Futureproofing customer growth
with virtual-first care

A deep dive into the critical imperatives that businesses must follow
to make sure they can acquire new customers, turn them into repeat
buyers and retain them for the long haul.

There are many lessons learned from the last year.
struggled to add, service and retain customers.

Every single industry was disrupted and

Traditional models of customer care failed

and left Brands scrambling to maintain some semblance of operations while trying to keep the
relationship with customers healthy.

What did we uncover from this experience?

That our

tried-and-true systems of customer experience management are much more vulnerable than

we thought. Leading Brands are looking at every aspect of the CX model and implementing
new strategies to future-proof their ability to serve customers.
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The future of customer acquisition
Customer acquisition is the lifeblood of long-term revenue growth.

Customer acquisition is the lifeblood of long-term revenue growth. Through 2020, however, traditional
methods for engaging and closing more customers failed, most notably with phone support. Hold
times

with

some

companies

ballooned

up

to

34%,

while

escalations

rose

by

more

than

68%.[i]

The challenge that’s now in need of solving is this:

How is it possible to build a customer acquisition strategy where the value of products and services is delivered
to potential customers in a way that can’t be disrupted?

What COVID-19 has really highlighted is the need for technology and resources capable of operating in a

completely remote, digital environment, impermeable to disruption. Prior to the pandemic, traditional business
process outsourcers (BPOs) could pick up the slack from an unexpected crisis by routing volume to another
location. But COVID-19 showed how tenuous that strategy is when all physical call centers had to close. By
summer of 2020, enterprise contact center call volumes jumped to over 800% of normal levels.

[ii]

Meanwhile,

with a fully decentralized workforce and IT design, virtual-first providers were able to operate at over
100% capacity during this stretch.

Capacity is just one reason virtual-first providers are an

appealing solution. Agents who are well-prepared to acquire
and maintain customers in any channel are another. The key
here is a dynamic remote learning program that teaches

adaptability, empathy, and persuasive communication skills.
As a fundamental building block to futureproofing a customer
experience strategy, the education needed to help agents
succeed in an omnichannel world must be crafted to:
Be delivered remotely
Feature instructors with experience in virtual-first learning
Design curriculum that delivers to multiple learning styles
Remote learning presents its own set of challenges, not
the least of which being the transition to a 100% virtual-first
learning environment. But the reality of the pandemic has
forced the hand of many Brands to make this shift sooner
rather than later, and even more have found that the unique

set of challenges this entails were already there before
the pandemic began.
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Studies have found that up to 20% of all new learners resign within the first 45 days, which is an enormous loss for any
business to recoup. [iii] The reasons for this trend include a lack of learner engagement, material that doesn’t account

for different learning styles, and lack of sufficient performance management tools.

The fact is that Brands simply accept that when workers complete the course, they still won’t be fully proficient.
This results in an unprepared workforce that still needs constant monitoring and supervision during live customer
interactions, sometimes as long as six to eight weeks after course completion.

Poor online curriculum has been cited as one of the top remote learning challenges across multiple subjects, and it’s
been this way even before the pandemic.[iv] So, how can Brands make changes for the better?

Tip 1
Use multiple modalities

Brands must build curriculum that’s focused
on multiple delivery technologies to drive

learner engagement and knowledge retention.

Tip 2
Design with the end in mind

Switching to a virtual-first learning environment can
help to boost engagement, so long as learning

journeys are designed with the desired outcome in mind.

Tip 3
Build to scale

The curriculum must also be built to efficiently scale
across multiple learning environments, and content

should be curated to drive the completion of critical KPIs.

Tip 4
Source the right instructors

Virtual-first instructors need more preparation and greater creativity to be successful.
Greater personalization is needed in the way they provide feedback to make learners

feel encouraged and supported. They also need greater communication skills and the
ability to be more accessible through digital channels to get results.
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Futureproofing customer
relationship management
COVID-19 has forever changed the way customers interact with Brands.

With more purchases being made online and digital channels, buyers have become more interested in speed and
accuracy than bargains. To meet this need, Brands have employed more automated tools to address customer
issues and reserved live agents to support more complicated contacts.

Customers are now waiting longer than ever to speak to an agent. In 2020, average handle time (AHT) increased from
an average of 3-6 minutes for most contact centers to an average of 10 minutes and higher. [v] That resulted in the
temperature of each call becoming quite high by the time they were connected to an agent.

Predictably, this drop in quality took a major toll on NPS across the board. Here’s a snapshot of just how far NPS
dropped from 2019 to 2020 in some industries:

Rental Cars &
Transportation

Credit Cards

Hotels & Rooms

-28

-24

Auto Dealers

TV & Appliances

Investment Firms

Supermarkets

-28
-22

-28
-21

-18

Airlines

-18

Source: Qualtrics XM Institute
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Brands cannot keep the relationship with the customer healthy
if they’re unable to meet them on their terms. Keeping that
relationship healthy is the key to retention.

So, what steps can be taken to fix this?

We’ve already seen how brick-and-mortar capacity can’t be relied on as an answer. When BPO agents are

working eight-hour shifts trying to get through as many customer contacts as possible during peak hours,
burnout becomes a major risk. On top of that, this time crunch affects agents’ ability to encourage retention
during each contact.

By taking a virtual-first approach, brands can be there to address and solve many of these common issues that
often result in poor service levels and customer complaints. What does that virtual-first approach look like?

Forecasting

AI-driven collaborative forecasting and
analytics that allow for new models of
capacity planning

Scheduling

Scheduling in shorter service intervals to optimize
occupancy and match supply with customer
demand, reducing excess capacity and cost.

Gig-economy support

A network of gig-economy service partners that
allows for exponential flexibility in intraday or
seasonal capacity

Virtual-first customer care changes some of the previously “unchangeable” rules of traditional CX strategy,
allowing for new approaches to increase CSAT, improve NPS, and to be there for every customer when needed.

As the response to COVID-19 has demonstrated, many preconceptions of what is possible have been shattered.
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Overcoming “acceptable failure” is
the key to increasing retention
Keeping existing customers happy is the

foundational element to increasing retention.

Studies show the statistical likelihood of selling to an
existing

customer

is

the same figure for new

between

60-70%,

while

customers is only 5-20%.

[vi]

This not only helps Brands keep a steady stream
of revenue from existing clientele, but also increases

the potential to attract new clientele based on factors
such

as

positive

to family and friends.

reviews

and

recommendations

It’s a widely known fact of life that it’s not possible to please everyone
all the time. In that spirit, the term “acceptable failure” was coined to
describe the statistical failures as they pertain to customer experience
strategy – whether that entailed technology costs, agent turnover, long
handle times, or abandoned calls.
There are many reasons why customers churn. Missing value, poor communications, and lack of brand loyalty

are frequently cited as primary reasons why customers walk away. But what changes consumer behavior most is
interaction with customer service.

47%

32%

of consumers would recommend

of all customers would stop doing

better customer service [vii]

after one bad experience [viii]

a business to others if it provided

80%

of future profits come from just

business with a brand they loved

20% of existing customers [ix]

When we think about Brands with high net promoter scores, we see that they’re not just offering reliable services
and products.

What these Brands are well-recognized for is the smart, fast, responsive, and high-quality

service that makes customer interactions effortless. They have real people talking with customers where
service

in

every

channel

is

fun

and

engaging.

customers feel like they belong to a community.
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With customer expectations and AHT on the rise, acceptable failure isn’t acceptable anymore. This is another

instance in which virtual-first care can change the game. The gig-economy workforce of virtual-first

customer support agents is more mature, with a background that tends to include more professional and

academic experience. Because gig-economy workers are looking to shape work around life, and not the
other way around, the type of work is often just as crucial to them as the time or volume of work they’re doing.
To be set up for success, Brands need to keep these three points in mind when bringing on gig-economy workers:

Ideal profile

Agents should have a natural affinity for the

brand they want to support, a certain level of
tribal

Outcome-driven learning
and development

A well-designed learning program that focuses
on desired performance outcomes to ensure
exceptional quality on every touch.

Time management

Allowing agents to work when it’s most convenient

for them will reduce burnout and ensure delivery of
the best possible service during every interaction.
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The future of customer care is now
A futureproofed CX strategy offers customers ways to contact care on their time, their channel, and their topic.
Thanks to advancements in technology and sourcing over the past decade, implementing a network
of

knowledgeable

gig-economy

resources

who

are

confident

and

comfortable

with

in-depth

customer contacts is faster and more cost-effective than ever before. Doing this can also help a brand:
Expand their share of wallet through deep understanding of customers and their needs
Create enduring customer relationships through trusted personal care
If COVID-19 has taught us anything, it’s that traditional CX methodologies were a lot more vulnerable than we

thought. This understanding has paved the way for more Brands to harness the power of a decentralized

gig-economy workforce that isn’t prone to the same flaws that exist in a brick-and-mortar contact center. With no

single point of failure as a concern, schedules can be matched to peak capacity as the need may arise. This new way

of looking at CX technology can deliver high-quality care while improving the cost efficiency of a care program and
is the key to futureproofing long-term customer growth and retention.

By adopting this approach, Brands will effectively work towards total elimination of “acceptable failure” in customer
experience journeys, avoid service interruptions, and be there for every customer on their time, their channel, and their
topic.
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Grow customers with quickly scalable,
on-demand, virtual customer support
be there.

be aware.

be essential.

be efficient.

Network of 70K onshore

Industry leading

More mature, professional

Scalable systems and

the US, Canada and UK

learning program

high quality care

extensive flex in capacity

Engage customers on
their time, their channel,
their topic

Service Partners in

Expand share of wallet
through deep understanding
of customers and their needs

virtual-first

Create enduring customer
relationships through
trusted, personal care

Optimize costs with secure
technology that reduces
your environmental impact

service partners deliver

network built to handle

Omni-channel support

Innovations in interactive

Service Partners pass

Intrinsically disaster

capacity during COVID-19

increase CSAT by 25%

technology and soft skills

ensure business continuity

delivering 126% of

WFH instruction

rigorous evaluations of

resistant systems design

30-minute interval

Arise certified 129%

Gig-economy resources

Secure work-from-home

occupancy to

during COVID-19

for an exceptional

promotes ~32% reduction

scheduling optimizes
control costs

of learners YOY

choose brands they love

technology platform

customer experience

in TCO

The Arise® Platform:
Transforming the relationship between Brands and their customers
We hope you have enjoyed this deep dive into futureproofing customer growth. As the largest virtual-first provider
of CX services in the world, we are committed to using new technologies and new service models to
make

CX

more

available,

empathetic,

engaging,

and

inspiring

than

ever

before.

We

don’t

see

work-from-home CX as a safety value for traditional brick and mortar call centers. We believe that
the nature of the virtual model and the incredible knowledge of the Service Partners on our platform
can achieve things that other CX providers can’t even imagine:

customers while providing exceptional cost efficiencies to the Brands.

Support that is more personal for the

info@arise.com
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