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Long-term business success depends on 
more than the value and performance of 
your product or service. It also relies on your 
organization’s customer experience (CX).  
In fact, some argue that CX is more 
important. Afterall, a stellar CX can 
influence customer loyalty, increase their 
spend, and even make up for less-than-
perfect product performance.

No matter what business you’re in, the moments your 
customers choose to interact with you are often when 
they have urgent needs or concerns. They may be 
reporting a lost or stolen credit card, choosing between 
family healthcare plans, setting up their teenager’s first 
smartphone, or even calling from the scene of a car 
accident. These are important opportunities to provide 
outstanding customer service — and you may have just 
one chance to help them make things right. 

of customers say 
customer service is 
important to brand 
loyalty.1  

of consumers say they  
will forgive a company for 
its mistake after receiving 
excellent service.2

90%

78%
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Multi-function 
contact centers   
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The pandemic changed the way people 
interact with the world on several fronts, 
further expanding the impact that customer 
contact centers have on business sustainability. 

To help you ensure that your customer contact 
center supports your short-term goals and 
long-term success, we present and explore  
five operational imperatives for customer 
contact centers. While these concepts aren’t 
entirely new, the evolution occurring in each 
one could become inflection points in your 
ability to deliver on your customers’ needs  
and expectations.

Brand 
loyalty 

Revenue 
generation 

Revenue 
protection 

When your contact center handles customers’  
needs efficiently, effectively and empathetically,  
it helps build long-term customer loyalty. On the 
other hand, if customers feel slighted, then they’re 
more likely to take their business elsewhere and leave 
poor reviews — even if your company sells an out-of-
this-world product. 

Of course, the best contact centers don’t function 
solely to address customer complaints. They can also 
yield improvements when your associates take 
customer feedback seriously, gathering it in 
meaningful ways that help you refine and enhance 
your processes, products and services. In this way, 
your contact center isn’t just a lifeline for your 
customers. It can also evolve into a major channel  
for brand loyalty, revenue protection and even  
revenue generation.
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5 operational 
imperatives for 
contact services  
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Understand and elevate  
the value of your associates 

Leverage the power  
of data to constantly  
improve performance 

Build processes that maximize 
associate performance and  
service delivery 

Create long-term brand loyalty 
through hyper-personalized, 
connected experiences

Embrace a flexible, omnichannel 
technology ecosystem 
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Understand and 
elevate the value of 
your associates 

Take care of your associates.  
It’s crucial that your employees feel valued and 
included — and that they can see the impact of  
their own contributions. Building an effective 
workforce starts with recruiting, onboarding and 
training the right people, but you can’t stop 
there. Offer coaching and performance support, 
monitor employee satisfaction and engagement, 
and use your findings to implement relevant 
wellness programs. Finally, foster ongoing 
learning and supply access to resources that help 
them effectively support customers in real time.

Empower and train your associates.  
Set your associates up for success. Clarify 
expectations, priorities and desired outcomes  
for each role. Then provide adequate training 
and resources that allow them to effectively 
use technology, systems, core policies and 
procedures to resolve customer issues with the 
least amount of friction. As they grow 
comfortable and develop aptitude in their 
roles, get them invested in both your 
company’s and your customers’ success.

Involve associates in higher-level projects and 
strategy development whenever possible 
— whether it’s creating talk tracks, developing 
solutions for recurring customer issues, 
exploring the best organizational structures or 
other important initiatives. Finally, keep in 
mind that you’re more likely to build a positive 
CX if your contact center associates 
understand your brand attributes and values. 
This associate alignment will set the tone and 
empower them to build consistent and 
memorable customer experiences.

1

5

Whether your customers engage with your 
organization via voice, chat, email, social media 
or any other channel, your contact center 
associates operate as your front line. They are 
the voice of your business and serve as your 
customers’ primary connection to it. How your 
associates feel about your company can directly 
impact how your customers will view it. So, take 
care of your associates and empower them to 
make an impact in their roles.

of executives agree that improved 
employee experience (EX) leads 
to improved customer experience 
(CX), which in turn leads to rapid 
revenue growth.3

70%

A positive EX = a positive CX
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Build processes that 
maximize associate 
performance and 
service delivery 
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Within this framework, you can infuse further 
efficiencies as both technology and customer 
expectations move forward. For instance, it’s 
imperative to enable tactical, repetitive 
processes with technology like robotic process 
automation (RPA). This type of automation can 
help improve your end-to-end CX by:

Of course, your processes and technology  
require continuous monitoring, benchmarking 
and refinement to optimize performance.  
So, make sure you plan for what you want to 
monitor and measure. 

As you collect data, improve your processes 
based on what you learn. Consider the number  
of call escalations, average handle time, average 
number of handoffs and associate attrition rates. 
These are strong indicators of how effective  
your processes are, and which areas need 
increased focus.

The most effective contact centers are built  
on time-tested processes that not only mitigate 
mistakes but also support agent efficiency.  
These processes streamline and support  
two essential functions:

1. Managing customer interactions 
2. Resolving customer issues and questions

• Streamlining contact center operations and 
enabling high-quality data capture that aids 
personalization

Many contact center agents spend

looking for information to help customers.4
>1 hour of each workday

Effective processes = efficient 
associates & happy customers

• Freeing up agents to spend their time on 
high-value work that requires contextual 
understanding, bringing down overall wait 
times and improving the quality of interactions
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Embrace a flexible, 
omnichannel 
technology 
ecosystem
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• Phone
• Live chat
• Email
• Texting / SMS
• Support tickets
• Social media
• Mobile apps
• Online self-service

• Modern – Able to create a personalized, 
omnichannel experience, supporting customer 
interactions via phone, chat, email, social, 
video conference, and other channels 

• Flexible – Able to fit both the current and 
evolving needs of your associates and  
your customers 

• Integrated – Providing a seamless, 
omnichannel experience for customers,  
and a single view of the customer for 
associates and bots

Fortunately, current innovations in AI, machine 
learning and cloud applications have enabled an 
omnichannel technology ecosystem. The trick  
that most companies haven’t yet perfected is 
ensuring that customer information carries over 
among channels.

Whether you build, buy, or partner as you 
modernize your technology ecosystem, it’s 
crucial that your contact center operations meet 
customers where they are. This can include:

Consider your customers’ current and emerging 
habits and preferences. Then think about the 
best approach to contact center technology for 
your organization. For your contact center to 
perform at its best, your tech stack must be:

Once you’ve identified the right set of tools to 
create connected experiences, consider whether 
you have in-house technology to leverage and  
where you may have gaps. No matter where 
customer data resides, strive to create a single 
view of customer — even if data gets pulled from 
multiple systems. 

of consumers use

3+ channels
to contact customer service.5

58%

Meet customers where they are Contact center tech stacks:  
3 must-haves 
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Leverage the 
power of data to 
constantly improve 
performance
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Large data sets + intelligent 
analytics = improved CX  
and contact center outcomes

CX is essential to every business, and contact 
centers play a huge role. As your contact center 
serves more and more customers, its data sets 
continually grow. Make the best use of this 
formal and informal customer feedback — don’t 
let insights from your frontline go to waste.

Use analytics platforms with built-in AI and 
machine learning to harvest valuable insights to 
improve contact center outcomes and make 
better business decisions overall. Over time, you 
can use it to:

• Humanize customer experiences.  
Employ sentiment analysis and measure agent 
empathy to better understand the emotional 
state of customers through speech and text. 
Doing so can improve agent training, ensuring 
their responses are accurate and appropriate.  

With greater insights gleaned from intelligent 
data analytics, call center managers are in the 
best possible position to coach their associates, 
enabling them to quickly ramp up and achieve 
success in their jobs.  

• Optimize agent performance.   
AI-based call analytics paired with natural 
language processing can provide valuable 
insights on agent and call-level metrics, helping 
you evaluate markers such as over talk, silence, 
call length and caller sentiment. 

• Anticipate issues and auto-resolve them. 
Use analytics to categorize critical situations. 
Then proactively plan automated workflows 
that route them to the appropriate person or 
specialized team.

of global executives who use 
data analytics report that they 
improved their ability to deliver 
a great customer experience.6

90%
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Create long-term 
brand loyalty through 
hyper-personalized, 
connected 
experiences
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Exceptional CX = long-time 
customers = big time profits

As your organization’s contact center strives to 
provide omnichannel capabilities while effectively 
gathering and learning from customer data, it can 
better manage the entire customer journey. 

In this way, you can build a customer lifecycle that 
fosters long-term brand loyalty while perfecting 
each short-term interaction. One way to take care 
of those long-term relationships: remembering 
your customers and personalizing their service 
and offerings.

of organizations that provide “significantly 
above average” customer experience

perform better financially 
than their competitors.7

of consumers are more  
likely to make a purchase 
when brands offer 
personalized experiences.8

89%

80%

Customer  Experience  Management



10

Single view of customer = enhanced 
personalization capabilities

Execute on your brand promise during each 
customer touchpoint, whether related to 
marketing, sales or service. Intelligently 
orchestrate your CX among all channels, 
including IOT devices, emails, mobile apps, 
intelligent chatbots and any other contact 
avenues you offer. When you pair this 
orchestration with a customer data platform that 
unifies data and applies intelligent analytics, you 
can deliver a single view of the customer across 
all data sources and channel types. 

Effectively, you empower both human- and 
AI-based service channels to personalize their 
interactions with each customer, showing every 
customer who connects with your organization 
that they matter.  That’s an important message 
given that 75% of consumers want customer 
service agents to know who they are and their 
purchase history, 9 and 84% of consumers say 
being treated like a person, not a number, is very 
important to winning their business.10

of consumers want 
customer service agents 
to know who they are and 
their purchase history.9

75%

To effectively manage, improve and lengthen 
your customer lifecycle, follow these three tips:

• Create customer profiles that can grow. 
Continually build them with transactional data 
that presents who the customer is, shows 
where the customer has been, and projects 
beneficial actions and paths moving forward.  

• Listen and evolve to support changing 
customer expectations.  Keep in mind that 
you may need to adjust performance metrics 
depending on the channel. Metrics related to 
phone conversations, for instance, should take 
into consideration the higher complexity of 
customer inquiries routed that way. 

• Build a truly seamless, customer-focused 
brand experience across channels. Put a 
focused emphasis on ensuring that customers 
can pick up where they last left off without 
having to repeat their information and their 
request time and time again.of consumers say being 

treated like a person, not a 
number, is very important 
to winning their business.10

84%
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When your contact center achieves 
these five objectives — elevating 
associates, building solid processes, 
embracing omnichannel, leveraging data 
and delivering personalized experiences 
— your organization will offer a best-in-
class customer experience. 

When you provide outstanding CX,  
you'll also unlock greater potential from  
your associates. Pairing engaged, empowered 
associates with the right technology and the 
strategic use of analytics is the ideal path to 
loyal, happy customers. By improving CX 
outcomes, you'll be in the best possible  
position to increase customer lifetime value  
and boost your organization's productivity  
and long-term profitability.
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Conduent Customer Experience Management  
With over 25 years of experience, Conduent is a 
trusted customer experience management partner 
helping our clients interact with their customers on a 
personalized level across channels, delivering on their 
brand promise and increasing customer satisfaction 
and loyalty. Through our Customer Contact Services 
and Multichannel Communications Solutions, we are 
dedicated to creating exceptional customer 
engagement and accelerating digital transformation 
across industries including banking and financial 
services, healthcare, retail and ecommerce, 
technology, telecom and media, travel and hospitality, 
logistics and utilities. To learn more, visit our website. 
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About Conduent 

Conduent delivers mission-critical services and solutions on behalf of businesses 
and governments – creating exceptional outcomes for its clients and the millions  
of people who count on them. Through process, technology and our diverse and 
dedicated associates, Conduent solutions and services automate workflows, 
improve efficiencies, reduce costs and enable revenue growth. It’s why most 
Fortune 100 companies and over 500 government entities depend on Conduent 
every day to manage their essential interactions and move their operations 
forward. Learn more at www.conduent.com.
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