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Automation - first customer experience solutions.
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Presenter Notes
Presentation Notes
Talkdesk is a cloud contact center solution provider that helps businesses transform their customer experience with advanced automation and AI-powered solutions. We are proud to be recognized as a leader in the contact center as a service category in the Gartner magic quadrant. Our purpose-built platform enables companies to deliver a seamless, unified, and personalized customer journey across any industry and channel. 
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GET THE REPORT

Talkdesk receives Customers' Choice Distinction in the 2023 
Gartner® Peer Insights .Voice of the Customer’ for CCaaS'ڞ

● Gartne r Cus tome rs ' Choice  d is tinc tions  re cognize s  vendors 
and products that are highly rated by their customers . 

● We  a re  p lace d  ahead of major competitors , inc lud ing  
Ge ne s ys  and  Five 9 . 

● This Gartne r re s e a rch can p lay a  key role in our prospects’ 
buying process , a s  it  focus e s  on d ire c t pe e r e xpe rie nce s  of 
imple me nting  and  ope ra ting  a  CCaaS s olution. 

● If you a re  in a  he ad - to- he ad  compe tit ion with Five 9 , Ge ne s ys , 
Vonage , Dia lpad , 8x8 , Cis co: Us e  the  re port to s how tha t 
Ta lkde s k has higher product ratings and  more satisfied 
customers , and  we ’ll take  be tte r ca re  of the m. 

Presenter Notes
Presentation Notes
Talkdesk received the Customers' Choice Distinction in the 2023 Gartner® Peer Insights™ 'Voice of the Customer’ for CCaaS.  It’s based on direct peer experiences of implementing and operating a CCaaS solution.

https://www.talkdesk.com/resources/reports/gartner-peer-insights-voice-of-the-customer-for-contact-center-as-a-service/
https://www.talkdesk.com/resources/reports/gartner-peer-insights-voice-of-the-customer-for-contact-center-as-a-service/
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Two Workforce Engagement Strategies You Need to Know

5



TALKDESK PROPRIETARY & CONFIDENTIAL

Strategy 1:

Measuring 
Employee Lifetime 
Value (ELTV) 
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Presenter Notes
Presentation Notes
Strategy 1 is the concept of Employee Lifetime Value, or ELTV for short. This is the idea that each employee delivers a quantifiable amount of value or impact over the course of their tenure with an organization. Although this is a common concept in the world of human resources and talent, it's less commonly used in contact centers. As you can see in the chart, an agent's value starts out negative when they're first hired and gradually increases as they receive training and start serving customers. Ideally, their value will continue to grow as they gain experience and develop their skills. So the question is, how can we increase their value even further? By focusing on key areas such as employee engagement, ongoing training and development, and creating a positive workplace culture, we can unlock the full potential of our agents and create a win-win scenario that benefits both the employees and the organization.I’ll start at the beginning with how to reduce time to value in the onboarding stage.It can take up to six months for a contact center employee to ramp up and be ready to offer optimal customer service. That’s a significant period of time where new hires are operating inefficiently and likely making mistakes. Accentuating the issue is the fact that the first 90 days on the job, which can be particularly stressful for new contact center agents, is critical to long-term retention. These numbers underscore the importance of putting a flawless onboarding process into place that sets new agents up for success, while also reducing the time it takes for them to fully ramp. However, in short-staffed contact centers, it’s common for customer wait times to spiral out of control. Managers often don’t have the luxury of easing new agents into the job by taking the time required to provide them with the skills and knowledge they need to succeed. As a result, many contact centers expose new agents to customers before they’re ready, leading to stress and negative reactions that can increase the likelihood of early burnout. 
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“Afte r e xpe rie nc ing  onboa rd ing  a t the ir organiza tion, only 
29% of ne w hire s  s ay tha t the y fe e l fully pre pa re d  and  
s upporte d  to e xce l in the ir ne w role .” 

- Gallup

Presenter Notes
Presentation Notes
This experience is all too common, as we can see from the quote here from Gallup, less than one in three new hires feel as if they’ve been effectively onboarded and prepared to succeed in their new role. By applying the right technology, organizations can balance these competing priorities, onboarding agents faster without increasing the risk of failure.
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The purpose of 
onboarding is setting 
new hires up for long -
term success.
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Presenter Notes
Presentation Notes
The importance of onboarding cannot be overstated. The purpose of onboarding is to set new hires up for long-term success within the organization. This involves not only introducing them to their roles and responsibilities but also ensuring that they understand the company culture and values. A successful onboarding program can help reduce turnover, increase productivity, and improve employee engagement. It's essential to provide new hires with the tools and resources they need to excel in their roles, including training and support. By investing in the tools to support the onboarding and beyond, you can ensure that your new hires feel welcomed, valued, and prepared to make a positive impact within the organization.
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Meet Edgar, a real - life call centre agent (and TikTok star!)
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Presenter Notes
Presentation Notes
Meet Edgar, a real-life customer service agent and TikTok influencer. In fact, that’s how I found him.Edgar was recently hired as a contact center agent.His lovely personality and people skills should make him a hit with customers. But Edgar he doesn't like wasting his time with slow systems and drudgery.What sets Edgar apart is his genuine passion for helping customers. He's not just going through the motions; he genuinely cares about making their experience as positive as possible. By leveraging his great communication skills and empathetic manner, he's able to build relationships with customers and make them feel heard and valued. Edgar is a reminder that customer service is about more than just solving problems - it's about making a connection and leaving a lasting impression. With agents like Edgar on the front lines, companies can build a reputation for outstanding customer service and create loyal customers who keep coming back.Edgar is a results-driven person who thrives on being able to solve problems quickly and efficiently. He has little patience for slow systems and manual tasks that get in the way of his productivity. Edgar values his independence and prefers a role where he can take ownership of customer issues and resolve them without having to escalate to supervisors.



TALKDESK PROPRIETARY & CONFIDENTIAL

Edgar has a bad onboarding experience.

Argh…why does it 
take me so long to get 
things done here?! “Right I’m done. It’s been a 

month, and I can’t take it 
anymore…I’m calling the 
recruitment company…. 

Hi, please find me a new 
job!”

Presenter Notes
Presentation Notes
When Edgar started his new job in the contact center, he was excited to put his customer service skills to the test. However, he quickly became frustrated by the difficulty of finding information and the amount of manual admin work that followed each call. The onboarding process was overall quite frustrating, leaving Edgar feeling unsupported and undervalued. After a month, he'd had enough and called a recruitment agency to explore other job opportunities. Companies that prioritize efficient processes and comprehensive onboarding can retain talent like Edgar, who are passionate about delivering exceptional customer service.
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Growing the value 
zone with the help 
of AI and easy to 
use tools.

● Re duc ing  time  to va lue  
during  onboard ing

● Maximizing  pote ntia l with 
automate d  age nt  
a s s is tance .

● Exte nd ing ave rage  te nure  by 
making automating  mundane  
ta s ks .
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Presenter Notes
Presentation Notes
So coming back to the ELTV chart.In order to maximize the value of our workforce, we need to consider all stages as shown in the ELTV chart. First stage is: improving the onboarding experience to reduce the time it takes for employees, like Edgar, to become fully contributing members of the team. The second stage is maximizing performance by increasing the average peak performance of our workforce. And the last stage is reducing attrition by increasing the average tenure of employees.So if staff are well-supported through each of these stages, we can create a more efficient and effective agent workforce, capable of delivering exceptional customer experiences. While it's not simple, understanding these levers allows us to focus on the right strategies to grow  contact center's Employee Lifetime Value.
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To help employees do their best 
work, the onboarding process 
should be part of a culture that 
supports ongoing learning and 
growth.
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Presenter Notes
Presentation Notes
The onboarding experience needs to be tied in with a culture that continually empowers staff to do their best work.The onboarding process should not be an isolated event, but instead should be integrated into a larger more widespread culture in the contact center that fosters continuous growth, learning, and improvement.When the onboarding experience is tied in with this culture of continuous improvement, new agents , like Edgar, are more likely to feel welcomed and included, as well as motivated to learn, grow, and contribute value to the organization.
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“Culture eats strategy for 
breakfast.”
- Peter Drucker

Presenter Notes
Presentation Notes
Now I’ve mentioned the word culture.The quote by Peter Drucker, a well known Management Consultant, that  "culture eats strategy for breakfast" Which means that an organization's culture is a more powerful force in driving success than its strategy alone. In the context of workforce engagement strategies, this means that while having a well-defined engagement strategy is important, it is only one piece of the puzzle. In order to create a more cohesive and effective approach to engaging the workforce, it's crucial to consider the role of technology and the type of technology used, as well as the organizational culture.
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Strategy 2:

‘Shifting Left’ 
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SHIFT-LEFT

Presenter Notes
Presentation Notes
So, now I want to touch upon strategy 2, called “shifting-left”Technically "Shifting left" is methodology or approach that comes from the software development world, where it refers to moving testing and troubleshooting earlier in the development process to catch and resolve issues before they become more costly and time-consuming to fix.Though Shifting left is not really a culture, it can help to create a culture that requires a mindset of collaboration and communication between the teams and different layers of an organisation, and a willingness to adapt and iterate, and a commitment to quality and continuous improvement. 
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‘Shifting left’ is a practical strategy that moves support and 
fulfilment as close to the front line and customers as 
possible.

Shift left: lowe r cos t and  improve  cus tome r s a tis fac tion

Customer ManagerAgent Supervisor

Presenter Notes
Presentation Notes
And today the concept of shifting left has made its way into customer support, as a way to improve customer experience, reduce costs, and simplify support activities by moving support and fulfillment as close to the front line and customers as possible. This approach helps speed up the time to resolution and minimize the chaos of customer service requests. 
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Presenter Notes
Presentation Notes
The ultimate business benefit of shifting left is that you can reduce costs and resolve customer issues faster. This is primarily achieved by shifting problem-solving skills down to the frontline and customers.1.Building stronger relationships with customersA definite by-product of being closer to your customer is a steady increase in the personal interactions with the the rest of the business. Customers will enjoy the way the frontline shares knowledge. They’ll appreciate the approachable attitude. As an extension, they will also feel more connected with your company as a brand, which promotes future business from those customers.2. Empowering customers to solve their own issuesBringing solutions closer to the customer restores balance to the force. Today, too many Customers use traditional technologies and channels to throw any issue at customer service. Outsourcing some of these problems to the customers decreases the workload and allows the customers to be the heroes in their own story. And they won’t have to wait in line for you to fix minor problems.3. More time for more interesting tasksIt doesn’t always have to be about the customer right? At the end of the day, the quality of your customer services highly depends on the attitude and motivation of the people delivering it.The idea of Shifting Left is that you share knowledge to let each line of support, including the customer, solve more challenging issues than they did before. If you outsource your simplest tasks, you have more time for more interesting and challenging tasks. The illustration here really makes it apparent why the concept is called ‘shifting left’.4. Customer service knowledge is always available the whole teamShifting left is driven by a customer support methodology that places the creation and sharing of knowledge at the heart of every customer interaction. Knowledge simply becomes power. The systems used to capture, catalogue and share that power become the contact centers most significant offering throughout the whole journey towards shifting left. And at Talkdesk we focus on developing tools for contact centers that makes shifting left possible.https://blog.topdesk.com/en/employee-experience/self-service/benefits-of-shift-left/
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Presenter Notes
Presentation Notes
This primarily abou shifting left to self-service and digital channels that can have many benefits for a business, including increased efficiency, reduced costs, and improved customer satisfaction. However, to fully scale this approach and realize its potential, it's crucial to have the right tools in place, such as the virtual agent and agent assist powered by AI and automation. Talkdesk recognizes this need and has developed advanced automation solutions using AI to help businesses successfully shift left and optimize their operations for maximum success. With the right technology, businesses can provide their customers with a better experience while also improving their workforce's productivity and overall business outcomes.https://itchronicles.com/automation/shifting-left-ai-automation/
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So let’s talk about AI!
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Q: Who’s heard of ChatGPT?
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ChatGPT….a small step for AI, a giant leap for language.

Presenter Notes
Presentation Notes
ChatGPT represents a significant achievement in the field of artificial intelligence and natural language processing. It is a "small step" for AI because it is just one instance of a larger trend of technological advancements in this field, but it is a "giant leap" for language because it represents a major breakthrough in the ability of machines to understand and generate human-like language.The statement here is highlighting the potential of AI to transform the way we communicate and interact with machines, and to open up new possibilities for innovation and progress in many different fields including customer service.
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It took ChatGPT just five days to reach 1 million users.

Presenter Notes
Presentation Notes
"It took ChatGPT just five days to reach 1 million users" 
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ChatGPT is powered by an AI model called a  ‘Large language 
model’ (LLM)

AI Large 
Language 

Models

“Language is at the core of what the 
contact center does a nd  it’s  why the  
impa c t  of LLMs  on c us tome r s e rvic e  is  s o 
p rofound .”

— BEN RIGBY, SVP, GLOBAL HEAD OF 
PRODUCT & ENGINEERING: ARTIFICIAL 
INTELLIGENCE, AUTOMATION & WORKFORCE 
AT TALKDESK

Presenter Notes
Presentation Notes
Language is at the core of what the contact center does and it's why the impact of the AI models call Large Language Models on customer service is so profound. ChatGPT uses these large language models. Large language models are AI systems designed to understand and generate human language. They have the ability to analyze vast amounts of text, learn from it, and generate new text that is often indistinguishable from something a human might write.These models are designed to answer questions, provide recommendations, and even generate responses. They are trained on enormous amounts of data, which allows them to learn and understand the nuances of human language and to provide more accurate and helpful responses.We’re fortunate because these Large language models are used in a wide variety of applications, including customer service chatbots, and assisting agents with their work. They have the potential to greatly improve interactions with technology and to make lives easier and more efficient.I want to quote my colleague, Ben Rigby - ““Language is at the core of what the contact center does and it’s why the impact of LLMs on customer service is so profound.”These AI Large Language models will have a significant impact on the quality of customer service that contact centers can provide. 
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It’s a leap forward for every business that deals in language.
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The era of Large language models (LLMs) and generative AI.

Presenter Notes
Presentation Notes
We are moving towards the era of Large language models (LLMs) and generative AI. It’s a leap forward for every business that deals in language.And in the world of contact center technology, we’re seeing an evolution from the days of switchboards, on-prem solutions, to the cloud and now AI underpinned by the same large language models that support tools like ChatGPT.
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Presenter Notes
Presentation Notes
Talkdesk is at the forefront of revolutionizing the contact center industry by infusing artificial intelligence (AI) into tools, and now we’re leveraging Large Language Models (LLMs) for improved performance. This integration is leading to better self-service capabilities, faster after-call work, quicker and more effective responses to customer inquiries, and actionable insights that help organizations make better-informed decisions.In a recent development, Talkdesk has launched its first LLM-powered feature that automatically summarizes the key points of a customer interaction and suggests the call disposition and follow-up actions. This cutting-edge feature is powered by the same LLM that underpins ChatGPT, one of the most advanced language models in the world.With this new capability, Talkdesk users can significantly improve their contact center performance by automating mundane tasks and allowing agents to focus on more critical tasks that require human intervention. Overall, we aim to change the game for contact centers, paving the way for a future where AI-powered solutions become the norm.
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One small button with far - reaching benefits.

Can s have  30 -60 seconds from e ve ry inte rac tion 
by automatica lly s ummarizing  the  ke y points  and  
s e le c ting  the  appropria te  cus tome r d is pos ition.
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Boosting workforce engagement with time -saving 
automations powered by AI.
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Generate a response

Evaluate this

Presenter Notes
Presentation Notes
Boosting workforce engagement with AI powered time-saving automations means using micro and quick automated processes or tools to help employees save time on routine and mundane tasks. In addition to sumarizing interactions, there are many more time-saving automations like generating responses, or evaluating an interaction that will lead to more automated workflows that make staff more efficient, effective, and productive, which can have a positive impact on their engagement and overall job performance.
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Edgar doesn’t care about AI. But he does care about how he 
spends his time at work. 
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This summary 
is so taking me 
so long to 
finish.

“Did you see 
that?!...This tool just 
automatically 
summarized my call!”

From this… to this!!

Presenter Notes
Presentation Notes
Let's take a moment to think about our friend Edgar. While he may not be particularly interested in AI, he does care deeply about how he spends his time at work. As an employee, he values being in a job that empowers him with the necessary tools to solve customer problems effectively.This is a sentiment shared by many workers in today's fast-paced business environment. When employees are equipped with the right tools and resources, they can work more efficiently and effectively. This leads to not only better customer satisfaction but also a happier and more engaged workforce.Therefore, it's important to invest in technology that can help support your team's success, even if they may not be directly interested in the technology itself. By doing so, you can help ensure that your employees have what they need to excel in their roles and deliver exceptional customer experiences.In conclusion, while Edgar may not care about AI, he does care about having the right tools to do his job well. As decision makers in the contact center, it's important to keep this in mind and prioritize investments that can help employees be successful and satisfied in their work.
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1.Measuring Employee lifetime value (ELTV)
2. ‘Shifting left’ with AI

Conclusion: two strategies to consider for 
workforce engagement 
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Thank you!
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