS | Engage Connect
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4.Percentagc-Based
Routing

Percentage-based routing
distributes calls among
different agents or
departments based on
predefined percentages.
This strategy is useful for
managing call loads

between teams or locations.
For example, more calls
might be routed to a team
with  more experienced
agents, while a newer team
gets a smaller share of
incoming calls. It ensures a

balanced distribution of
workload, optimizing
resource utilization and

improving overall efficiency.

5 .Overflow Routing

Overflow routing is used to
manage call volumes
during peak hours or
unexpected surges in call
volume. This strategy
automatically redirects
excess calls to other agents
or teams who have available
capacity, ensuring that all
calls are handled promptly.
Overflow routing reduces
wait times for callers and
improves agent efficiency
by preventing overload.

6 Priority-Based
Routing

Priority-based routing
prioritizes calls based on
predefined criteria, such as
the caller's status or the

Engage Connect | EDITION®

nature of the query. High-
priority calls are routed to the
front of the line or to
specialized agents, ensuring
that urgent or high-value
customer calls are addressed
promptly. Priority-based
routing improves customer
satisfaction by ensuring that
critical issues are resolved
quickly and efficiently.

7 .Least Occupied Agdent
Routing

Least occupied agent
routing ensures even
workload distribution among
agents by directing calls to
the agent who has been idle
for the longest time. This
strategy  helps  manage
agent fatigue and maintain
service quality by preventing
any single agent from
becoming overwhelmed.
Least occupied agent
routing ensures that all
customers receive timely
service and improves overall
efficiency.

8 .Noicemail Routing

Voicemail routing ensures
that customer queries are
captured during off-hours or
high traffic periods when
agents are unavailable. This
strategy allows customers to
leave a message and receive
a callback when an agent
becomes available, ensuring
that no query goes
unanswered. Voicemail

routing improves customer
satisfaction by providing a
way for customers to contact
the business outside of

regular business hours.
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Intelligent Call Routing (ICR)

Implementing advanced call routing strategies, such as skills-based
and intelligent call routing, significantly boosts operational efficiency
and customer satisfaction. Research indicates that smart call routing
can reduce average handling times by up to 40%, while improving first
call resolution rates and enhancing overall customer experience.

Intelligent Call Routing (ICR) is a sophisticated system that uses data and algorithms
to efficiently route calls in contact centers. By analyzing caller data and context, ICR
ensures that calls are directed to the most appropriate agent or department,
improving customer satisfaction and operational efficiency.

“

Working Process Of Intelligent Call Routing

Smart Skill-Based
Decision-Making Routing

Real-time Geographic
Adaptability Routing

EDITIONS | Engage Connect
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1 .Smart Decision-Making

ICR makes smart decisions by analyzing
caller data and context. By using
Automatic Number Identification (ANI)
and Dialed Number Identification Service
(DNIS), ICR identifies the caller's phone
number and determines the purpose of
the call. This information is then used to
route the call to the most suitable agent or
department. Smart decision-making in call
routing can reduce average handling
times..

2 .Real-Time Adaptability

Real-time adaptability is crucial in
handling fluctuating call volumes. ICR
ensures that calls are routed efficiently,
even during peak hours or unexpected
surges in call volume. By dynamically
reallocating resources, ICR prevents long
wait times and ensures that callers receive
prompt attention. Aberdeen Group found
that companies with real-time routing
capabilities experience a 25% increase in
agent utilization and a 50% decrease in
average handling times.

3.Sl~:ill-based & Contextual Routing

Skill-based routing ensures that callers are
connected with agents who can address
their specific needs, improving first call
resolution rates and customer experience.
Contextual routing takes this a step further
by considering the context of the call, such
as the caller's previous interactions or
preferences, to provide a personalized
experience. According to a study by
Salesforce, 72% of customers expect
companies to understand their needs and
expectations.
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4 .Geographic Routing

Geographic routing is essential for
localizing customer service. By routing
calls based on the caller's location,
geographic routing ensures that callers are
connected with agents who understand
their regional specifics. This not only
improves the quality of customer service
but also enhances the overall customer
experience. Research by Harvard Business
Review found that companies that
prioritize customer experience generate
60% higher profits than their competitors.

Examples of Intelligent Call
Routing Technologies

1 Al and Machine Learning:

Al and machine learning technologies are
increasingly being used in ICR systems to
improve routing efficiency. These
technologies analyze large amounts of
data to identify patterns and trends,
allowing for more accurate and

effective call routing.

2 .Natural
(NLP):

Language Processing

NLP technology is used to analyze the
content of calls and identify the caller's
intent. This allows for more personalized
and effective call routing, based on the
caller's specific needs.

3 Predictive Analytics:

Predictive analytics uses historical data to
predict future call volumes and trends. By
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anticipating call volumes, predictive analytics can help contact centers allocate
resources more effectively, ensuring that calls are routed efficiently.

By leveraging data and technology, ICR systems can ensure that calls are routed to the
right agent or department, improving customer satisfaction and operational efficiency.

Benefits of Call Routing Systems

Call routing systems offer a multitude of benefits for businesses, ranging from faster
issue resolution to cost efficiency and effective crisis management. By leveraging
advanced technologies and intelligent routing strategies, these systems enhance
customer satisfaction while optimizing operational processes.

Benefits of Call Routing Systems

of customers are
likely to switch
brands if they find
the purchasing
process too difficult

of companies view
scalability as a top
priority for their
contact center
operations

1.Faster Issue Resolution and

Improved Customer Satisfaction

By directing calls to the most suitable
agents based on predefined criteria, these
systems minimize wait times and increase
the likelihood of first call resolution,
enhancing the overall customer experience.

increase in customer
satisfaction and 47%
reduction in customer
churn with effective
crisis management

higher revenue
growth compared to
their competitors
who leverage data-
driven insights

2 Optimal Resource Utilization and
Enhanced Scalability

By evenly distributing call volumes among
agents and accommodating fluctuations
in demand. This ensures consistent service
quality and maximizes workforce
efficiency, regardless of changes in
operational requirements.

EDITIONS | Engage Connect
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3 Cost-Efficiency and Data-Driven
Insights

Call routing systems offer cost-efficiency
and data-driven insights by optimizing call
handling procedures and collecting
valuable data on call metrics, these
systems enable businesses to achieve
significant cost savings and make
informed strategic decisions.

4.Effective Crisis Management

Call routing does  effective  crisis
management by enabling businesses to
quickly adapt to unexpected changes in
call volumes and prioritize urgent inquiries
during high-stress situations. By
implementing priority-based routing
strategies and real-time monitoring
capabilities, these systems ensure timely
resolution of issues and efficient
communication during crises.

Implementing Call Routing in Your Contact Center

Customer

Call Center
ACD System

Data

Social
Q Skills
~ I Product ‘ e
" Knowledge
' SMS
M Channel
@ ‘ Expertise
Agent Skills ”

Optimal Agent

Implementing call routing systems in your contact center can significantly improve
operational efficiency and customer satisfaction. Here are some best practices and tips
to help you make the most of your call routing strategy:

Engage Connect | EDITION®



1 vtitize
Data

High-Quality

To ensure your call routing
system is effective, it's crucial
to use accurate and up-to-
date data. This includes
customer information, agent
availability, and real-time call
data. Integrating your
system with reliable data
sources enhances its ability

to deploy precise routing
strategies, improving
customer satisfaction and

streamlining call processes.

Z.Assign Resources
Based on SKkill

Categorizing agents based
on their skills and regularly
updating this information
minimizes call transfers and
wait times, providing a
better experience for both
agents and callers. By
assigning agents based on
their skills, you can ensure
that each caller connects
with an agent who has the
expertise to address their
inquiry effectively.

3.lnte2rate Your Call
Routing System

Integrating your intelligent
call routing (ICR) system
with tools such as customer
relationship mManagement
(CRM) software is crucial.
This integration provides
your ICR with access to

comprehensive customer
data, offering agents a
complete view of each
caller's history and
preferences. By streamlining
the routing process, this
integration improves
efficiency and enhances
customer satisfaction.

4.Collect Call Data

Gathering data on how calls
are routed and how agents
perform is vital for
enhancing ICR systems.
This information assists in
pinpointing areas that need

enhancement and
adapting call routing
accordingly. It ensures that
the system remains

responsive to changes in
call patterns and customer
needs. Analyzing metrics
like issue resolution times
and customer satisfaction
levels aids in continuously
improving the overall call
routing system.

5 Evaluate Your
Performance

Regularly checking how
well your ICR system is
doing by using key
performance indicators is
crucial. To measure

efficiency, track metrics like
how quickly agents resolve
issues and customer
satisfaction. These regular
evaluations
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help spot trends, make
smart decisions, and adjust
your call routing strategy to
fit the changing needs of
your business.

Implementing these best
practices and tips can help
you optimize your call
routing system, improving
customer satisfaction, agent
productivity, and overall
operational efficiency in your
contact center.

i
"
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ACT CENTER:
CE STANDARDS AND ESSENTIAL MEASURES

ae youever wondered how companies keep, H ighlights to Explore

Hyour data safe from cyber threats, especially

in contact centers? It's all about data security. A Understandjng Contact Center Compliance
Imagine sharing your sensitive information over

the phone, trusting that it will be handled securely. A
Only because behind the scenes, robust data
security measures are at work, ensuring you
information remains confidential and sec
According to recent studies, cyberattacks have
increased by 67% in the last five ars,
emphasizing the importance of data security, \
especially in contact centers. It's not just about
protecting your data; it's about maintaining trust
with your customers and staying compliant with
regulations.

Overview of Call Center Standards &

Regulations

Essential Security Measures for Contact Centers

ianc Monitoring and  Reporting

g Co%lpliance through Agent Training

-tegiesr_fbfzi‘; Avoiding Compliance Pitfalls

“Security and compliance refer to the
measures and adherence to regulations and
standards aimed at protecting an

organization's data, systems, and operations
from unauthorized access, breaches, and
legal risks.”
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Contact centers serve as thl cornerstone of
customer engagement, handling a vast array of
personal data with each interaction. This data,
ranging from financial details to healthcare
records, underscores the critical importance of
robust security and unwavering compliance
within contact centers. According to a recent
industry report, contact centers are prime
targets for cyberattacks, with 64% of
organizations experiencing at least one data
breach in the past year alone. These breaches not
only compromise sensitive customer information
but also incur significant financial and

} 1 RN |
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reputational costs, with the average data breach
costing companies approximately $3.86 million.
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What is Contact Center Compliance?

Contact center compliance refers

to the adherence to laws,
regulations, and  standards
governing the operations of

contact centers. It covers a range
of areas, such as data security,
customer rights, and ethical
standards. Ensuring compliance
is crucial for sustaining customer
confidence, preventing legal
issues, and preserving the
company's reputation. Essentially,
it involves legal, ethical, and
professional standards aimed at
ensuring respectful, private, and
fair interactions with customers
and employees alike.

Ensuring the confidentiality,
integrity, and availability of
customer data is paramount, not
only to protect customer trust
but also to comply with a myriad
of regulatory requirements.
Failure to comply with these
regulations can result in severe
penalties, with fines for non-
compliance reaching up to 4% of
annual global turnover or €20
million, whichever is higher,
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under the General Data
Protection Regulation (GDPR).
Additionally, maintaining robust
security measures is crucial, as
58% of cyberattacks target small
to medium-sized businesses,
making contact centers a prime
target due to the volume of
sensitive data they handle.

One of the primary challenges is
the complex regulatory
landscape, with contact centers
often having to comply with
multiple regulations such as the
Payment Card Industry Data
Security Standard (PCI DSS), the
Health Insurance Portability and
Accountability Act (HIPAA), and
the Telephone  Consumer
Protection Act (TCPA), among
others. Moreover, the rapid pace
of technological advancements
introduces new security risks,
with 65% of organizations
experiencing a phishing attack in
the past year, highlighting the
need for robust security
measures and ongoing training,

Call Centers Standards &
Regulations

Call centers are required to
adhere to various standards and
regulations to ensure the
protection of consumer rights,
data security, and ethical business

practices. Here are some Kkey
standards call centers must
follow:
Telephone Consumer
Protection Act (TCPA)
The TCPA oversees
telemarketing activities,

including auto-dialed calls,
prerecorded messages, text
communications, and
unsolicited fax transmissions.
It requires businesses to
obtain prior express written
consent before contacting
consumers for promotional

purposes. Failure to comply
with the TCPA can result in
significant fines and
penalties.

National Do Not Call (DNC)
Registry

The DNC Registry enables
consumers to remove

themselves from telemarketing



call lists. Businesses are required
to scrub their call lists against the
DNC Registry and refrain from
calling numbers listed on the
registry, unless they have an
established business relationship
with the consumer or have
obtained prior express consent.

3 Health Insurance Portability

and  Accountability = Act
(HIPAA) Training
HIPAA provides regulations
for the protection of
confidential patient records.
Call centers that  handle
healthcare-related calls must
ensure that their employees
receive HIPAA training to
understand the requirements
for handling protected health
information (PHI) and to
prevent unauthorized access
or disclosure of PHI.

4 Payment Card Industry Data

Security Standard (PCI DSS)
PCI DSS applies to businesses
that process, store, or transmit
credit card information. Call
centers that handle payment
card  transactions  must
comply* with  SSEEIEFBSS
requirements to ensure the
secure handling of credit card
data and to protect against
data breaches and fraud.

5 The Dodd-Frank Wall Street

Reform and  Consumer
Protection Act
The Dodd-Frank Act includes
provisions that regulate the
financial industry to protect
consumers from abusive
practices. Call centers engaged
in financial services must
comply with  Dodd-Frank's
requirements, such as
providing clear and accurate
information to consumers

8
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FINES FOR VIOLATING THESE/STANDARDS

per unsolicited call

or message penalty of

and adhering to fair debt
collection practices.

/

Gramm-Leach-Bliley Act
(GLBA

The GLBA requires financial
institutions to protect the
privacy and security of
consumer financial
information. Call centers that
handle financial information
must comply with the GLBA's
requirements for safeguarding
sensitive customer data and
providing privacy notices to
consumers.

Fair Debt Collection Practices
Act (FDCPA)

The FDCPA regulates the
collection of consumer debts
and  prohibits  abusive,
deceptive, and unfair
practices by debt collectors.
Call centers engaged in debt
collection must comply with
the FDCPA's requirements to
ensure fair treatment of
consumers and to avoid legal
liabilities.

Sarbanes-Oxley Act (SOX)
SOX imposes strict financial
reporting and  disclosure
requirements on publicly
traded companies.

$5,000 to
$100,000

$100,000 | $1,000

per violation, with a per month by the forinstitutions and
per call maximum annual

credit card $10,000 for officers per incident
companies and directors

Call centers that provide services
to publicly traded companies
must comply with SOX's
provisions to ensure the integrity
of financial reporting and to
prevent corporate fraud.

Equal Credit Opportunity Act
(ECOA)

The ECOA prohibits
discrimination in credit
transactions based on race,
color, religion, national
origin, sex, marital status,
age, or receipt of public
assistance.  Call  centers
involved in creditrelated
activities must comply with
the ECOA's requirements to
ensure fair and equal access
to credit for all consumers.

1 Truth in Lending Act (TILA)
TILA obligates lenders to
inform consumers about
the critical terms and costs
of their credit transactions.
Call centers that handle
credit-related inquiries or
transactions must comply
with TILA's requirements to
provide accurate and timely
disclosures to consumers
regarding  the terms of
credit offers.

EDITIOND | Engage Connect
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KEY SECURITY MEASURES

To mitigate risks, contact
centers should implement multi-
layered  security  measures,
including encryption, multi-
factor authentication (MFA), and
regular security audits. These
proactive steps help safeguard
sensitive data, ensure

COMPLIANCE WITH
REGULATIONS
Average cost of non-

compliance is 2.71
times higher than the

compliance with  regulatory
standards, and enhance overall
data protection efforts.

Key Security Measures for
Contact Centers

Data Security Best Practices
Data security is paramount
for contact centers, given the
sensitive nature of the
information  they handle.
Implementing encryption for
data both in transit and at
rest ensures that even if
intercepted, the data remains
unreadable. Access controls
should be implemented to
restrict access to sensitive
information only to
authorized personnel.

Secure Call Recording

Call recording is a common
practice in contact centers for
quality assurance and training
purposes. However, it's crucial
to ensure that call recordings
are securely stored and
accessible only to authorized
personnel. Encryption should
be applied to call recordings,
and access controls should be
implemented to  prevent
unauthorized access.

3 Authentication and Access

Management
Strong authentication
mechanisms, such as multi-
factor authentication (MFA),
should be implemented to
verify the identity of users
accessing the contact center
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Access
policies should be in place to gnd Reporting

systems.

ensure that users have the
appropriate level of access based
on their roles and responsibilities.

Compliant Call Center
Software

Choosing calls center software
and Al tools that comply with
industry  standards  and
regulations is essential. These

tools should offer features

such as secure data
transmission, encryption, and
compliance with relevant

regulations (e.g, PCI DSS for
payment processing). Al tools
can also enhance security by
identifying and mitigating
potential security threats in
real-time.

5 Compliance with Regulations

Contact centers must adhere
to state-specific regulations
regarding data protection and
privacy. Additionally,
international standards such
as the General Data Protection
Regulation (GDPR) and the
California Consumer Privacy
Act (CCPA) set requirements
for the collection, processing,
and storage of personal data.
Compliance  with  these
standards is crucial for
protecting customer data and
avoiding legal repercussions.

management Compliance Monitoring

Incident

Reporting
Contact centers should have
systems in place to monitor

Monitoring &

and report compliance
incidents  effectively. This
includes tracking  and

documenting any breaches of
compliance  policies or
regulations. Incident reports
should be detailed, including
the nature of the incident, the
impact, and any remedial
actions taken. Regular audits
and reviews of incident
reports help identify patterns
and prevent future incidents.

Respecting DNC Lists

Maintaining and respecting
Do-Not-Call (DNC) lists is
crucial for compliance with
regulations such as the
Telephone Consumer
Protection Act (TCPA). Contact
centers must ensure that they
do not contact individuals who
have opted out of receiving
marketing ~ communications.
Failure to comply with DNC
regulations can result in hefty
fines and damage to the
company's reputation.

cost of compliance



COMPLIANCE MONITORING AND REPORTING

G 5
G 70
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of organizations experienced data
breaches caused by human error

of consumers are likely to avoid companies
that do not respect their opt-out preferences

reduction in fraudulent activities of that
companies using biometric authentication

of consumers want more control over their
data

780/ of consumers believe that companies should
O inform them if their call is being recorded

Customer Authentication
Authenticating customers in
every inbound call helps
prevent unauthorized access to
sensitive information. Contact
centers should implement
strong authentication
measures, such as knowledge-
based authentication (KBA) or
biometric authentication, to
verify the identity of callers
before providing access to
account information or other
sensitive data.

Consent & Opt-In

Obtaining customer consent
and opt-in before initiating
communication is essential
for compliance  with
regulations such as the GDPR
and the CCPA. Contact centers
should clearly explain the
purpose of communication
and obtain explicit consent
from  customers  before
contacting them for marketing
or promotional purposes.
Keeping records of consent
and optin ensures compliance
and helps resolve disputes.

Transparent Recording
Recording and documenting
every conversation
transparently is critical for

compliance  and quality
assurance purposes. Contact
centers should inform customers
that their calls may be recorded
for training and quality purposes.
Recording conversations helps
resolve disputes, monitor agent
performance, and ensure
compliance  with  regulations
regarding call recording and data
protection.

Ensuring Compliance
through Agent Training
and Quality Assurance
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Structured Training
Contact centers must provide
agents with comprehensive

training on  compliance
regulations  and company
policies. This training should
be ongoing and tailored to
address the specific needs of
agents. Training programs
should cover topics such as
data protection, privacy laws,
and communication
guidelines. Regular
assessments and refresher
courses can help reinforce
compliance principles and
ensure that agents are up to
date  with  the  latest
regulations.

ENSURING COMPLIANCE

36%

fewer security incidents and breaches in
organizations that provide regular compliance
training to their employees experience

61%

[0 )74

increase in compliance adherence of companies
with well-defined call scripts and playbooks

56%

of companies with effective feedback hanism

reported significant impr ] pliance

adherence

of center leaders who implemented Al-
driven tools reported significant improvements in
compliance monitoring and quality assurance

EDITIOND | Engage Connect



Clear Scripts
Clear call
playbooks

communicate effectively while

and
agents

scripts
help

adhering to compliance
regulations. Scripts should
include guidelines on what
information can be collected,
how it should be collected,
and how it should be used.
Playbooks should also
address common scenarios
that agents may encounter
and provide guidance on
handling them in a compliant
manner.

3 Monitoring and Feedback

Regular monitoring of agent
performance is essential for
ensuring compliance. Quality
assurance teams should listen
to call recordings, review
interactions, and provide
feedback to  agents. This
feedback should focus on
areas where agents can
improve their compliance
practices, such as following
scripts, verifying customer
identities, and  obtaining
consent. Performance metrics
should be tracked and used to
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identify trends and areas for
improvement.

Al Tools

Al-driven tools can help
contact centers enhance their
quality ~ assurance and
compliance monitoring
efforts. These tools can
analyze call recordings in
real-time, flagging potential
compliance issues such as
unauthorized data collection
or non-compliant language.
Al can also be used to
automate compliance checks,
reducing the burden on
human agents and ensuring
consistent monitoring across
all interactions.

Avoiding Pitfalls in Contact
Center Compliance

Maintaining  compliance in
contact centers is crucial for
upholding  customer  trust,
avoiding legal issues, and
ensuring smooth operations.
However, several pitfalls can
hinder compliance efforts if not
addressed proactively. Here are
some key strategies to avoid these
pitfalls:

Compliance Audits and Clear
Policies

Regular audits help identify
and rectify non-compliance
issues promptly. They also
ensure that contact centers
stay up to date with changing
regulations.  Clear, well-
documented policies are
essential. They ensure all
employees understand and
follow compliance  with
regulations. Policies should
cover areas such as data
protection, customer consent,
and call recording. Regular
training on these policies is
also crucial to - ensure
adherence at all levels.

Robust Security Measures
and Updates

Security breaches can lead to
severe compliance violations
and damage the reputation of a
contact center. Implementing
robust security measures such
as encryption, access controls,
and regular security updates is
essential. Regularly updating
software and systems is crucial
to protect against new threats
and vulnerabilities. It's also
important to have backup



systems  in place to ensure
continuity of operations in case of
security breaches.

Partnering with Compliance
Experts

Compliance  experts  can
provide valuable insights and
guidance on adhering to
complex regulations. They can
also help in conducting regular
audits and training programs.
Developing a contingency plan
is essential to address potential
compliance breaches. This plan
should  include steps for
mitigation and communication
with stakeholders. It should
also outline how the contact
center will continue its
operations in case of a breach.

4 Automation for Compliance

Automation can significantly
enhance compliance efforts by
monitoring compliance in
realtime. Automated systems
can flag potential issues for
immediate attention, reducing
the risk of non-compliance.
Automation also simplifies

compliance processes,
reducing the burden on
human resources and

minimizing the risk of errors.
Contact centers should
leverage automation tools to
streamline compliance efforts
and ensure adherence to
regulations.
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AVOIDING
PITFALLS

IN CONTACT CENTER COMPLIANCE
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Engage Connect

Engage Connect is a leading magazine dedicated to
the latest trends, insights, and advancements in the
contact center industry. Our team of experienced
professionals brings you in-depth articles, expert
opinions, and cutting-edge strategies to help you

stay ahead in the rapidly evolving world of customer
service.

£ engageconnect.cx
i /company/engageconnectcx
@O /@EngageConnect-Cx

JOIN THE ENGAGE CONNECT COMMUNITY:

Engage Connect is not just a magazine; it's a community of industry professionals, thought
leaders, and businesses committed to advancing the contact center landscape. With each

edition of our magazine, we provide valuable insights, strategies, and practical advice to
help businesses thrive in an ever-evolving industry.

To stay updated with the latest trends, industry news, and expert opinions,  Subscribe

to Engage Connect today. Visit engageconnect.cx. Together, let's redefine & revolutionize
the future of contact centers.

Stay Ahead of the Curve !
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Interested in Contributing to Engage Connect Magazine?

At Engage Connect we are thrilled to extend an invitation to passionate contributors. We are
actively seeking industry experts and thought leaders to share their expertise and insights with
our global audience. As a dedicated platform for the contact centre community, we aim to redefine
customer experience and empower professionals in this dynamic industry.

We are looking for articles, case studies, best practices, and innovative ideas that challenge
conventions and inspire our readers.

How can you get involved?

Simply write to us at info@engageconnect.cx and briefly introduce yourself, highlight your area of
expertise, and provide an overview of your proposed topic or article. Our editorial team will
carefully review your submission and get back to you with further details.

By joining us as a contributor, you have the opportunity to shape the contact center landscape and

make a significant impact on the industry. For more details, visit https://engageconnect.cx/
about-us

Don't miss this chance to be part of our growing community! We can't wait to hear from you.
‘w‘ff ~ Join our Contributor program!
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