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Introduction
Customer Experience is the number one
area in which organizations have a chance
to capture loyalty and differentiate themselves
from competitors in a meaningful way.
The reason it is a differentiator is because so
few businesses do it well! In this workshop we
will help you to embrace a modern view of
Customer Experience, while specifically
exploring how Gig-CX can accelerate
a CX transformation.

The Customer’s
perception is
your reality.

- Kate Zabriskie

We believe there is nothing more important we could be talking about!
Just consider the following:
“Improving CX by one point can lead to more than
$1 billion in additional revenue.”
(Forrester)

“More than two-thirds of companies that led in CX grew faster
than others in their industries in the second half of 2020.”
(Adobe)

“Companies identified as ‘customer-centric’ are 60% more
profitable than those not focused on the customer.”

(Deloitte)

Let’s dive in together to determine how enhancing CX can make
2022 the best year yet for your organization!
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Establishing the need for Gig-CX
Understanding where you are starting from is an essential prerequisite for
establishing the need to change and carrying out a diagnosis of your starting
point is necessary for a program’s success. Let’s establish a baseline and
better understand why Gig-CX may be of value to your Brand.
What are the three largest internal and external challenges impacting your
Brand or the Brand you represent today?

What are the three largest internal and external challenges
impacting your Brand or the Brand you represent today?
Internal

External

1
2
3

A few macro themes to consider:
•

Labor shortage

•

Employee expectations

•

Technology

•

Supply chain

•

Employee retention

•

Change management

•

Consumer expectations

•

Antiquated CX strategies & tools

•

Cost management

NOTES:
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What are the attributes of an amazing customer experience?
List your top three:
1
2
3

What are you hearing from others that you did not list above?
1
2
3
4
5

NOTES:
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Measuring CX
Customer experience metrics are a collection of criteria that your Brand can
leverage to measure how happy and successful your customers are while using
your products and services, so that you can actively work towards increasing
customer loyalty and profits.

How are you measuring customer experience today and why?
What is the value of each metric to your Brand?
Metric

Value

1
2
3

How would you measure customer experience moving forward?
Metric

Value

1
2
3

NOTES:
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What is Gig-CX
To better understand the value of Gig-CX it is important to understand exactly
what it is and dispel some of the common misconceptions.

What is Gig-CX to you?

NOTES:
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What is Gig-CX
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Improving productivity
Effective and successful Brands understand the importance of productivity.
Productivity often translates into good customer service and interaction.
This total client experience is the key to satisfying customers, and almost all
highly productive companies use this to gain customer loyalty.
What are you doing today to make sure you are supporting customers,
reducing abandons, and creating meaningful human connection?









Multichannel connections
Omnichannel connections
Broader use of digital channels
Outsourcing (onshore)
Outsourcing (nearshore)
Outsourcing (offshore)
Added support during peak seasons
Increasing service time with live agents

Other (please describe)

What is Gig-CX to you?

NOTES:

13

© 2022 Arise Virtual Solutions Inc.

14

Disruptive scheduling with Gig-CX
CX Maturity overall review
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Disruptive scheduling with Gig-CX
Traditional BPO models are broken. Traditional BPO CX delivers only about 65%
utilization of every paid hour. Enter your current utilization performance and see
how Gig-CX can transform utilization to reduce your FTE and annualized hour
needs.
For this exercise, please use the calculator
found through the following link:
https://tinyurl.com/GigCXCalculator

How many FTEs are you looking to outsource? Please circle one.
50		100		150		200		300		400		500		1,000
How much do you currently pay for onshore CX work?
Note that any amount less than $30 per hour will likely impact quality.

What do your results look like?
Service-level Adherence
Your Brand

Utilization

Gig-CXM

Your Brand

Weekly hours
Your Brand

Gig-CXM

Full-Time Equvalent (FTE)

Gig-CXM

Your Brand

Gig-CXM

Annualized hours
Your Brand

Gig-CXM

NOTES:
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Capacity flex
Precise planning for contact volume is both a science and an art. There are
many areas that Forecasting and Scheduling Leaders need to consider to be
successful, especially in relation to seasonal peaks and unexpected influxes
of contact volume.
What measures are you taking to ensure customers are well supported during
seasonal peaks or during an unexpected influx of contact volume?
What challenges are you seeing in these efforts?
Capacity Flex Efforts

Challenge

1

2

3

NOTES:
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Capacity flex savings
Traditional BPOs have limited capability to flex intraday or seasonally, which
requires overstaffing for peak hours. A Gig-CX solution can flex intraday or
seasonally to significantly reduce underutilization and excess staffing.
Let’s investigate.
How many weeks of the year does your CX require flex?

Original Weekly Hours
Your Brand

Gig-CXM

Excess Staffing
Your Brand

Weekly Hours for Flex Demand
Your Brand

Gig-CXM

Annualized Flex Hours Needed
Gig-CXM

Your Brand

Gig-CXM

What have you learned about Gig-CX in relation to capacity flex?
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Capacity flex with Gig-CX
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Meaningful human connections
Sustained CX success, and the brand loyalty that results from it, requires the
formation of genuine human connections. If customers don’t feel like they’re
receiving personalized, empathic service from a Brand, they can take their
business elsewhere, especially with the growing number of competitor options
in any given space. Let’s take a look at what your Brand is doing to ensure
meaningful customer engagements.
List three things that you are doing today to find talent.
What challenges are you seeing in these efforts?
Talent Sourcing Efforts

Challenge

1
2
3

List three things that you are doing today to ensure proper learning and
development of talent. What challenges are you seeing in these efforts?
Talent Learning & Development Efforts

Challenge

1
2
3

List three things that you are doing today to support talent and keep
them engaged. What challenges are you seeing in these efforts?
Talent Support & Engagement Efforts

Challenge

1
2
3
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An example of how Gig-CX
ensures meaningful interactions
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The value of meaningful
Gig-CX interactions
A meaningful customer experience is exactly what generates customer loyalty,
additional revenue, talent retention, and market share growth. In fact, if you
improve your Brand’s customer experience, you can expect to as much as double
your revenue within 36 months*. Now that you’ve come to understand how
Gig-CX can improve customer interactions, think about the return on investment.
What is the average purchase amount or your product/service?
Think of this as the complete and global average value of your product.
$
How often do your customers purchase your product/service in one year’s time?
Once per year = 1, twice per year = 2, once every other year = .50

In what quantity, on average, does your customer purchase your
product/service? Think of this as bulk buying for the average household
(e.g., a cruise can be purchase for 2 adults and 1.5 children, or 3.5)
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What do your results look like?

Total Calls Handled
Your Brand

Gig-CXM

Total Calls Offered
Your Brand

Total Calls Abandoned
Your Brand

Gig-CXM

Gig-CXM

Abandon percent
Your Brand

Gig-CXM

What have you learned about Gig-CX in relation
to high-quality human interactions?
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What have you learned about Gig-CX?
When properly documented and shared with others, lessons learned provide a
powerful method of sharing ideas for improving processes, operation, quality,
and cost effectiveness. They can also help improve management decision
making and performance through every phase of a project.
What are some of your key takeaways from this workshop?

What overall value and cost savings can your Brand achieve through Gig-CX?

Total Annual Savings

Total Annual ROI%

Annualized Costs		Your Brand		Gig-CXM		Savings		ROI%

Productivity

Flexibility

Quality

Total
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NPS Revenue Increase
Offshored revenues to Gig-CXM

Assumed entire CX accounts for 1% of Brands total revenues

NPS Increase

With just 1 point increase in NPS, revenues
can grow by .143%

New Revenues
Revenue Increase

Annualized Costs		

Your Brand		

Gig-CXM		

Savings

ROI%

Total Operating Costs

Increase to Revenie from NPS

Total Partneship Value (TPV)

Calls Handled

Cost Per Transaction

NOTES:
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The cost value of Gig-CX
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Next steps & tips for success
If you can identify one thing, no matter how small, that you need to do next,
you will make progress. Defining an actionable next step for each and every task
and project allows you move forward. Sometimes, the next step can be as simple
as “schedule a meeting.” Here are a few suggested next steps and tips for success
in getting started with Gig-CX.
Next Steps
Step 1: Truly understand the friction points. It’s one thing to think you know the areas where your
customer journey could improve. It’s another thing to have actual customer data to back it up
and prioritize the things that matter most.
Step 2: Evaluate alongside business needs. Is the organization looking to establish world-class
support? Open a new value-add channel? Maximize efficiencies while maintaining strong client
relationships? By considering service strategy alongside customer feedback, the priorities will
emerge clearly.
Step 3: Collaborate with key stakeholders. In his famous change management methodology,
John Kotter recommends establishing a “change coalition.” Gain the support of stakeholders
from across the business who can ensure a successful implementation of Gig-CX. Bring this
team together on a regular basis to ensure all CX initiatives receive the attention required
to gain momentum.
Step 4: Set the stage. If you really want to hit the Gig-CX ground running, having a strong
knowledge base and knowledge management process in place will be essential.
This allows your internal stakeholders to play the role of knowledge curators, extending
up-to-date information in a scalable format.
Step 5: Find the right partnership. Make sure your Gig-CX provider is well prepared to offer the
level of support you need when your Brand needs it most. Be sure to ask about their infrastructure
and whether or not they have the people, processes, and technology to drive success

Tips for Success
Tip #1: Pay close attention to the various levels of support needed throughout your hours of
operations. Do you need hundreds (or thousands) of FTEs all day, or only during peak times?
Tip #2: Remember that agent sentiment is equally as important as customer sentiment as it
promotes better engagements. What is your Gig-CX provider doing to promote high agent
sentiment ratings?
Tip #3: Consider overall value. While some Gig-CX solutions may appear to be less expensive than
others, are you really saving money in the long run? It’s important to understand what quality looks
like; how many calls will be escalated; and how they will deliver the truly meaningful engagements
that will drive your Brand to its metric goals and improve your bottom line.
Tip #4: Transparency and communication are key! Right from the start, be open, honest, and
forthcoming with your Gig-CX provider so they can deliver the best service possible.
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A note from Arise Virtual Solutions
What’s the best way to build a truly cost-efficient Gig-CX program? Well, you could
dedicate years learning the intricacies of every best practice on the planet, commit
millions of dollars to assembling a technology stack that promotes success, and
dedicate dozens of people to manage, support and deploy it. Or you could go a
much easier route.
It just wouldn’t be cost-efficient to recreate what is currently available on the
Arise® Platform. The knowledge, technology infrastructure, Service Partners,
workforce management tools, operational excellence, and measurement
models are already built. They are waiting for your use.
So, if you want to enable your in-house CX team for “the new normal” of working
in hybrid locations, or you want to outsource to our network of mature, experienced
Service Partners supported by the best scheduling and performance facilitation
program in the world – the choice is up to you. But we can help you grow
customers, increase revenue, reduce costs, and create long-term customer
satisfaction. Arise was the pioneer in Gig-CXM nearly 30 years ago and we are
still doing things no one else on Earth is doing today. We would love to help you
achieve your goals in this brave new world.
Please do not hesitate to reach out to any of the following individuals
for more information:

Nate Brown			
Sr. Director			
Customer Experience		
nbrown@arise.com		
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Erica Dorosin			
Sr. Manager			
Market Strategy			
edorosin@arise.com		

Judith Rodriguez		
Sr. Vice President		
Customer Success
jrodriguez@arise.com

Robert Padron
Executive Vice President
Chief Growth Officer
rpadron@arise.com

© 2022 Arise Virtual Solutions Inc.

Presented by

38

