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Reducing Ramp Time
& Agent Attrition In

Contact Centers

How Al-Driven Real-Time Coaching Stops the Revolving Door of
Agent Attrition, Increases Productivity, and Improves CX

The Revolving Door Dilemma
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The Agent Lifecycle

Agents have different satisfaction and company support
requirements in different stages of their lifecycle

AGENT RAMP

New agents onboard

and ramp to reach the
performance and targets
of veteran agents

@ AGENT PERFORMANCE

Veteran agents continually
improve and optimize their
performance to become top
performing agents

@ AGENT PROGRESSION

Top performing veteran
agents progress in their
careers on to managerial
roles

“» AGENT CHURN

The causes of agent churn
are distinct for each phase
of the agent lifecycle

«

Reduce Agent Attrition & Ramp Time
with Al-Driven Real-Time Coaching
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Lower attrition of
top performing
agents vs that of
bottom performers
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Higher average
performance KPIs when
new agents use Al-enabled

real-time coaching coaching
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More consistent when
new agents use Al-
enabled real-time

Improve agent experience and performance using Al-enabled real-time
coaching and agent assistance tools. With these solutions, companies have
seen reductions in average agent attrition of

What is Al-Driven Real-Time Coaching?

FOR AGENTS
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Call Flow

[J Handle objection - Pricing mentioned
Regarding pricing, with the Platinum Plan you
I—> do get a 3-year warranty that offers
replacements at no additional charge
Suggested
Responses

solution

2 articles found

Benefits of the Platinum Plan
Learn everything about the Platinum Plan

Overview of ACME 3-Year Warranty
Learn how the pricing is structured for all the...

Knowledge Base
Suggestions

FOR MANAGERS

AGENT ENGAGEMENT

Greeting

100% Of 1

Empathy

Verification

Set Expectations 89% Of 1

67% Of 2
Compliance Nate 30% Of 1

Confirm Resolution ..

Thank Customer

0% Of 1

Review all live and closed
conversations

Visually monitor and manage
team performance

Review team behavior activity and
identify coaching opportunities

Impact agent behaviors and
coach in real-time assisted by Al
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