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Answering
the call?

The case for truly transforming
'ederal contact centers
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Missed opportunity: By investing to deflect and preempt inquiries,

agencies can improve customer experience and operational efficiency o
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executives emphasize

Agencies are ...rather than reducing call volume
prioritizing hiring 62% 549 modern tools

more live agents to reduce call Reducing contact volume
and S Improving agent Adding VORI should be prioritized
productivity productivity and capacity I and rewarded

performance

Federal agencies can deliver better customer
experience at lower cost by investing in self-service
and intelligent customer care technologies.

°
Modern CX strategies Costtoserve:
°
needed to decrease Live agent channel
°
contact volume: vs. self-service
Cost per interaction® Live agent Self-service
channels channels
*Gartner, “Delivering on the Digital Promise”, Customer Service
° and Support Research Team, 6 August 2019. GARTNER is a
Deflectlon registered trademark and service mark of Gartner, Inc. and/or
. its affiliates in the U.S. and internationally and is used herein
th roug h Se|f-serV|Ce with permission. All rights reserved.
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22 through proactive Gaps exist in toql investments to improve
97®/ outreach customer experience

Self-service can significantly improve CX but investments remain low

=Improved
customer

experience 6 9 %

of federal contact center executives

+Decreased . epens
want to focus on self-service capabilities

operational cost

Yet few project increased investments
over next 2 years:

12% in modern agent
desktop technologies

9% in contact deflection
and prevention

6% in multi-channel customer
experienced knowledgebase

3% in customer-facing
virtual agents
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