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2X Payback  
in the first year
 
3-5X Return  
in subsequent years 

We are powering over 1 
billion automated actions 
annually and have saved 
our customers over $140 
million in the past 2 years, 
all while improving agent 
engagement and the  
end-customer experience.

Executives face tremendous pressure 
to continually reduce costs without 
negatively impacting the customer 
experience or agent engagement. The 
problem, however, is the conflicting 
nature of these goals. Achieving one 
typically means the other is losing 
momentum.
 
Today’s environment only adds to the 
complexity. Centers are dealing with 
an explosion in the number of channels 
required to meet service expectations. 
Attrition is at an all-time high. And, with 
so many self-service options, customers 
save their toughest inquiries for agents. 

Imagine if you had an automated 
manager for every contact center 
agent. These managers would expertly 
guide agents throughout their shifts, 
ensuring they received development 
activities while ensuring customers 
receive a positive experience. This 
powerful technology keeps agents 
on an optimized schedule to increase 
efficiency via rules triggered in real-time 
by actual service level conditions. 

CONTACT CENTER 
AUTOMATION  
Results in increased 
productivity and a highly 
measurable return on 
investment with typically a
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Executives would be wise to make contact centers the 
centerpiece of any effort to transform the customer 
experience.  - McKinsey, 2018

That Was Then and This is Now  

Contact center automation eliminates the manual processes that are costing centers – 
and businesses – the opportunity to meet both agent and customer expectations. 

With real-time awareness of center conditions, it acts as an automated manager to keep 
operations running smoothly. Many contact center technologies tend to provide benefit 
for the agent - or the customer - or the business. 

However, Intradiem’s contact center automation platform is the only solution 
that provides value for all areas:

Maximize center
efficiency 

Improve agent 
engagement 

Deliver the best 
customer experience 

“
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Maximize Efficiency
When companies automate contact center activities, they uncover a plethora of untapped 
resources. With automation leveraging idle time to deliver important agent development 
activities, shrinkage costs are reduced. Agents and workforce management team productivity 
also increases. 

Automation Impact on Efficiency

• Reduced Shrinkage through elimination  
of pre-planned activities

• Optimized / balanced occupancy levels

• Reduced volume with improved 
First-Call Resolution (FCR)

• Reduced call handling time

We decided to use contact center automation for the potential efficiency 
benefits. After implementation, we quickly received the efficiency benefits 
from reducing traditional workforce planning administrative requirements. 
What we weren’t expecting was the positive impact automation had on 
agent engagement by giving frontline employees more control over their 
schedules, along with the added customer experience benefits.
Kevin Jolliffe, Contact Center Executive in Telecommunications

“

Results – Financial Services 
This financial service organization built an automation foundation that sets them up for 
increasing levels of productivity, service, sales & employee benefits:

1.5% productivity increase 

100% WFM team productivity increase

50% reduction in time required to 
complete employee development 

300% first-year ROI, In-Year Payback
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Increase Agent Engagement

Improve Customer Experience

Improving employee engagement and empowerment is a top priority for centers in 20191.  
With better agent engagement comes increased productivity and customer satisfaction. 

With call volume constantly fluctuating, training and coaching is often canceled if not delivered 
via automation. Since development opportunities are so crucial for morale and performance, 
automation monitors real-time conditions and ensures agents receive training and coaching 
without any impact to service levels. 

Customer expectations will continue to rise, so automating agent development expedites and 
ensures these activities take place. Training can be targeted based on performance, specific 
product or service updates, soft skills or whatever is needed for your unique environment. 

Automation also monitors hold and transfer times. If customers are placed on hold or transfer 
for a length of time that exceeds the user-defined threshold, agents will receive an alert. If 
agents need assistance, supervisors will receive an immediate alert. Otherwise, agents will be 
asked to return assisting customers.  

Automation Impact on Engagement

Automation Impact on Experience

• Reduced hold time and transfers

• Better rates of first contact resolution 
(FCR)

• Reduced customer effort 

• Higher rates of agent engagement  
lead to a better customer experience

• Improved training outcomes • Schedule flexibility

• Increased time with supervisor and 
improved coaching effectiveness 

• Variety in workday • Career development

“Intradiem was the key factor in our 
recognition by JD Power for providing 
outstanding live customer services.”  
Global Head of Workforce Planning  
and Resource Optimization 

“Intradiem was a major cause  
of our dramatic improvements 
 in FCR.”  

Chief Services Officer

• Access to the right technology and  
virtual assistants



Sample of Real-Time Results:   

Contact Center Automation – Driving Overall Success

FCR improvement - Sprint

Reduction in exceptions entered
(over 500,000 annually) - Rogers

85%

Leading organizations including Rogers, British Gas, AccorHotels, 
Macy’s, UnitedHealthcare, MetLife and Citibank view automation 
as a strategic asset within their contact center infrastructure. The 
return on investment has far outweighed other investments; and 
the improvements in the trifecta - efficiency, engagement and 
experience - have exceeded all expectations. 

Achieve More. Spend Less. 
This is Now.  

Resources:

4.5%

of agents say the solution helps  
with their jobs - AccorHotels

90%

1 “Contact Center Challenges & Priorities for 2019” Contact Center Pipeline


