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Agent: How can I help you?

Customer: This is the 4th time I’ve called

in the past hour!!!

Agent: I’m sorry.



Customer Journeys Start on the Web or Mobile App



4

Customer Journey Management

Starts as a Philosophy



Agent: What is your account number?

Customer: I already entered it into the 

phone!!!

Agent: I’m sorry.





ready for any 

channel

with visual cuesunderstand the 

context 

know your customer

get the complete 

picture  and always...focus on 

resolution 



Agent: I could work more shifts if it 

didn’t take over an hour to 

get to work.

Supervisor: I’m sorry.



The Cloud Enables Work At Home Agents



Survey Question 

Is Your Current Contact Center:

 Cloud 

 On-premises

 No Contact Center 

 Hybrid 

 Not Sure



On-
Premises

57%
Cloud
25%

Hybrid
18%Your Current 

Contact Center



Agent: I’m so bored. Every call is like 

the last one.

Supervisor: I’m sorry.



World War II

5%

Baby Boomer

38%

Gen X

32%

Millennial

25%

World War II

Baby Boomer

Gen X

Millennial

Born 1945 and before

Born 1946 - 1964

Born 1964 - 1980

Born 1980 - 2000

Source: “Leading a Multigenerational Workforce,” AARP

Generation Demographics: Workforce Participation



Work-Life Balance

– Things important to 

Millennials include work-life 

balance, flexible scheduling, 

rewards for results, and 

options to work from home.

– Are you implementing 

programs that improve your 

organizations’ ability to 

recruit?



see my 

notifications 

and promotions

get a quick 

overview of my 

workloadcompete over 

real-time 

metrics  



Customer: Why didn’t someone contact 

me to let me know?

Agent: I’m sorry.



Proactive Customer Care

– Customers only phone 

contact centers for 2 reasons

– Get information 

– Get a problem resolved

– The challenge? 

– How to handle these calls proactively and effectively in a way 

that satisfies the customer and replaces inbound interactions



Being Proactive is Relaying Information You Have
But Your Customer Doesn’t

– “You have not yet signed

up for a new plan”

– “Your health stats indicate

need to change medication”

– “It’s time to re-order your

breathing masks”

– “New recommendations

exist for your situation”

– “Water line broke”

– “Power outage”

– “Delivery is scheduled for 

tomorrow at 8 am”

– “Your application has been

sent to a loan processor”

– “School is closed tomorrow”

– “Your credit card is being used 

in an unusual manner”

What is the situation at

the customer site or

related to the customer condition 

or preference? 

What is the situation

at our company that

affects the customer?

Take Action

Results:  

Loyalty
Avoid Costs

Better Outcomes



Agent: Customers are always 

yelling because I don’t know 

how to help them.

Supervisor: I’m sorry.



Super Agents



Cross-Training

– Some companies prefer to train 
their agents to handle only 
specific channels

– Web chat and E-mail 

– Clothing vs. Shoes

– New customers vs. existing

– Create a program that increases 
cross-training opportunities 
across multiple centers in your 
business



Agent Empowered
• Simplify all the complex & stressful 

applications

• Drive an engaging workflow with relevant 
information

• Stay in control, make decisions and drive 
resolution

Create Super Agents

Customer Centric

• Understand the customer, like never 
before

• Help any customer, on their terms

• Be proactive, enriching the customer 
experience



Customer: I can’t find the information I 

need on the web! 

Agent: I’m sorry.  Let me see if I 

can find it.





get answers





Poll Question

What is your highest priority new customer experience 

technology for 2016?

 Managing the Customer Journey

 Adding additional support media, e.g., chat or SMS

 Updating the Agent Desktop

 Continuing to get further into the cloud
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Designed
for Agents

Guides Agent to
Resolution

Provides Rich
Customer Context

Easily Connects
with Other Systems

Any 
Channel, 
Any Time

Five9 Offers a Complete Solution



Questions?

Contact Five9

• info@five9.com

• 1-800-553-8159

• www.five9.com

Resources

• The Ugly Truth: You Suffer from 

Agent Apathy 

http://connect.five9.com/agent-
empowerment

http://connect.five9.com/agent-empowerment

