How Gig-CX is
transforming
customer care

Five ways CX is evolving in the
post-COVID world

Just a few short years
ago, few realistically
predicted how Gig
work would disrupt and
forever change the
customer experience
industry. Now, Gig
Economy innovations
are transforming
customer care.

When COVID-19 hit, organizations scrambled to keep workers safe. Contact centers were greatly

downsized or sat empty as most of America’s nearly 3 million customer service workers were displaced.
At the same time, contact centers witnessed an increase of 300% more calls1 which resulted in hold

times of hours, not minutes. Some Brands turned off their voice channels, while others used bots to
filter or deflect engagement2, leaving customers very frustrated.

Today, customer expectations for support have changed. As a result, businesses across all verticals
are trying to find new ways to effectively serve and retain customers.

As a result of COVID, many companies have learned
that essential jobs can be done from home—including
customer support.
It also exposed more organizations to the transformational capabilities of
Gig-CX, allowing Brands to reimagine the way they approach customer
care overall.
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The Challenges
The last few years have changed the way business is done on every level,
and nowhere is that more evident than customer care.
Demands on contact centers continue to increase, as have customer expectations:

• People

are

now

comfortable

with

digital transactions, even those who
were previously hesitant. Chat functions
and digital interaction have increased,
including

asynchronous

interaction

including email and text.
• With millions of people now working from
home, customer contact arrival and
timing are less predictable, throwing
off the schedules that long dominated
contact centers.
• Supply chain issues have led to delayed
orders and complications, prompting a
rise in contact volume.
• Overall staffing shortages exacerbate
a shortage of customer service agents,
as there’s a tremendous increase of nonemployer businesses (i.e., independent
Gig workers) and the generation entering
the workforce is smaller than the one
exiting it.

With so much disruption to customer care, Gig-CX is quickly becoming a preferred complement and
at times, a replacement for traditional BPO strategies. McKinsey & Company observed that “Gig-style
staffing models—when managed carefully—could give customer care the horsepower and flexibility
it needs for today’s increasingly volatile markets.3”
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Five Key Issues
Before we dig into how the Gig Economy changes all the rules
for customer care, let’s consider the five key issues that are
causing challenges in the traditional BPO industry.

Talent Pool
Capacity Flex
Learning and Development
Quality
Financial considerations of CX
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Talent Pool

Five Key Issues

1. Talent Pool
It’s not your parent’s workplace anymore. Talk to any CEO, contact center director, or HR recruiter, and

you might hear a hint of desperation in their voice. Across generations, Americans are looking for greater
independence and more control over their work and working conditions.

While many on-site jobs go unfilled, 59 million U.S. workers are looking for flexible, part-time opportunities.

Tens of millions are becoming entrepreneurs or Gig workers instead of focusing on a traditional job. In
fact, between 2019 and 2020, small business formation increased by 20%, which is double the growth rate
in any other year.4

Surveys show that as many as one-third of employees worldwide are unlikely to enter an office again.5
And 54% of employees say they would change jobs to gain more flexibility.6

In 2020, Gig workers included 36% of working Americans. By 2023, experts predict that more than half
(52%) of the U.S. workforce will have participated in the Gig Economy to some extent.7 Not only is the trend
forecasted to continue, but it’s producing positive business outcomes.

59 million

U.S. workers are looking
for flexible, part-time
opportunities
5

by 2023, 52%

of the U.S. workforce will have
participated in the Gig

economy to some extent
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Talent Pool

Five Key Issues

The facts
on Gig
workers
today

Teleworkers
are, on average,
35-40% more
productive than
their colleagues in
traditional offices.
Quality defects
drop by 40%, which
is attributed to
stronger autonomy.
Remote workers
are more engaged,
with 41% lower
absenteeism.8

Among the growing Gig workforce are entrepreneurial customer service agents who leverage their talents
and experience to provide amazing service to Brands. Gig workers often trend more mature, with higher
levels of education and relevant experience in CX or in specific industries.

Profile of a traditional contact center agent
• 35% have high school diploma
• 26% have bachelor’s degree9

Profile of a Gig-CX worker
• 55% have attended college
• 70% have prior industry experience
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Talent Pool

Five Key Issues

With Gig-CX, people who were
disenfranchised by, or left out
of, traditional work paradigms
can use their talents in ways that
they were never able to use them
before.
Whatever

the

personal

circumstances

that didn’t make traditional contact center
work a fit, Gig-CX platforms and enabling
technologies now make the impossible
possible. Gig workers are able to provide

support in smaller increments, on their own
schedule, allowing them to generate an

income that suits their personal lifestyle. GigCX platforms draw qualified talent back into
the workforce giving way to flexible
arrangements

that

strengthen

work

workers’

ability to apply their knowledge and skills in
rich and diverse ways.

Whether provoked by the pandemic, by
generational differences, by an inability to
fit into the traditional work grind, or because

Improve the quality

technology makes it possible today, Gig-CX
is on the rise, and astute business leaders are
considering how they can help improve the
quality and decrease the cost of customer
care.
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Decrease the cost
of customer care
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Five Key Issues

Capacity Flex

2. Capacity Flex
Gig-CX workers are changing the rules of customer care and creating an amazing opportunity for

Brands. How can forward-thinking business leaders seize the advantages of the Gig disruption for their
companies’ benefit?

Gig-CX models allow business leaders to schedule customer care capacity in innovative new ways. With
Gig-CX, you can schedule the exact capacity needed in every half hour and flex, in real time, up and down,
based on volume. The added flexibility that the Gig Economy offers changes everything from how you

use your predictive analytics to how you think about performance metrics like hold time and abandons.
Plus, it allows you to reimagine quality—even in the most demanding of circumstances.
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Capacity Flex

Five Key Issues

For example, a leading tax preparation software service
needed to ramp up qualified customer service agents
for the tax filing season. While the firm leverages support

from more than 1,800 Gig-CX agents year round, they
needed additional support during prime tax filing season.

By utilizing a Gig-CX workforce and a focused learning
program, the business was able to gain short-term support
from an additional 1,500 agents, a remarkable 80% increase.
To maximize understanding of this new world, consider the
contrast of “the way we’ve always done it” with adaptations

to embrace the new opportunities surrounding the Gigbased workplace.
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Traditional practice

Gig-CX

Change

Rigid 8-hour schedules.

Schedule in 30-minute
intervals, adapt to
fluctuating needs & volume.

Creates up to 200%
intraday flex, plus less idle
time for agents.

Geographic sourcing
limitations.

Sourcing irrespective of
location yields higherquality agents and access
to specialized talent.

Better-qualified agents =
more satisfied customers.
Plus, greater access to
languages regardless of
location.

Customers expect to fit into
business’ schedule.

Customers expect service
when they ask (24/7/365).

Highly flexible workforce
able to jump into the queue
at a moment’s notice.

Questionable data security/
monitoring for remote
workers.

Proven technology provides
high levels of data security
and monitoring.

Location of staff loses
importance with digital
advances.

Scalability confined to
brick-and-mortar locations.

Scalability irrespective of
physical constraints.

Scale resources with
minimal investment;
promotes greater
seasonal flexibility,
business continuity, and
operational stability.
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Five Key Issues

Learning and Development

3. Learning and
Development
Learning and development with customer experience agents is an ongoing process, challenged by

multiple constraints. In the traditional, on-site contact center, new agents typically have little to no
industry experience and must be taught about both the product/service and how to deliver an amazing
customer experience. But, traditional BPO solutions often contend with:
Geographic limitations

Selection of agents is defined by geography, often with no regard to industry experience and Brand
affinity.

Knowledge base limitations

Leaders are limited to the knowledge base of local workers.
Affinity limitations

Enthusiastic fans of certain products or services might be dominant in specific locations. For example,
you would find more experienced users of snowshoes in Alaska or Colorado than you would in Florida or

Alabama. Educating and developing people with established affinities is much simpler than introducing
entirely new concepts to workers.
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Learning and Development

Five Key Issues

Gig-CX addresses those learning and development challenges:
Geographic advantages

Gig workers can be located anywhere, offering a wider variety of talented agents, more flexible time
availability, and potentially more motivated candidates.
Knowledge advantages

Customer experience leaders can choose from knowledgeable agents and individuals with strong Brand

affinity regardless of their location. Preexisting knowledge can eliminate or abbreviate some aspects of
training and development, plus innovations in remote learning allow agents to deliver higher quality at
a faster pace.

Affinity advantages
Gig agents with a deep allegiance to a specific Brand, product, or industry can be matched with and act

as subject matter experts (SMEs), domain experts, or Brand advocates. As with knowledge advantages,
agents who are enthusiastic about a product often require less education.
Culture

Conveying Brand culture is incredibly important, and Gig Economy CX agents build community and

enthusiasm by engaging in virtual events that celebrate the Brand, its success, and the success of the
Gig workers who support it.

Remote learning is central to the success of Gig workers, much

as the remote learning concept has been incorporated into most

major university models. Support for people in the virtual learning
environment is extensive and nuanced.

Remote curriculum itself should be highly interactive and created
in a variety of modalities to accommodate different learning styles
including auditory, visual, kinesthetic, self-driven, etc. Curricula

tailored specifically to address desired behaviors and KPIs ensures
prompt completion of assigned modules.

According to McKinsey, “Breaking a long curriculum or module

into discrete, bite-size components allows managers to be more
precise in their training recommendations so that Gig employees
can get up to speed as efficiently as possible.10”
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Five Key Issues

Learning and Development

In addition, the curriculum should reside in a cloud-based, digital learning management system
(LMS) that easily translates to a remote workforce. Trying to use a traditional LMS with a digital overlay

rarely translates to effective learning. Slide shows and online calls will not achieve the success of a
sophisticated LMS created specifically for remote workers. Curriculum designers should be focused

on creating a program that focuses on the learner’s deep understanding of remote work and desired
business outcomes.

Success is also based on instructor capability. Every instructor should have the knowledge and experience
to keep learners fully engaged while delivering in a remote environment. Virtual-first instructors help
participants understand the “big picture” of the entire enterprise, master the necessary knowledge and

skills, and optimize learning journeys to drive performance outcomes. They support Gig-CX agents at
every step in their learning and help speed time to proficiency.

As

example,

for

telecommunications

a

Brand

space,

in

using

the

the

best remote learning principles, traditional
curriculum was repurposed and redesigned
by virtual-first curriculum design experts in
a matter of days. Certification rate quickly

doubled, significantly improving speed to
proficiency.

Companies are innovating fast and working

hard to create a culture that makes learning
quick and effective for Gig-CX agents—

and that produces high-quality customer
interactions.
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Quality

Five Key Issues

4. Quality
Everyone wants their service or product to exude quality, but how do you define quality in your operation?
Unfortunately, this has become a major challenge for Brands that outsource CX services to traditional
BPOs. The challenge is “acceptable failure.”

In a traditional BPO model where you hire geographically and push hires through intensive training, you
end up with draconian measurement and oversight as you aim to convert less seasoned talent into

productive workers as quickly as possible. Add to that traditional scheduling limitations, and there will
be some parts of the day where calls are inevitably abandoned. Traditional BPO models look to limit, not
eliminate, abandoned calls, with some percentage of calls going unanswered as “success.”
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Quality

Five Key Issues

Traditional BPO models accept that they will leave some customers unsatisfied—whether it’s due to
staffing, training, or scheduling constraints. However, Gig-CX can help eliminate acceptable failure with
significant innovation in the way that quality is delivered. Some foundational areas to watch include:

Agents with industry experience and Brand affinity learn faster and deliver more
empathetic care.

Certification of a Gig worker’s technology, software skills, and hard skills. For starters,
consider:

Is their computer adequate for optimal interaction with your systems? Is the
contractor equipped with adequate internet bandwidth?

Do they have the adequate hard skills that encompass math, language, and
software skills to use your system?

Is the individual able to handle soft skills including strategic and thoughtful
communication, empathy, problem solving, etc.?

Enterprise tools that enable remote workers to function seamlessly. Gig-CX agents

need secure and easy access to records, as well as sophisticated chat tools so they
can respond to customer queries with confidence. Remote platforms that mimic a
social media-like experience blend ongoing and on-demand interaction so that Gig
workers stay engaged, share knowledge, interact with fellow agents, and connect with

SMEs when support is needed. Sophisticated performance management systems can
help to improve AHT and CSAT ratings.
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Quality

Five Key Issues

AI-driven agent enablement systems can improve agent performance, customer
support, and serve as a supplemental source of learning. These systems listen to the
call and recognize keywords, then suggest follow-up questions or data via screen
pop-ups to the agent. The same AI-driven systems can automate much of the after-

call work, making agents available sooner for the next customer interaction. Research
reveals that 84% of company leaders see AI as a driver of growth in contact centers.11

Highly detailed reporting and performance management capabilities encompass

relevant metrics and oversight specific to the Gig worker model. While a host of standard
scorecards are available for availability, schedule adherence, etc., Gig-CX allows
leaders to be more effective using outcome-based models tailored to the situation.

A Fortune 100 bookseller that implemented a Gig Economy CX solution found
that they were able to drive verified key performance indicators to support
their quality goals:

9.53
Interactions per hour:
Target of 8.5
Documented result of 9.53

97%
Answer rate:
Target of 97%
Documented result of 97%
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32
Average speed of answer (ASA):
<60 secs, Documented result of 32 secs

87%
Service level (SL):
80%, Documented result of 87%
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Five Key Issues

Financial considerations of CX

5. Financial
considerations of CX
Not only does traditional CX accept failure, but it can be cost prohibitive. Gig-CX changes the financial

outlook completely. With a full-featured, virtual-first system that incorporates robust tracking and
reporting, business leaders have found that the overall benefit of implementing Gig-CX outweighs the
cost of implementation.

With Gig-CX, flexible schedules and improved predictive ability enable companies to achieve better

quality and greater productivity. Scheduling efficiencies optimize agent occupancy, including elimination

of unproductive time in low volume periods since Gig workers are fully focused on client needs during
their service periods.
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Five Key Issues

Financial considerations of CX

Users of Gig-CX solutions can realize tremendous cost savings

Up to 32% average reduction in overall cost

Up to 200% intraday flex, reducing traditional BPO overstaffing costs by 52%

Reduce headcount costs by 14%

Gig-CX maximizes efficiencies and
reduces costs by properly scaling
resources to support your need,
lessening the need for physical
infrastructure, and eliminating other
costs to output requirements.
Beyond the service costs, bottom-line results can be

impressive. By using the Gig Economy, one consumer

packaged goods (CPG) provider exceeded a

monthly sales target by an average of 164% and
delivered a 6% increase in average basket value
versus its goal.

The Gig Economy allows organizations to achieve

flexibility, manage demand variability, and deploy

resources more strategically. It also drives down
cost and generates greater organizational agility.
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How will the Gig Economy change CX in
the future?
The Gig revolution is changing the way that people work, opening the door to innovation in CX that has
never been seen before.

The facts on Gig-CX revolution
Gig-CX workers have ultimate flexibility and can
schedule work around life. This means they work in
smaller increments that give Brands tremendous
flexibility to put the optimal amount of capacity
right where they need it, reducing excessive
support resources and costs while decreasing
abandons and improving quality.

Because Gig workers limit distractions when
they choose to work, Gig-CX can deliver 90%
utilization (vs. 65% utilization of every paid hour
in traditional BPOs).

Gig-CX and its corresponding innovations are becoming widely accepted and will deeply influence
the future of the contact center industry, transforming from a fledgling option to a solid solution that
addresses the current pain in the BPO space.

As consulting firm McKinsey points out, “If the right enabling technologies are in in place, along with a
supportive organizational culture, Gig CX may very well be the next big thing in customer care.12”

To learn how a Gig-CX solution can complement and elevate your CX strategy, check out the Arise
Calculator. Or to schedule a call with an Arise representative who can show you how a Gig-based solution
for CX innovation can work for your unique situation, call 855-274-7301.
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