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Introduction

Boosting productivity in the contact center is at the top of the to-do list for many
executives and customer service leaders. At first, it might seem like a daunting or
overwhelming task. But the good news is it doesn't have to be. When managers are
equipped with information and armed with motivation and drive, it's possible to
increase the productivity and efficiency of both agents and the contact center.

In this eBook, you'll find actionable tips, strategies, and tools aimed at enhancing
productivity in the contact center. It features workplace best practices, psychological
principles, and industry knowledge to ensure that you have all you need to achieve
your mission of increasing agent productivity in your contact center.




1. Setting the Stage for Maximum Agent Productivity

Contact centers are the frontlines of customer interactions, and agent performance
directly impacts customer satisfaction and loyalty. In an era where customer
expectations are higher than ever, it's crucial to ensure that agents are operating at
peak productivity to meet and exceed these expectations.

Agent productivity is the engine that drives efficient operations, outstanding customer
service, and, of course, revenue—or in other words, your company'’s financial success.
In this chapter, we'll discuss the various metrics used to measure agent productivity
and explore how your agents directly influence customer satisfaction.
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Agent productivity can be viewed from several angles:

1. Quantity: The volume of interactions an agent handles within a specified timeframe,
such as the number of calls handled or emails responded to.

2. Quality: The effectiveness of each interaction in meeting customer needs and expecta-
tions. This includes issue resolution, customer satisfaction, and adherence to company
standards.

3. Efficiency: How well agents manage their time and resources to accomplish their tasks.
This includes minimizing idle time, reducing call handling times, and optimizing work-
flows.

4. Adherence to Processes: The extent to which agents follow predefined procedures,
scripts, and best practices to ensure consistency and compliance.

5. Engagement: How motivated, focused, and satisfied agents are in their roles, as this
directly affects their performmance and overall productivity.




Key Performance Indicators (KPIs) for
Measuring Agent Productivity

Effective measurement of agent productivity relies on Key Performance Indicators
(KPIs). These KPIs help quantify the various aspects of agent performance and offer
insights into how agents are contributing to the success of the contact center.

Here are some common KPIs for measuring agent productivity:

« Average Handle Time (AHT): AHT measures the time an agent takes to handle an
interaction, including talk time, hold time, and any after-call work. Reducing AHT
without compromising quality is a commmon goal to increase efficiency.

« First Call (or Contact) Resolution (FCR): FCR indicates the percentage of custom-
er issues resolved in a single interaction. High FCR rates are a key indicator of effec-
tive agent productivity.

« Occupancy Rate: Occupancy measures the percentage of time an agent is actively
engaged with customers or tasks. A balance must be maintained to prevent agent
burnout.

« Customer Satisfaction (CSAT): CSAT is a direct measure of customer happiness
with the service provided. It reflects the quality and effectiveness of agent interac-
tions.

« Net Promoter Score (NPS): NPS measures customer loyalty and willingness to rec-

ommend the company to others. It's an indirect but important indicator of agent
performance.



Agent Productivity and Customer Satisfaction

Agent productivity has a direct and profound impact on customer satisfaction, which
is often considered the ultimate measure of a contact center’s success.

Here's how agent productivity influences customer satisfaction:
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1. Faster Issue Resolution: Productive agents resolve customer issues more efficiently,
reducing customer frustration and improving satisfaction.
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2. Reduced Wait Times: Efficient agents contribute to lower wait times, ensuring that
customers don't spend unnecessary time in queues, which can cause frustration.

3. Consistent Service: Agents who adhere to processes and guidelines deliver consistent
service, fostering trust and satisfaction among customers.

4. High First Call Resolution: Productive agents tend to have higher FCR rates, which
means customers don't need to make repeated calls, leading to increased satisfaction.

5. Personalized Service: With more time to focus on each interaction, agents can provide
more personalized and attentive service, enhancing the overall customer experience.

Fact: 71% of consumers expect companies to deliver personalized
interactions, and 76% of them get frustrated when it doesn’'t happen. (McKinsey)




2. Improving Your Training and Coaching Practices

Training and coaching programs are the backbone of maximizing agent productivity in
any organization. They play a pivotal role in enhancing the skills, knowledge, and overall
performance of agents. This chapter delves into the significance of training, ongoing
coaching initiatives, and measuring the effectiveness of these programs.

Provide Continuous Training

If your goal is to increase productivity in your contact center, start by ensuring that you're
providing your agents with adequate training. Providing high-quality training directly
impacts critical KPlIs: it lowers AHT, raises first contact resolution rates, minimizes errors,
and enhances the overall productivity of your contact center. Moreover, improving agent
training will positively influence employee and customer satisfaction and foster greater
loyalty.

The majority of today’'s contact center agents don't receive enough training. Most contact
centers train agents just once, meaning agents must rely on coworkers for education,
which isn't ideal.




Provide Regular Coaching and Feedback

It's crucial for contact center managers not to adopt a "set-it-and-forget-it" mindset when
it comes to team management. Once agents are well-trained, you have to monitor their
performance. Evaluating agent effectiveness can involve discreetly listening to live calls or
reviewing call recordings or call summaries and providing insights into their interactions.

If certain agents struggle with specific queries or if your team encounters inefficiencies in
issue resolution, it's time to go back to square one and provide additional training on the
issue. Streamlining processes and rectifying ineffective procedures can significantly boost
agent productivity by reducing average handling time while enhancing their capacity to
handle more interactions.

Monitoring isn't just about pinpointing areas that need improvement. Recognizing

instances where an agent excelled in resolving complex issues, calming angry customers,
or efficiently troubleshooting is equally important.

TIP: Leveraging these call recordings or summaries for training purposes can

go a long way in improving the training process while recognizing and
reinforcing positive behaviors among all agents.

Increase Agent Autonomy

Giving contact center agents a certain amount of autonomy can have a big impact on
both agent and contact center productivity. Research shows that more autonomous
agents are often more capable of effectively addressing customers’ needs by being flexible,
responsive, and personal.

When agents are more effective at addressing customer needs, it decreases the likelihood
of call transfers or escalations. Fewer escalations and transfers can have an extraordinary
impact on streamlining workflows within the contact center—freeing customer service
managers up so they can handle larger issues.

Additionally, giving agents some freedom and flexibility in their response and resolution
styles can increase their engagement, boost morale, and improve productivity.



Allow Agents to Take Breaks

The strain felt in a contact center can profoundly affect everyone involved—agents,
customers, and the overall operational flow. When stressors escalate, they lead to
reduced productivity, diminished job satisfaction, and compromised health. These
factors collectively weigh heavily on the contact center’s effectiveness.

That's why allowing agents to take brief, frequent breaks when stress mounts is crucial.
Whether it's for a breather, a snack, or a quick break, granting this flexibility empowers
them to manage their stress better, fostering a sense of control and subsequently
boosting productivity.

Motivate Agents with Incentives and Rewards

An incentives and rewards initiative aims to inspire employees to excel, support their
personal advancement, enhance their satisfaction with their roles, and retain top talent.
If your incentive and rewards programs are successful, all of these factors will impact
productivity in your contact center.

Boosting agent productivity goes beyond mere requests for longer hours, shorter breaks,
or weekend shifts. It involves elevating agents’ commitment to their tasks, fostering a
sense of belonging in the team, recognizing achievements, promoting adequate breaks,
optimizing their software tools, and refining operational workflows. A strategic approach
to addressing these key aspects can yield substantial gains in

employee output.



3. Enhancing Productivity with Technology & Automation

The backbone of efficient customer engagement and interaction lies in managing
data effectively. Customer Relationship Management (CRM) systems have emerged as
indispensable tools in this regard. These systems centralize customer data, providing
agents with a comprehensive view of each customer's history, preferences, and past
interactions. Leveraging a CRM system enables agents to deliver personalized and
contextually relevant service, fostering stronger customer relationships.

The Power of Personalization: Brands that lead in personalization improve customer
loyalty 1.5x more effectively than brands with poor personalization. (Deloitte)

Automation Tools to Enhance Agent Productivity
ﬁ Artificial Intelligence

Artificial Intelligence (Al) and automation are revolutionizing the way modern
contact centers operate. Agent labor is the greatest factor in every contact
center’s operating cost structure. That means every working minute must be
maximized for revenue potential, but connecting to Right Party Contacts can
be tricky. Maximizing an agent’s daily talk time and productivity is critical.

In the contact center, Al can be used to:
Automate communication workflows to maximize agents’ time
Optimize when (and how) agents engage customers to increase effectiveness
Maintain compliance with privacy and communication regulations

Supercharge agent productivity and revenue outcomes




Automation, on the other hand, streamlines processes, reduces human errors, and
enhances efficiency. For instance, automated workflows ensure accurate data and
scalable processes, while chatbots can provide instant customer support, improving
overall satisfaction and retention rates. By embracing Al and automation, you can
optimize your processes and free up resources for more important strategic initiatives.

%ﬁ Call Summarization

One Al-powered solution for maximizing agent productivity while maintaining
efficient AHT, keeping wait times low, and delivering best-in-class CX is Automated
Call Summarization.

Call Summarization eliminates manual notes and offers stand-out benefits like:

* Increased Agent Productivity:

Save agents’' time by automatically summarizing key conversation points so they can
take more calls. Call Summarization gives agents complete pastinteraction details right
in their desktop. They no longer need to spend time searching for info at the expense

of efficiency, CX, or First Contact Resolution.

» Best-in-Class Customer Experiences:

Agents can devote their full attention to the prospect or customer instead of jotting down
notes during conversations. Call summarization tools, like Acqueon Summarize, let agents
easily focus on each customer’s needs and provide personalized, relevant responses by
having previously summarized call notes right in their desktop or workspace.

Did you know? 88% of buyers say experience matters as much as a

company's products or services. (Salesforce)

» Improved Quality Control and Agent Performance:

Call Summarization removes the human error element from manual notes. Automated
notes are consistent, comprehensive, and based on actual conversational context. Super-
visors get full call details including Call Reason, Call Outcome, Next Steps, Objections,
and a Summary of the call transcript to guide future coaching, training, and quality
improvement efforts.

At the end of the conversation, Al-powered Call Summmarization tools generate dynamic
notes and call summaries in real time, which agents can easily edit, append, and add to
the CRM.

Q. Predictive Dialers

Efficiency in outbound communications is paramount. Predictive dialers employ algo-
rithms to predict agent availability and call answer rates, automatically dialing numbers
and connecting agents to live calls. This technology minimizes idle time, ensuring
agents spend more time engaging with customers, ultimately increasing contact rates
and productivity.

(@)} Chatbots & Virtual Assistants

Chatbots and virtual assistants are fundamental in handling routine queries and pro-
viding immediate assistance. By leveraging natural language understanding and ma-
chine learning, these Al-powered entities can resolve straightforward inquiries, freeing
up agents to tackle more complex issues. Additionally, they contribute to 24/7 availabili-
ty, enhancing customer satisfaction and alleviating agent workloads.



4. Streamlining Processes and Workflows

In the quest to maximize agent productivity, one of the key areas to address is optimizing
processes and workflows within the contact center. Streamlining internal operations is a
crucial step towards achieving greater efficiency, reducing costs, and ultimately providing
a better experience for both customers and agents.

Focus on First Contact Resolution

Focusing on First Contact Resolution (FCR) means prioritizing doing what's needed to
address customer issues the first time they contact your customer service team. FCR
and agent productivity go hand in hand because customers whose issues are resolved
at the first contact are significantly less likely to call back — this decreases inbound call
volume and enables agents to handle other issues. Increasing First Contact Resolution
means fewer transfers to another department or escalations to management.

Automate Repetitive Tasks

Agents have a lot on their plate. To help them streamline their workflows, consider
automating repetitive manual tasks. This will not only give agents more time so they
can take care of critical items, but it will also reduce data entry errors and help ensure
that the information in your CRM or other enterprise system stays up to date.

Some contact center software can help you automate tasks like:

Logging call dispositions and recordings once a call ends
Adding a new ticket when a voicemail is received

Creating a new opportunity in a CRM when a new contact calls
Creating a case in a CRM when a call is missed

Utilize Workforce Management Tools

Variations in incoming call volumes often pose a challenge to contact center efficiency.
Tools for managing workforce allocation guarantee that proficient agents, equipped with
the appropriate skills and training, are present exactly when you need them. These tools
enable you to predict demand and arrange agent schedules more effectively. As a result,

you maintain an optimal agent count during high-traffic periods and reduce downtime
during quieter stretches.



5. Actionable Tips for Enhancing Agent Productivity

Tip #1: Utilize a Knowledge Base & FAQs

Nothing puts a damper on productivity quite like the endless cycle of juggling
systems, reaching out to different departments, and scouring through various
sources for a common answer. To tackle this, B2C enterprise businesses are turning
to extensive knowledge bases. These serve as a one-stop solution, enabling swift
responses to customer queries without the hassle of involving multiple parties or
searching multiple databases.

Tip #2: Implement Skills-Based Routing

Implementing skills-based routing to appropriately assign contacts to the most
appropriate agent can significantly boost both team and individual agent productivity.
Modern skills-based routing systems allocate calls based on various factors such as
agent department, skills, knowledge, language proficiency, geographic location,
and other tailored preferences. Additionally, information like the customer's dialed
phone number, choices made in the IVR system, and their past interactions with the
company can be stored and utilized to connect them with the best-suited agent for
their specific issue.

Tools for skills-based routing not only streamline business operations but also amplify
the effectiveness of agents, reduce transfers, and increase the likelihood of resolving
issues on the first call — all of which have a profound impact on agent productivity.




Tip #3: Promote Work-Life Balance and Agent Well-Being

When your agents feel supported in managing their time effectively, they become
more engaged, productive, and better equipped to offer exceptional customer service.
Promoting work-life balance and agent well-being might involve adopting policies
offering flexible work hours, remote work opportunities, and wellness initiatives geared
toward nurturing physical and mental health.

Recognizing agents by providing consistent feedback and fostering a supportive work
culture is equally vital. Demonstrating genuine care for their individual needs and
showcasing appreciation for their hard work elevates morale, motivation, and overall job
satisfaction. Investing in your agents' well-being not only benefits them personally
but also contributes to a more productive and successful team dynamic.

Tip #4: Consider Solutions for Customer Self-Service

Making the most of customer self-service options is crucial for boosting contact center
efficiency. When customers can tackle issues on their own, it lightens the workload on
your team and leads to happier customers. This also allows your agents to dedicate their
attention to more intricate customer concerns.

One self-service solutionis Al chatbots, which are great at handling simple inquiries,
assisting customers with basic troubleshooting, and offering guidance on commonly
asked questions. Another valuable toolis an FAQ section on your website. This resource
can cover a broad spectrum of common inquiries, minimizing the need for agents to
address routine questions

62% of millennials and 75% of Gen-Z customers prefer self-service aimost all the

time, even when they have an option of contacting customer support. (Gartner)

Put These Agent Productivity Strategies and Best
Practices into Play in Your Contact Center

Increasing your agents’ productivity is about more than improving agent efficiency; it's
about taking a holistic approach and considering all of the different factors that play into
an agent's productivity. It's about fostering a company culture and environment that
inspires, promotes ongoing learning, and values agent and employee wellbeing. Tools
like Al, call summarization, knowledge bases, and workforce management solutions
can streamline your processes and workflows while giving agents everything they
need to succeed. Promoting work-life balance and agent well-being and implementing
incentives can increase morale and job satisfaction, both of which contribute to
increased productivity.

But the journey to improved contact center agent productivity doesn't have to stop
there. There will always be different strategies to test, new programs to launch, and more
feedback and insights to gather.




Ready to see how a Conversational Engagement Platform
with Al-powered Call Summarization can improve
agent productivity and customer service quality?

Contact us today.
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