How Al is Saving Customer Service
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Demand on contact centers continues to surge and businesses are applying nimble
tactics, such as outsourcing—up 48% in the first half of 2021 over the same period the
previous year—and deploying technological solutions such as Al at an increased pace.

Top 4 Challenges for 2022:

Reducing Call Wait Times
As the number of consumers adopting a call center-first service preference-with its ensuing increase in call
volume-the number of escalations has also risen, meaning potentially even longer wait times and a longer
resolution cycle. During the pandemic, wait times increased 34% and escalations increased 68%, according to
the Harvard Business Review.
Continuing Remote Operations
Despite the constant ebb and flow in the number and severity of COVID-19 infection rates, it seems remote call
center operations will continue for the foreseeable future.
Staffing Recruitment and Retention
The Great Resignation has been particularly hard on contact centers with turnover in the call center industry
averaging between 30 to 45%, according to
Low Customer Satisfaction
Recent research shows 41% of customers prefer digital first and the phone second while 30% of contact center
call volume are callbacks from previous, unresolved issues, according to SOM.

Source: CMS Wire:

Al is Set Up for Success

TOP THREE FUNCTIONS WHERE Al CAN
REALIZE IT'S FULL POTENTIAL:
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ROOM FOR GROWTH: CUSTOMER SERVICE LEADERS
SHOULD ENHANCE SELF-SERVICE:
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of survey respondents said Al initiatives of respondents rated as “high Al of inquiries should be resolved through
are important to remaining competitive deployment; high-achieving" SEO knowledge base, community sites,
over the next five years chatbots and voicebots
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companies to
increase spend on
Al solutions by
19.6% in 2022.
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Alacriti is committed to helping businesses weather the COVID-19 storm
and is offering a é-month trial of Ella’s FAQ capability, which is rapidly
deployable (2 weeks or less). This enables members to quickly get answers
to commonly asked questions. AlGCfiti
To speak with an Alacriti EBPP expert about implementing any of these

suggestions, please contact us at (908) 791-2916 or info@alacriti.com.



