
Leverage Customer
Journey Insights03.

Provide a complete log of the user session, including searches and clicks, prior to
case creation, so that your agents put their best foot forward.

of customers rated one of their biggest issues with service
as having to repeat themselves when switching between
service channels or people.

Connect Multiple
Channels01.

Integrate different web properties so that all customer interactions are captured
in the company CRM system to provide a “360-degree view of customers” to
your call center agents.
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of organizations offering social media support do not capture
conversations from social interactions in the customer history.
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Upskill with
cognitive tools02.

Enable contact center agents to provide a relevant first response by providing top
SMEs, articles, and related cases to the issue at hand, in a quick & seamless manner.

[2]

billion hours per year are wasted by frontline service and
sales agents to navigate software they find difficult to use.
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Route Cases
Intelligently04.

Practice skill-based routing by recognizing the caller ID and information input in the
IVR or any other company touchpoint to assign the case to the most suitable agent.

Maintain Dynamic
Knowledge base05.

Leverage smart tools based on cognitive search that help agents to create, structure,
and reuse KB articles on the fly.

of customers said that a representative’s knowledge or
resourcefulness was the key to their recent positive service
experiences. [5]

minutes. That’s the average time consumers will wait on hold,
before hanging up.[4]
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