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Surveys show the top two strategies for
contact center leaders are improving
customer experience and controlling
costs.! But one thing stands in the way of

your goals — Agent churn.

47 %

The number of
Contact Center
managers who list
agent churn/
absenteeism as
the biggest
obstacle to
success.?

63%

The number of
Contact Centers
with staffing
shortages.®

12%

The growth in
agent churn
percentages over
five years.*

60%

The number of
agents who are
currently planning
to quit in six
months.®

$20,800

The combined bill
for training,
productivity, hiring,
and CX impact
costs every time
an agent quits.®



Just as two bodies of land are

separated by an ocean, so a contact
center is separated from its goals by
high agent churn.
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Our own research shows that handle
time increases with low tenure. High
agent turnover creates a culture of
untrained agents which moves
company performance to the left of
the chart.

This is quite a blow, considering quick
resolutions are the number one marker
for customer satisfaction.”®
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Incremental and Radical

You can attack the problem with incremental innovations
or radical innovations. Incremental innovations increase
benefits gradually over time. For instance, exchanging
wooden rowing paddles for carbon fiber is advantageous.
But the benefit is incremental. Powering boats by wind
instead of arms is radical.

wooden © @

carbon fiber @ @ @

Radical innovations include a
paradigm shift that opens new
opportunities—like
long-distance travel.

This 32 square-meter sail contained
the annual wool production of 215
sheep before it was coated with fish
oil, fish tar, and sheep fat to protect it
from the elements. Such technology
let Vikings travel great distances.®
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Incremental innovations for agent churn include Workforce
Engagement Management (WEM). Many think detailed
coaching creates more fulfilled workers. But as WEM
adoption increases, so does agent churn. In fact, studies
show coaching an agent more than once a week makes
them more (not less) likely to quit.™

Work-from-home (WFH) programs are also thought to
improve agent churn rates. Thirty-four percent of contact
centers had a WFH program in place in 2018. By 2023, it
was 69%; analysts expect it to be 73% by 2025. And yet,
agent turnover continues unabated."

Chatbots promised to decrease customer request
volumes and increase customer satisfaction. However,
their brittle nature and poor implementation leave 80% of
customers angry. Only 1in 3 companies feel satisfied.”
with their value.

Eighty-six percent of companies plan to increase agent
salaries by 2025. This isn't exactly an innovation, merely
more coal in the furnace. However, some centers,
desperate for lower costs, are reluctant to increase their
spending.”®

Lastly, Business Process Outsourcing (BPOs) is on the rise.
But BPOs have even higher churn rates than an internal
contact center. While you might outsource the
management of the problems, you’re still importing their
effects: high handle time and low first-contact resolution.*




Costs rise while customer satisfaction sinks. Incremental
changes can't keep pace with the shrinking pool of agents.
Therefore, you need a paradigm shift—a radical innovation.




When Charles Lindbergh crossed the Atlantic alone in just 33 hours, he stunned the
world. Today's world record for a nautical crossing still hasn’t caught up to his time. (A
luxury yacht made the trip with marine versions of F18 engines in 58 hours, 34
minutes, and 50 seconds). A superior paradigm can defeat even the best
technologies. But you get breath-taking results if you pair good technology and a
good paradigm. (The Concorde Jet, for example, traveled from JFK to Heathrow in 2
hours, 52 minutes, and 59 seconds).



Old paradigm:

Scale labor, manage with Al.

New paradigm:

Scale Al, manage with labor*

*GenerativeAgent includes a human in the loop for approvals, to input offline
information, or to fill a gap in one's knowledge base or FAQs. This isn't a hard
escalation, but a request for the human agent to assist the Al



_ If the seas are too rough, bypass them.

Ingredients for radical innovation

~ Customer care has four parts: 1) Hear what the customer says, 2) understand
what they mean, 3) propose solutions, and 4) take action. For the past 10
years, ASAPP has used Al to automate care piece by piece. We first built
AutoTranscription—the best in the market at hearing the customer's words
and making them digital. Next, we developed AutoSummary to understand
the meaning and intents behind the customer's speech. ASAPPMessaging is
a messaging platform equipped with AutoCompose that proposes possible
next actions. Finally, GenerativeAgent is the culmination of all our previous
experience. It hears, understands, proposes, and acts to fill the role of a
frontline agent.

It also gives quicker results over voice or chat, with interaction costs that are
pennies on the dollar. GenerativeAgent doesn’t take vacations, doesn’t
require 6-8 months to learn the job, nor does it quit after 12 months.

8 ASAPPMessaging

&> AutoSummary

@ Autolranscribe



GenerativeAgent bypasses high agent churn, lowers
operational costs, and increases customer satisfaction.

~interaction!

One VP of customer care had this to say:

"l really love love love GenerativeAgent...
And it's so quick... I'm looking at the time
stamps. It took 4 seconds to give the
answer... It's so quick, and it's so
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Conclusion

In summary, incremental innovations can't keep pace with
Increasing agent turnover rates. You need a radical
innovation—a new paradigm. GenerativeAgent does the work
of a tier-one agent quicker for pennies on the dollar. Instead of
scaling up your workforce for the holidays or outsourcing your
customer's care to a BPO, use GenerativeAgent to bypass the
tumult of churning agents.
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