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3 Ways to Get Smart with 
Contact Center Training
A customer's only interaction with a company is often through the contact center, and in most cases, it's to 
resolve an issue. While quick resolution is critical, it's vital for brands to deliver a good experience. 

That's where the right training comes into play. It's no longer about simply training agents to get work done 
faster. Now it's about training agents to work smarter.

Contact center supervisors need to be equipped to better identify and tailor training to each agent's skill 
gaps and needs. The goal is stay ahead of the shifting expectations of today's customers by empowering 
agents to interact with them in the best, most efficient wayÑwhich is key to your contact center's success.

Here are three ways you can get smart with agent training.

One:  
Embrace continuous training

A growing number of contact center executives are abandoning point-in-time, one-size-fits-all training. Traditional 
training delivered to all agents over the course of one or many days falls short because many people forget what they've 
learned over time. After all, your agents must keep pace with new tools, along with changing customer behaviors and 
preferences. This makes it essential to continually reinforce training within the context of your contact center. 

When training is fluid and offers opportunities for self-learning, agents learn better. And, ultimately, your contact 
center will operate to its full potential. Ways to incorporate this type of training include:

Guidance via smart bots. Automated bots featuring machine learning can Òlisten inÓ on conversations 
between agents and customers and ÒwhisperÓ suggestions in the agent's ear. Over time, agents learn 
the best response to given situations. 

Scripting to facilitate conversations. Guiding agents through each conversation with real-time scripting 
helps reduce FCR times. Plus, as they will with automated bots, your agents will pick up best practices 
over time. 

Tracking via a performance scoreboard. This scoreboard gives agentsÑand supervisorsÑvisibility 
into how they are tracking to daily goals. Advanced contact center solutions can use the metrics and 
KPIs to dynamically prescribe tailored training content and coaching sessions. Plus, with insights into 
regular metrics, your agents will better understand how to improve their outcomes so they can deliver 
outstanding customer experiences. 
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You can pair this with gamification that encourages learning. Using incentives, rewards and commissions aligned with 
the most meaningful KPIs and metrics, you can encourage agents to change behaviors. Rather than see training as a 
pain and waste of time, agents are motivated to engage with highly relevant content.

Two:  
Empower agents with tailored training

Contact centers are often staffed by a mix of seasoned and newer agents assigned to different roles requiring 
specialized knowledge and skillsÑand tied to different goals. Regardless of their experience level, they need to 
quickly master the latest contact center technologies and approaches. 

A contact center solution featuring automated workflows and an 
intuitive UI can help. Plus, it can help agents develop needed skills 
by automatically generating coaching sessions triggered by your 
performance thresholds. In fact, the right contact center solution 
guides agents with the appropriate script and their next best 
actionÑall based on what is happening on the live call.

A cloud contact center can also record, analyze and score every call, 
which means supervisors can hone in on the areas for improvement, 
and customize instruction and coaching. Armed with these insights, 
your contact center supervisors can tailor their coaching and training. 

Using audio and screen recordings, your supervisors can review  
agent activities between calls for ideas on how to make agents  
more efficient. Moreover, they can share the best practices of  
high-performing agents across the organization.

Without continual reinforcement,  
agents won’t likely learn and retain  
critical knowledge and skills.
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Three: 
Equip managers and supervisors with insights on performance

Traditionally, contact center supervisors have reviewed a sampling of agent-
customer interactions and later provided agents with feedback. This onerous 
process isn't effective because the supervisors are basing their evaluations  
on a small percentage of interactions. 

With advanced tools in a modern cloud contact center solution, supervisors  
can gain cross-channel, cross-agent insights that help optimize performance. 
Your supervisors can observe interactions, rapidly pinpoint areas for 
improvement and provide instant feedback. 

Interaction analytics can convert unstructured information from phone calls, 
texts, emails and social media streams into structured information that your 
supervisors can search and analyze. Advanced speech and text analytics then 
make it possible to identify the most relevant interactions, such as emotionally 
charged ones, when a customer asks to speak to a supervisor, or interactions 
that contain prohibited words or phrases. 

By combining this with other dataÑsuch as which agent handled a call or 
customer details from a CRM systemÑyour supervisors can analyze trends  
and root causes. Combined, these insights help train agents to ensure a 
consistent customer experience across channels.

Pave the way for the ultimate customer experience

It's vital that your training program can accommodate future trends. For instance, as AI and smart bots become more 
commonplace, your customers will mainly engage your agents for the most complex issues. Your contact center 
needs trained, skilled agents who can adeptly handle these. By delivering real-time, custom training and automating 
supervisor activities, you can cultivate a culture of continuous development. In turn, your agents will deliver more 
personal, satisfying customer experiences. 

About Serenova

Serenova simplifies every aspect of the customer experience to make life easier for contact center executives, their 
customers and employees. The world's most passionate, customer-focused brands achieve better interactions, 
deeper insights and more meaningful outcomes with Serenova's contact center solutions. To see the power of 
Serenova for yourself, sign up for a demo.
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