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Call (enter Staff: Worale Watters

Call Center Agents

Aren’t happy e Are disengaged e Could leave soon

The Solution?

Gamification

Gamification increases engagement,
productivity and customer retention

Gartner says a 50/0 increase could InCrease pl"OfitS
in customer retention by 25% -1 25%

Call (enter Staff Has Jhe Disengagement Blues

i ﬂ X
i ﬂ
Out of every r
American workers,
are disengaged 23% Q disengaged,

with their jobs 23%

In call centers, these
numbers are even higher

The Lifecycle of a Typical Call Center Agent

Yearly cost of disengagement
. in the U.S [1]
Enthusiasm
Learning Yearly spending on public
elementary and secondary
— education in the U.S [2
Engagement | — \ A
Hire After [1] Gallup
6 Months [2] http://febp.newamerica.net/background-analysis/school-finance

A Lose-Lose

Situation

Unhappy agents stay.
L)) E IS LEEE, Best case? Unproductive

with high turnover costs Worst case? Drive customers away

Average of customers
cost of 0 switched to a
1 ° 5 x agent 89 A) competitor after
Annua| Salary turnover a poor customer

experience

Source: RightNow Customer Experience Impact Report 2011
dHow Yamification Jransforms the (Call (enter

guides, reinforces, and increases high-value agent activity

by providing

: Rewards
Goals to Real-time
: that matter
accomplish feedback
to agents

Yamification tn Uction: live

LiveOps provides call center services in the cloud. They have 20,000 agents who
work from home. Motivating them was a challenge. LiveOps created
a gamified social hub using Bunchball’s Nitro platform.
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Time to onboard new agents

plunged from 4 wee kS
of training to 14 hours

Wide adoption  geryice levels

80% of agents
signed up within Improved

1 week of rollout by 9%

Average call handle time
decreased by 1 50/0

Cutting training

o Sales performance Increased LiveOps’
and hiring costs

i m p roved Net Pzri.)moter Score
atter 4 weeks
oy 8% 10 12%
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‘ ‘ I have to admit | am not at all competitive - but

the opportunity to be in this program and view
my metrics compared to others is very inviting , ,

— Independent contractor agent working for LiveOps

Organizations that engage

customers and employees

By 2014,

of the largest 2,000

global c?ompanies See @

will use gamification boost in performance-

Gartner related business outcomes
Gallup 2012

Gamification Gives Agents

Friendly competition Peer recognition
Team, work harder, they’re Chris wins brand
catching up with us! ambassador prize

Visibility |6 Increased job satisfaction

| always know how I'm doing | love my job!
and see how | can do better

Gamification Gives Managers

;0 A (Y1) £

Visibility into ~Ways to Lower Cost
how everyone iImprove turnover savings
is doing metrics
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.‘) Advancing the craft of technology leadership THE LEADER IN GAMIFICATION




