
Kundeservice & Kundeoplevelser 2024
Reimaging Customer Experience



o En del af Springboardnetwork

o +300 employees

o Global support med et lokalt twist

o Fokus-områder:

a. Optimerer Customer Experience

b. Benyt AI hvor det giver mening

c. Skab bedre mødeoplevelser

'Global Support – local SPOC 

Wingmen – frihed ad libitum



Kundeservice og unge talenter i en 
hybrid arbejdskultur

q Det fleksible arbejdsliv anno 24/30

q Det fleksible arbejdsliv hos 
nemlig.com

q Hvordan kan teknologien støtte 
kundeservice i et fleksibelt 
arbejdsmiljø

Webinar – 25.4 kl. 9:30 – 10:30



Tilmelding – scan QR kode



VIND ET PAR 

B&O/CISCO 980 

HEADSET
q Besøg Wingmen standen

q Tilmeld dig konkurrencen

q Vinder får besked via mail



Kundeservice & Kundeoplevelser 2024
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AI & The Agent 
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From To

High volume, less complex

Expendable employees

Workforce Optimization

High value, more complex

Brand Ambassadors

Workforce Engagement

Bots + Human Collaborative Intelligence

The future for agents
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Agents are now brand ambassadors
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Agents are now brand ambassadors



Confidential



Common Pain Points Across All Personas

• System clashes/glitches

• Lack of integration of the different systems

• Complex processes

• Handling angry/rude customers

• The right information is hard to find

• Pressure to reach KPIs and targets

• Language/accent barriers

• Short time for breaks

• Long hours

• Relentless pace of work
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Issue detection
Biometrics
Conversation summary
Sentiment routing
Generated wrap-up
Sentiment analysis
Agent Answers
Collaborative bots
Action tracker
Auto CSAT
Coaching highlights
Value detection
Virtual agents
Skills routing
Expert suggestions
Directed dialogue
Call transcript
Value prioritisation
Predictive outcomes
Automated conversations
Intent detection
Repeat call summary
Auto notes

Empowering tools

Care for their own well-being

Supervisors who support them

What agents say they need to create great customer experiences
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AI & The Agent 

Intelligent session summary with Every agent is your best agent with Agent well-being with 

Empowering tools Care for their own well-beingSupervisors who support them
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AI Assistant

• Highly accurate transcripts and intelligent 
session summary

• Allows agents to focus on the customer, 
not on note taking

• Identify potential issues and remedies

• Automatically populate business systems

Transcripts and
wrap-up

Empowering tools

REC
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AI Assistant

• Context driver suggestions
• Allows agents to focus on the customer
• Modify only when required

Suggested responses

Empowering tools
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AI Assistant

• Analyzes highest and lowest rated 
customer interactions

• Summarizes interaction learnings

• Makes specific recommendations 
coaching and training

• Makes agents and supervisors more 
effective

• Auto CSAT besides NPS

Coaching Highlights

Supervisors who support them
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AI Assistant

• Detects early indicators of agent stress

• Automatically trigger corrective action

Agent burnout 
detection

Care for their own well-being



This is a summary of comments made by real contact 
centre agents during research interviews conducted by 
Cisco in March 2023.

What agents say . . .
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of turnover attributed to 
burnout

of agents report 
burnout

Agent burnout

CSAT, NPS

Productivity
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Proprietary AI-powered agent burnout detection and mitigation

Agent 

Real-time analysis of platform 
data to spot patterns, 

correlation and causation.

Proactive, automated actions 
to mitigate issues before 

they arise.
Contact 
Center 
Stressors

Burnout 
indicators

Listen Detect Act

Proactive and Automated



Take a breather

Nat has had 
4 difficult calls in 
a row. His AHT has 

Need to unwind?

Enjoy your break!

Interrupt the stress cycle to reduce cumulative stress.

60 seconds is all it takes!

Mini Reset Breaks

Powered by AI

Average of 3 Resets per Day

Personal resets with your favourite music, family 
picture, landscapes, quotes and other things that give 

you joy.

Ps N



Agent burnout business 
impact

more time spent on 
call wrap ups

Drop in Customer Satisfaction 
(AutoCSAT)

more holds than usual

Increase in average handle 
time (AHT)



Results show that 
mini reset breaks work

CSAT Score increase

Less average handle time 
(AHT)

Decrease in reported agent 
burnout levels

Powered by AI

“We don't understand how the system has done it, but it seems to 
know exactly what they need at the time when they need to reset.”

- WFM Manager, First Horizon Bank -
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🤬

Route to the best-fit agent

Identify Problems Understand Sentiment Monitor Capacity

Missing 
item

Product 
Issue

Technical 
Support

Best-fit agent

Ç

Detect State

🥱

😎

😭🙁

😠

Powered by AI

Enhance Customer Experience | Improve Business Efficiency | Make Your People More Effective




