THE DIGITAL
TSUNAMI

The impact on the Workforce




What are Digital Channels Why Does It matter

Apple
business Chat Instagram RSS Twitter WhatsApp
chat Facebook Line TalkDesk Vkontakte
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Apple apps Google play / LinkedIn Telegram WeChat
review Email Google Kik SMS Viber YouTube
places

Supported Channels
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Customers expect to be
able to use their preferred
communication method
with the companies with
whom they deal.




Poor Customer Service Leads to Customer Churn

Source: Aberdeen, June 2021
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How Are Digital Channels Handled in Contact Center Staffing”?

Manually

Silo each type of interaction to a
different set of agents

Force every type of channel into
a solution designed for calls

Simplify all channels as either a
call/chat or email/social media post
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We Found Chat Was Not a Simple Channel

How many interactions occurred and how much time was involved handling them?

Chat 1

in-focus time: 3 min +1 min
< o 4+—>
Chat 2
1 min + 3 mins
4+—> < >
for Chat 2 No Chat is in-focus
< > 1 min
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gap

Chat 3
3 mins
15-minute window



Understanding the Pain of Treating Digital Channels Too
Simplistically

Inaccurate
long-range planning

Inefficient
schedules

RESULT:

DECREASED CSAT

INCREASED COSTS,
OR BOTH

Inaccurate Changes become
requirements from painful to ensure sKills
forecast and channels are both

covered
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Immediate Response & Deferred

Employee Self Select
Work Items ﬁ % Response Contacts

AHT Longer Than Stat
Interval

Deferred Work Forecast
Based on Capacity

NiCE

Dedicated Task
Time Limits

Simultaneous
Interactions

WFM for
Digital Channel
Management

Employee Cognitive

Load Limits Interruptible Interactions

Long Asynchronous

Elevated Interactions Interactions



Result of Doing Digital Right

Accurate Digital Efficient Consistent Improved
schedules :
staff Service across Employee

requirements agasr;zt'adr:gltal all channels Experience
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