
Leveraging Automation 
to Improve Agent 
Engagement 

CONTACT CENTER OPERATIONS 



Contact center operations leaders are being asked to reduce 
cost at unprecedented rates – but without sacrificing the 
agent or the customer experience. With 30-45 percent 
attrition rates1 and customers who expect immediate and 
effortless service, these professionals must make dramatic 
changes to center operations to meet and exceed business, 
customer, and employee expectations.  

Many center leaders have already exhausted all options to 
reengineer processes to gain efficiency. With 55 percent of 
contact centers using at least seven channels in their centers2, 
supporting and managing omnichannel operations certainly 
adds to an extremely complex operating environment – not to 
mention added stress for the agents handling these channels. 

In an ideal (and fictional) world, budget wouldn’t be an issue. 
But, investing in agent development seems impossible with 
increasing pressure to reduce costs. 

Challenge the Status Quo
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HOW IT WORKS

Real-Time Automation

Reduce Shrinkage Cost
By using available time for agent 
development

Expand Operational Efficiencies 
By eliminating manual schedule 
adjustments

That Was Then and This is Now  

Operations leaders can use contact center automation to improve the agent experience. 
Agent burnout, lack of development, and rigid schedules can all be addressed with real-time 
automation.

Relying on manual processes is costing your center – and your business – the opportunity 
to meet both agent and customer expectations. Whether you need to send more agent 
development activities, provide schedule flexibility or help agents stay on schedule –
real-time automation can help you self-fund these initiatives.



CONTACT CENTER OPERATIONS | LEVERAGING AUTOMATION TO IMPROVE AGENT ENGAGEMENT

Automation Use Cases Leveraged 
by Enterprise Centers Today

Keep Critical Development Sessions from Being Cancelled
Training will always be an important activity for agent development – whether for new hires, 
ongoing training, or soft-skill refresher sessions. However, centers are consistently challenged 
by call volume fluctuation that prevent scheduled training to take place. 

With automation, center conditions are monitored, and real-time rules deliver training sessions 
to agents’ desktops when volume is low. 

TAKE A CLOSER LOOK

Agents Handling Frustrated Customers? Reward them with a Surprise Break

With the rise of digital self-service options, customers tend to only call in after they’ve realized 
they have cannot resolve their issue on their own. Agents can become overwhelmed if 
customers are impatient or unpleasant. 

Automation can help you improve agent engagement in the same way as training sessions are 
sent to agents. Idle time is aggregated across many agents and then a larger amount of time 
is delivered to a specified group of agents, based on the rules you define. By rewarding top 
performers with a surprised break, you can dispel the negativity from dealing with tougher 
customers. 

Engagement Efficiency
Consistent, personalized training  
makes agent feel prepared & valued. 

No more time spent on scheduling, 
canceling, and rescheduling.

Engagement Efficiency
Motivate agents with an extra break 
for a job well done. 

Using idle time to offer an extra break 
does not add cost to the business.
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Help Agents Meet Specific Performance Metrics 
Depending on the center and the business needs, agents are required to meet specific 
performance metrics related to time spent handling calls, in After Call Work (ACW), or adhering 
to their schedule. But the varying conditions of the contact center can mean that certain 
scenarios will prevent agents from meeting these goals. 

Other times, they’re intentionally hanging out in ACW just to get a break.
When you use automation to make positive changes to drive agent engagement, they will stop 
resorting to this type of behavior. And, you can send gentle reminders to agents letting them 
know they’re approaching the threshold. 

Companies that have already deployed this contact center automation use case have seen a 
positive response from their frontline workforce. Agents like the proactive outreach asking if 
they need help or the reminder that their time in ACW is nearing the threshold as it helps them 
meet their performance metrics. 

Engagement Efficiency
Help agents stay on proper break
and lunch schedule. 

Offer agents a life line, and give  
them support. 

Less work to manually process 
schedule exceptions.  
 Quick intervention can shave seconds  
off handle time.

Engagement Efficiency
Ensure agents are meeting 
performance metrics.

Finally getting a handle on handle
time provides significant savings.

Sometimes it’s out of their control.

Long calls often prevent agents from starting their breaks or lunches on time – which can be 
discouraging. With automation, you can send agents to take lunches or breaks before receiving 
a new call. Even if it’s not time for a break, long calls can cause frustration. You can send an 
alert to see if they need assistance. 



Sample of Real-Time Results:   

Contact Center Automation – Essential for Efficient Operations 

FCR improvement - Sprint

of agents say the solution helps  
with their jobs - AccorHotels

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

90%

85%

4.5%

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 efficiency, engagement and experience have 
exceeded all expectations. 

Achieve More. Spend Less. 
This is Now.  

Resources: 1 The Quality Assurance & Training Connection (QATC) 2 Aberdeen 


