
Evolve your 
Agent into a 
SUPER AGENT
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A little bit about me…
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Be where your 
customers want 
you to be

Treat your agents as 
humans, not just a 
number

Manage your agents with 
empathy while delivering 
impact to the business

BusinessAgentCustomer
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• ID Caller
• Derive Intent
• Intelligently Route
• Present Info to Agent

Agent
Customer

Today focus on knowing customers 
intent and resolve first time

Super Power – Information



Everybody wants to improve – with 
integrated performance management 
it is easy to communicate what is 
expected, improvement area and feel 
empowered.

Super Power – Self-Management



Poll Question

• How important is the customer 
service in building brand loyalty? 
From 1 to 5 with 5 being the highest
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Super Power – Loyalty

Self-ManagementLoyalty

Information

Circle of CX 
Customer 

Experience
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Power more personalized engagements with real time data

Source: State of Marketing, Salesforce Research, Dec 2018 Source: State of Marketing, Salesforce Research, Dec 2018Source: The Callminer churn index, July 2019

of consumers are very likely to stay 
loyal if they have a good contact 
center experience.

of customers say being treated 
like a person is very important 
to winning their business.

of decision makers say their 
company’s customer service 
must transform to stay 
competitive.

84% 74% 82%



New Normal:
Contact Center is the new front 
door to your business.
Delivering exceptional customer experience 
requires organizations to be quicker, more accurate, more 
attentive and more available than ever before.

Experience-Driven businesses see almost 2x higher Year 
on Year growth in customer retention, repeat purchase 
rates and customer lifetime value than other 
businesses.

2X
*Source

84 percent of customers feel that 
experiences are as important as the actual 
products and services.

84%

*IDG

90% of customers rate an 
"immediate" response as 
important or very 
important when they have 
a customer service 
question

90%

*Source
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*Source

https://www.adobe.com/content/dam/acom/en/experience-cloud/research/roi/pdfs/business-impact-of-cx.pdf
https://cdn2.hubspot.net/hubfs/1624046/Digital%20Business%20Executive%20Summary_FINAL.pdf?t=1534365095051
https://blog.hubspot.com/sales/live-chat-go-to-market-flaw?__hstc=143987178.58769d0adc53c11303e3fd524bf936d3.1591135385621.1591135385621.1591135385621.1&__hssc=143987178.1.1591135385622&__hsfp=1163731492
https://www.salesforce.com/form/conf/state-of-the-connected-customer-3rd-edition/?leadcreated=true&redirect=true&chapter=&DriverCampaignId=7010M000000ujR9QAI&player=&FormCampaignId=7010M000000ujR4QAI&videoId=&playlistId=&mcloudHandlingInstructions=&landing_page=


Justice League of Agents
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