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Reinvent the contact center digitally.

Until recently many experts were 
predicting the demise of the contact 
center. They assumed that the benefits 
of email, social media and other digital 
touchpoints would entice customers 
away from Interactive Voice 
Recognition (IVR) systems and 
potentially long hold times. However, 
far from becoming passé, many  
contact centers are now being digitally 
transformed into profit centers crucial 
to the success of their brands.

First, they’re offering better contact 
center experiences. This requires a 
richer, fuller understanding of each 
customer, allowing customer service 
representatives to engage in more 
personalized, targeted interactions. 
Second, they’re improving experiences 
beyond the contact center. By using 
innovative digital self-service and video 
solutions they can proactively answer 
questions before they’re asked  
and create new opportunities for 
customer interaction.
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Customer experience is 
expected to overtake price  
and product as the key brand 
differentiator by 2020.1 Learn 
how you can engage better.

1 Source: Walker, Customers 2020 Report



Customers seeking answers to product or service-related 
questions once had limited options. Besides trying to make 
sense of dense documentation, their only alternative was to 
pick up the phone. Long hold times and IVRs made the 
experience frustrating. Representatives with set scripts and 
little customer information made it all the more painful. 

Now, however, customers have multiple choices. They can 
engage via any of the well-known digital channels as well 
as innovative new mediums like interactive personalized 
video and digital self-service portals. There’s also a shift in 
how customers, particularly the younger generations, 
prefer to interact. For example, as a 2016 study by The 
Northridge Group indicates, 43 percent of customers prefer 
to use digital channels to solve a problem, while 56 percent 
reach for the phone. 

Organizations today have much to gain from taking an 
omnichannel approach to their customer communication 
strategies. To effectively interact with customers via their 
channels of choice, organizations are leveraging customer 
information in ways that deliver unique, personalized 
interactions to all. They’re utilizing the more cost-efficient 
channels to proactively answer customer questions before 
they’re asked and shifting repetitive, mundane and time-
consuming interactions away from the phone queue. The 
result: Happier customers and a contact center with the 
time and ability to focus on higher-value calls. 

Engage better with data.
Being a 21st century business means having a 21st century 
digital transformation strategy. Contact centers are still as 
important as ever. However, what really defines a 
productive, cost efficient and successful contact center is 
their ability to leverage customer information. 

Every interaction with your customers offers a valuable 
opportunity to build relationships and drive desired 
behaviors. Engage customers in timely, relevant and 
personalized ways, and you’re more likely to generate 
repeat business, creating a profit center for your business. 
Ask them to provide information they’ve already given or 
repeat an action they’ve already taken, and you indicate 
that you’re not listening. They’re less likely to listen to you 
in return. 

The evolving role of the contact center
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of consumers have switched 
providers in the past year due to 

poor customer service. 

Source: Accenture Strategy report: Digital 
Disconnect in Customer Engagement, 2016
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channel for select customer 
service inquiries/issues.

Source: The Northridge Group (NRG), State of Customer Service Experience 2016
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Gain a single customer view.

To identify the best next customer-specific topic of 
conversation, customer service representatives require a 
single view of the customer across all touchpoints. This 
allows them to reduce repetition, increase satisfaction and 
move the customer toward mutual goals. 

For many years, significant data barriers made it practically 
impossible to access a timely and complete single view. 
Today, technology exists that can help you to recognize the 
same customer across the enterprise regardless of channel 
or context and put that insight to work.  

Translate your view into action.
Combine a single customer view with predictive analytics, 
and you can determine the best next action each time a 
customer makes contact. Suddenly, your reps can take the 
conversation on a course that reflects prior behaviors, 
stated preferences, market conditions and more. They 
might steer a customer toward a dedicated cross- or upsell, 
or suggest an account change to better reflect the 
customer’s need and situation. In some cases, the best next 
action is no action beyond addressing the customer’s 
immediate concern. Predictive analytics can help hone in 
on the customers who will value a contact and provide 
additional value to the company as a result.

Personalize every interaction.
The more your contact center knows about a customer’s 
previous interactions, the more they are able to have an 
effective customer conversation. However, an important 
thing to remember about data is that more is not 
necessarily better. The most effective communications 
focus on the topics that are most important—and speak to 
these topics in the context of customer impact. 

Some of the newest forms of personalization are rather 
subtle, and demonstrate a greater level of understanding. 
For example, personalized conversation can now 
acknowledge context such as:

•  The last thing the customer spoke to you about

•  Where they’re calling from

•  Their time zone 

When you can acknowledge these types of details and 
reference past conversations (even if they occurred over 
other channels), it shows care, continuity and attention  
to detail. With so many organizations competing for 
mindshare, this positive familiarity fosters trust and loyalty 
and can help you stand out from the rest.
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76
01.  Does it engage in company-wide sharing of data 

to better inform interactions that take place at 
other times, through other touchpoints? 

02.  Does it have 360° insight into other customer 
interactions across the organization? 

03.  Does it use data and analytics to determine 
best-next-action recommendations that reflect 
prior behaviors, stated preferences, market 
conditions and more? 

04.  Does it provide reps with the tools and 
information they need to better engage 
customers and positively apply key brand  
values on calls? 

Check list: How customer-centric  
is your contact center?

yes            no           not sure

yes            no           not sure

yes            no           not sure

yes            no           not sure

% of contact centers lack a  
unified view of the customer. 

Source: CRM Magazine 
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The contact center remains critically important. 
However, today’s smartphones, tablets and other 
devices give people anytime, anywhere access to you 
and your brand. Social media, email, web self-service, 
live chat and other tools give your customers a host of 
ways to contact you and to help themselves. 

Provide the self-service experience that  
customers want.
Now you can give customers single-portal access to 
relevant information like contract details, service inquiries, 
billing and special offers. This provides them with the 
flexibility to explore at their convenience, knowing that  
the information is complete, accurate and up-to-date. 

With so much contemporary emphasis on servicing 
customers digitally, this represents a way to stand out  
from the competition. It helps strengthen engagement by 
putting the customer right where they want to be: In the 
driver’s seat.

The effective use of digital self-service technology allows 
organizations to demonstrate they understand and 
appreciate their customers. Here too, you can automatically 
combine customer profiles with transactional and 
behavioral data to gain valuable, new insight. Powerful 
analytics help to identify best next engagement, and you 
can digitally serve up relevant messages and appealing 
offers at just the right time.

In response to changing customer-driven trends, 
successful organizations are finding innovative ways to 
evolve from the traditional focus on voice- and email-
based customer service to an omnichannel, context-
aware customer engagement optimization platform 
that supports every type of interaction.
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Beyond the call: New ways to drive digital engagement and profitability

of contact centers lack a  
unified view of the customer. 

Source: CRM Magazine 
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Presentation: Technology Adoption by Baby Boomers (and everybody else)

It’s not just millennials:  
Every generation is increasingly inclined to interact digitally. 
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From a contact center perspective, providing customers 
with the efficient digital self-service options they desire is a 
win-win. Fewer burdensome calls can translate to shorter 
wait times and increased satisfaction. This, in turn makes 
representatives more productive: They can focus on 
resolving complex issues and growing revenue. 

of consumers prefer  
self-service over speaking to a  
contact center representative. 

Source: Survey commissioned by Nuance Enterprise  

%67
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Transform the customer experience on and beyond the phone.

Effective digital transformation will touch every channel and 
unify all your customer information. Customers don’t see 
themselves as a bunch of different personalities, one for 
each account, service and product they may have. They 
each see themselves as one person with different needs. 

Similarly, your customers see your company as just one 
company, not as a store, a contact center, a billing 
department, and a selection of different services and 
solutions. They expect that whenever and wherever they 
interact with your company, the experience will be 
consistent and good.

Provide your customers with intelligent, compelling 
experiences across every channel and you can 
uncover new revenues, lower your costs and increase 
customer satisfaction.
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Imagine increasing cross-sell and upsell 
through a “virtual representative” who explains 
products and services in response to real-time 
customer inputs. 

Interactive personalized video creates an 
experience that feels like a two-way 
conversation. Customers can interrupt, ask 
questions and follow up on calls-to-action. It 
offers quality personal interaction, without the 
formidable expense of putting a live person in 
touch with each and every customer.

This latest innovation capitalizes on consumers’ 
growing appetite for all things video and 
elevates it to a new level of highly effective 
customer engagement.

Build engagement 
with interactive 
personalized video.
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