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Managing Contact Centers Going Forward
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Emerging Trends Across Contact Centers

Work from Return to Gig Vulnerable Managing
Home Work Economy Customers Surge
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Increase in escalations Increase in hold times Increase in difficult calls
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https://www.pindrop.com/blog/flash-report-five-insights-of-covid-19-in-the-contact-center/

Which best describes the contact center workforce model
you expect to permanently adopt moving forward?

. 11.54% Primarily On-site: Most agents will spend most of their time in the office

39.74 Hybrid By Task: Agents will come into the office for certain tasks (training,
% collab, etc.) and work remotely for others

16.67% Hybrid By Role: Time spent in office vs. remote will depend on factors like
seniority, job, type, team, etc.

last name, day of week, lottery, proximity to site, etc.

15.38% Primarily Remote (No Restriction): Most agents will spend most of their time
working remotely, in any location

. 2.56% Hybrid by Other: Time spend in office will hings on any other factors, such as

2.56% Primarily At-Home: Most agents will work remotely, but they will have to live
close to office (for reasons like logistics or taxes)

5.13% No Policy: Agents will have full autonomy to choose if/when they come in

6.41% Unsure: Have not yet made a firm plan/decision

Source: 2021 CCW MARKET STUDY | Future Of The Contact Center: A Forecast Medallia © Copyright 2021. Confidential. | 3



Which of the following are you employing to improve
agent retention?

Nothing - we are happy with our retention rate
3.85%

Nothing - we accept high turnover as inevitable

D 2.56%
Supporting more flexible work models (remote, flex hours, etc.)
48.72%

Increasing base compensation

20.51%

Increasing perks/rewards/incentives
37.18%

Improving career-pathing and growing opportunities
37.18%

Adding variety to workflow
23.08%

Improving day-to-day collaboration with peers and managers
32.05%

Increasing team building and social functions
38.46%

Improving contact center tools and systems
41.03%

]
Improving training and coaching
| IR 43.59%

Improving metrics, scorecards, performance reviews, etc.

34.62%
Rebranding job ("advisor" not "agent," etc.)
7.69%
Improving collection and use of employee feedback
0 R D 32.05%
Using Al to improve agent performance and/or reduce low-value work
34.62%

Eliminating "red tape" / giving agents more autonomy
. I 23.08%
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Trends Driving Technology Purchase in the
Contact Center

. Optimizing Digital/self service

. Analytics and Automation

| Enabling Frontline Quality I

Omni-channel seamless
experiences
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Trend: Enabling Frontline Quality

Medallia’s Contact Center Suite as an agent attrition best practice

Delivering direct Deploying employee pulse
customer feedback of surveys and ad hoc

individual service ovmigven 2 = 3 opportunities for feedback
—

Bringing in customer
data from other
unstructured and

experience - agent kL to understand the current

structured sources, live
chat, agent notes performance temperature of the team
empowerment and individual
Signal Capture Speech Analytics Agent Performance Ideas Management “

Taking call quality Enabling frontline agents with
scores to pinpoint areas key business insights to share
of focus that are ideas for service and business
operationally impactful improvement

to the business
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Challenge? Action?

Question

How do you see contact How do leaders get
centers today plugging proactive about agent
the hole in agent attrition? retention?
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Empowering Agent
Performance



One unified solution for your customer service needs

Real-Time Feedback

M | Stella Connect 0

CN

Mariana is such a rockstar - she's a real ambassador
for your company!

Mariana’s Feedback Stream

%k kK ok

Someone needs to give Mariana a raise. 5 stars!!

¥k %k kK

Rewards & Recognition

Coaching & 1:1s Quality Assurance

M | Stella Connect

Add Annotation

New 1:1 Meeting Note

®
¢

The sizing chart for any item can be found on it's
product page

Tie

Mariana’s Monthly Check-in

It's great that Emma clarified the sizing chart
location! This comes up a lot (needs to be fixed on
our site) and is crucial for correctly processing
returns / exchanges.

You crushed it last month with your empathy! You have
also been doing a great job on your chat interactions.
Way ahead of the company average!

Give Kudos

Keep up the great work Mariana! g

Save Annotation

A

v Acknowledge the customer-issue-before responding

You're on fire! ﬁ Keep it up! Celebrate

>
< i |
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Empowering Agent Performance- Fee

L\

BLANCA PEAK

You recently had a call with:

Mariana
Customer Service

Enjoys hiking, traveling, Thai food, and watching

entire seasons of TV shows in one sitting.

Overall, how would you rate the call?

Medallia

XCELLENT

Overall, how would you rate the call?

% %k Kk ok

POOR EXCELLENT

Overall, how would you rate the call?

* %k kK

EXCELLENT

Overall, how would you rate the call?

XCELLENT

Mariana listened, took responsibility and empathized.
Then she worked to solve my problem. Great job!

Z

Mariana listened, took responsibility and empathized.
Then she worked to solve my problem. Great job!

4

If you think we should recognize and
reward Mariana for great service, simply
select one of the options below:

Gift Card

What did Mariana do particularly well?

T
Above and Beyond Knowledgeable

Passed the buck / didn't really take ownership
in helping solve the problem.

Z

Sorry to hear about your experience.
How can we improve?

Medallia © Copyright 2021. Confidential. | 10
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BLANCA PEAK

Thank you for your feedback! Share
your feedback with friends!

Awesome customer service experience with Mariana
@Blanca_Peak. Keep up the great work.
Go #PeakGeeks!

Vi

DT
T




M Stella Connect

@ Nicole Gardner

Interaction Details

STREAM TRENDS

QA Assignments

Interaction ID
15

Interaction URL:

https://s3v-stellademo.zendesk.com/agent/tickets/15

Tags Contact Reason

returns, shipping Shipping

Calibrations

Handle Time - Minutes
%

Nicole G nicoleg@blancapeak.com

™ 1 hope you have a great day!

—

Nicole G nicoleg@blancapeak.com

™ Welcome and tthnank you for all your patience
today, Peter.

Peter T peter@gmail.com

Annotations

LEADERBOARDS

QA 11s PERFORMANCE %S @ & Losour
Hide reviewer name  / Save E E Score: 83%
Messages —=
Annotations (2) A

I've been waiting for a while now.

Make sure to let customers know if it's going to
take a few minutes to get back to them - no one
likes being left waiting &

I am just waiting for the final result and con-
firmation receipt.

) roron oo 124 AM
Great job keeping the customer in the loop & Wonderful job handiing this
interaction! Keep it up
Aaron Kee 125 AM
Email & Chat (2/3) < MisaloGacdoacplasge take a look
/ and let me know if youl have any

questions

Brand Voice

1. Did we use an empathy statement?
Empathy
I

Use @ to mention someone

QA- Internal Quality Audits & Feedback

Message Threads

Save to 1:1s

Scorecards
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oaching/1:1s- Reinforcement & Training

. e ' LNtk () &
4 swed Nicole Gardner &
Nicole Gardner
Coschee e
Title
Asron Kee & Month Review

09/08/2021 - 10/08/2021

— Metrics

475+ 48%

Shared Notes

Nicole Gardner's notes
e 93.8%~ 83.3%~
e —

Saved feedback (¢) o .
Aaron Kee's notes * % N— v

Hey! Graat week! Be sura to keep up your can do atttude!

* Kk Kk kK
Great Stuff:

+ Awesome job with the team presentation! You naled it! %k ok ok
o 1loved the photos you included &

Give Kudos R, o ok e Saved Feedback
Stuff to Work On:

. Kaop an aye on your refunds, they ware a bit high at $782.76 this week SaredQ rriens (VS -
e 2. 0o YTy 0t gt s, GG I 1ght s mor mporant
o Slowis smooth, smooth is fast! o

3. 86 sure to sign off and relax at night! & i e

Matrics
78% QA 09/28/2021-10/06/2021 Lat's try to work on our product knowledge so that we can do.
.
[ S—— Q A Reviews
90% Five Star 09/28/2021-10/05/2021 Let's try to keep this at 95% or higher.
Action Items

Foedback
QA Reviews

Score: 100% Groat jobs this week!
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Give kudos

©  Nice job keeoing up the positive energy during the volume soike last week! Colebrate



entralized Team Dashboards

Metrics At-a-Glance

Investigate

Team & Team
Member Breakdown

Stream

M StellaConnect

Team or team member

‘Aaron Kee's Team
Aaron Kee’s Team

10 team members

Star rating
2,943 responses

D
4.79
L~ 1023
0 50
© Team: 4.56
= 4 O
P> 11 425 019
Phone 460 1013
Chat 479 1032

Team members (10)

Team member °

@ PedroMichaels

Q Tori Jacobs

e P Meria Calixto
@ Allen Jones
o Mariana Acosta

) Nora Harris
@ et sanderson

@ Josephine Mendoza

@ ~mandassilas

Performance

Compare to

v Team average <—| Last 7 days

Trends  Leaderboards QA 11s

Date range

% Resolved
2,074 responses

94%

™%

Comparisons

QA average
4 reviews

86%

V4%

(xJ
0 100
@ Team: 93%
] 4 ¢] ]
N £ Email
° <
Phone
"o Chat

€ Tori Jacobs

348 responses

Starrating © Star rating 4.80 1023
492
& O
480 v
467 +
—_——
467 ©
460 Select draft
T
456 o | Untited session
Coach: Aaron Kee
add Weekly 11
436 4 Coach: Marlana Acosta
Create new draft
432 1

o
o 100
© Team: 90%
» 5 Data Visualizations
425 | 019
460 1013
479 1032

anaversge © Actionable Insights
98% 1
90%
94% 1

92% 1
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Centralized Agent Dashboards

.
M | StellaConnect stream  Trends Leaderboards QA 1:1s  Performance * (A @ Logout

Date range Compare to

2021-12-01 to 2021-12-07 Previous Time-period

= Nicole Gardner

Team member

Star Rating QA Score Percent Positive Percent Resolved

Q

8 responses o reviews 8 responses 5 responses

A

4.75 ) 100.0% | 80.0% ",

0131 12.5% 3.3% v
1 5 0 100 0 100 0 100
@ Previous: 4.63 @ Previous: N/A @ Previous: 87.5% @ Previous: 83.3%
Expand v Expand v Expand v Expand v
Do you know how your metrics are behaving? Investigate metrics 23 reviews completed View Reviews E 1 coaching session shared View Sessions 2 kudos given
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Leaderboards- Motivate & Recognize Peers

Month of September, 2021 v All Teams v All Channels v

1 Roxanne Marshall

Y 5.00

/e

2 Nicole Gardner

3 Brian Ma

4 Patti Gilmore

5 Jessica Jones

6 Treychel Johnson

7 Vanesa Holmes
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Employee Experience



Top Employee Experience Challenges

Burnout is at an All-time High
The role organizations play in supporting social, emotional, and
mental well-being must adapt.

“The Great Resignation” is Here

Traditional benefits & rewards packages aren’t enough
to lure and retain employees. Employers must rethink
the full experience to truly put people first by listening.

Siloed Technology is Creating Obstacles
Disparate systems and technology are keeping
employees from efficiently doing their best work,
causing daily frustration.

Disparate Data is Preventing Action
Leaders and managers lacked the needed insights to
take effective action and respond to signals.

Employees don’t feel Heard
Lack of action from leaders causes employees to feel
disappointed, isolated, and undervalued. Medallia © Copyright 2021. Confidential. | 18



Harness Agent Ideas



All-in-one idea management platform that grows with you

Bring your people together to discover better ideas
and insights quicker, with minimum effort.

Engage the right people with the right challenges e

+ Focus challenges on specific individuals or groups, or open your
innovation process up to everyone.

eeeeeee

+ Give your users their own unique social profile. 322:‘53“,;:‘
+ Create custom groups of users by interest, department or expertise.
+ Build and connect an active and vibrant crowd. gilrtzl;;e Ofutu
“At least six ideas from the last year are being () 1
investigated to be implemented. The platform has helped T y
us to unearth new projects and has become a normalised o - m,,
activity for some staff and volunteers.” ERE

P —
RNLI

crowdicity’
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Ask the Expert Q&A
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https://www.medallia.com/experts-on-demand/
https://go.oncehub.com/rachellane

RESULTS

Drive Customer Service Innovation

Sky Business uses Stella Connect to drive customer service innovation while
increasing agent engagement and celebrating success, setting the right KPIs for
team leaders, using coaching strategies that drive measurable change, and
creating workflows for service recovery after subpar interactions.

1
Our frontline teams are really key to our business.
They’re the face of Sky, so providing them with Sl(y bu S' ness

Stella Connect feedback and allowing them to do

their jobs to the best of their ability is really key and
very important for everything in Sky Business.

‘@ Shona Goodlad Head of Customer Services, Sky Business
¢




