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Operational inefficiencies in contact center play a major role in the low Net Promoter
Score (NPS) for Digital Service Providers (DSPs)
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DSPs have been struggling with high call volumes and costs for a long time, 
and the pandemic has further caused an unprecedented spike in call volume.

With a Net Promoter Score® average of 24, telecom 
holds the lowest industry average according to 

the NPS® Benchmarks Report

Common Challenges in DSPs’ Contact Center

Slow adoption
of digital strategies

and channels

Slow & complex
digital initiatives Reactive handling

Unproductive monitoring 
mechanism for agents

Multiple siloed systems No end-to-end dashboard

Gartner says only 9% of customers report solving their issues completely via self-service. More channels 
create complex customer resolution journeys, as customers switch channels frequently.

These challenges in DSPs’ contact center leads to high call volume, which results in poor customer experience and high OpEx

Agents start
troubleshooting only
after the customer is

already impacted and calls in

Ineffective monitoring
of agent’s performance

impacts efficiency 

Agent navigates through
multiple systems

to gather information
and identify solutions

Lack of unified
dashboard that

gives an end-to-end
view of the contact center

https://customergauge.com/benchmarks-report/
https://www.gartner.com/en/newsroom/press-releases/2019-09-25-gartner-says-only-9--of-customers-report-solving-thei
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Transforming contact center with digital technologies is essential for creating great 
customer experiences

Customers

Contact Center

Multiple CRM/ERP Systems

Back-end Ops Team

Customers

Efficient 
Digital 
Channels

AI-driven Recommendation & 
Customer 3600 View

Multiple CRM/ERP Systems

Back-end Ops Team

End-to-
End 

Health 
Dashboard

Contact
Center

RPA Bots

• Less/minimal adoption of digital channels leads to high call volume –
4 to 6 calls per customer annually

• Multiple siloed systems – Increases average handle time (AHT) and 
leads to low first call resolution rate (< 50%)

• Increased digital channel adoption & proactive fault prediction – Helps in call reduction
• AI-driven smart tools help agents to get faster information & resolutions – Reduces AHT significantly
• Agent monitoring using bots – Improves agent efficiency & productivity
• Building unified dashboard – Gives visibility on all the metrics for the contact center to all stakeholders 

Wait time

Traditional Contact Center Transformed Digital Contact Center

Monitor
Agents

Wait time
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Digitizing DSPs’ contact center - improve NPS by 20-30%, reduce call volume 
by 30-40% and Op-Ex by 30%

Key Enablers to Digitize Contact Center

Contact Center 
Transformation 

Dashboard

Smart Agent
Console

Digital-first 
Model

Customer 360° View – Connects 
to siloed systems & provides the 

required information to the 
agents

AI Engine – Performs 
diagnostics and provides 

recommendation for the next 
best action

Helps reduce the AHT by
40% - 60%

Increase the digital channel 
adoption leveraging self-
service & call deflection

Helps deflect 20% - 25% calls, 
reduce abandonment rate 

from >20% to <5% & improve 
chat containment rate by 50%

Unified view of the contact 
center – Track KPIs related 

to agents, digital agents, 
and bots

Agent Monitoring Bot –
Trigger notification to 

supervisor in case an agent 
exceeds the threshold limits 

for key tasks
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Digital first model 
Leveraging self-service & call deflection helps DSPs improve the digital channel adoption

Calls to Agent

Self-ServiceIVR

Communication 
Channel

Smart Console

AI-based Decisioning 
Systems

Historical 
Data

RPA 
Bots

Integrator Integrator
Chat Agents

Customer 
360º

AI
Engine

Customer
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Channel
Connector

API

Contact 
Center 
Agent

Escalation

Back-end Systems

BSS OSS

CRM

Start with one communication channel based on the customer 
segment and focus on increasing adoption rate with enhanced 
customer experience

Implement contextual communication - Using customer-specific 
information, perform pre-validation & smart diagnostics to 
resolve the customer request in a single conversation

Intelligent conversational engine should enable carry 
over context - Continue the customer conversation from 
where they left last time in any of the digital channels

Improve the chat containment rate by resolving queries with 
conversational engine, which integrates with backend 
systems, RPA bots and AI models

a

b

c

d

Chat containment 
rate improved by 

50%

Abandonment rate 
reduced from

>20% to <5%

20%-25%
Calls deflected

Recommendations

1 2 3 A B

AI-based
Conversational 
Engine
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Sample use case: A leading DSP in North America leveraged this model to deflect calls, 
increase the adoption of digital channels and enhance customer experience

Text optimization –
Intent detection

Customer problem of 
low speed is resolved

Billing assistant/bot 
joins in and provides 

billing-related 
information to the 

customer

Agent joins the chat 
seamlessly when the 

bot is stuck

Customized options for 
the customers

Run diagnostics, 
restart, etc. to resolve 

basic queries

Bot switching to other 
verticals and assisting 

customers with further 
details from the billing 

domain

Hello Jed, your
wait time is 12 mins! 

Would you like to 
resolve your query 

through chat?

Press 1IVR

IVR Deflection 

Self 
Service

Call to Agent

Contact 
Center 
Agent

End 
Customer

1 2 3 A B
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Smart agent console acts as a one-stop window for agents to quickly access details
and effectively resolve using the next best recommendations

Capture 360º view of a customer by building a tool that connects to 
multiple systems, pulls customer information, and rapidly provides 
insight to the agents

We recommend leveraging an AI-powered decision 
management engine to listen in on conversations and 
recommend the next best action to agents

Prevent system & customer biased recommendations, by 
implementing a system agnostic AI Engine that connects and pulls 
data from all the systems

Implement the recommended resolutions through assisted 
bots that are integrated with the agent console, helps in 
improving the productivity 

a

b

c

d

Recommendations

Building smart console helps to reduce
the AHT by 40%-60%

1 2 3 A B

Customer

Provides
customer 

information
Recommends next 
best resolution

Agent

Human-bot 
CollaborationCustomer 360°

Device
Diagnostics

Network
Diagnostics

Soft
Diagnostics

Recommendations

AI Engine

Network
Details

Repair
History

Usage 
Details

Customer
Details

Active 
Plans

Chat 
History

Real-time data Historic data for training AI model

Acts upon 
recommended 
resolutions

Assisted
Bots

Low-Code/ 
No-Code 
Platform

Cloud 
Agnostic

ERP systems CRM systems Network systems
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Sample use case: A leading DSP in Europe implemented the smart agent console 
to reduce the AHT by 40%-60% 

Andrew has some 
problem with his 
modem, so he calls 
into the contact 
center

Andrew -
Customer

IVR
IVR

Deflection 

Self Service

Contact Center AgentCalls to Agent

Customer 360° connects to 
multiple systems to fetch the 
required customer information. 
Reduces swivel-chair efforts 
and call duration  

B E H I N D  T H E  S C R E E N S

Customer 360°
and AI engine 
gets triggered 

when the 
customer is

in IVR

AI Engine performs diagnostics in 
the backend and then assists the 
agent by recommending the next 
best actions & responses based on 
the results of the diagnostics 

Smart Console – A 
one-stop window for 
agents to access all 
required information 
and recommendations 
to quickly resolve the 
customer issues

1 2 3 A B

B E H I N D  T H E  S C R E E N S
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Contact center transformation dashboard
Leads to increased utilization & productivity, saving recurring annualized cost for DSPs

Real-time agent monitoring and 
notifying supervisor when they surpass 

pre-set threshold limit - Improves 
productivity 

Bots notifying supervisor - Alerts are sent by the 
bots to the supervisors, helping the business unit 

with 12%-14% of effort savings & improving audits

Single dashboard to track metrics from 
calls, self-service, all the other such 

channels across contact center

Compare the metrics to evaluate the 
performance & identify improvement areas 

(e.g., Compare call deflection metrics to 
identify top call drivers )

Track average call time for various 
categories to identify target areas 

for improvement

Apart from the standard metrics that are inbuilt in any contact center tool, we recommend DSPs to track the below key metrics

1 2 3
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Business benefits achieved by a leading Digital Service Provider (DSP) in North 
America implementing these enablers to digitize contact center 

Improvement in NPS score

Improvement in
agent productivity

20%-30% 

30% 

Reduction in call volume

30%-40% 

30% 
Cost saving
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Road Ahead – DSPs should look towards building ML models that help in avoiding calls
to their contact center as they evolve in the maturity cycle

Data from 
multiple 
systems 
(ERP/CRM/ 
Network)

Event Prediction

Predicts events such as:
• Proactive modem/line outage
• Proactive line performance prediction

AI/ML model 
reads the data

Output

Intelligent dashboard
Events dashboard prioritized based 
on business criticality

ML Algorithm

Customize the intelligent dashboard to show the output 
from the ML-model with detailed information

Classify the predicted issues into most critical, somewhat 
critical & operational, which helps in prioritizing and acting 
upon the issues

Implement the recommended resolution by human or digital 
agent based on the action required and the level of complexity

With time, the resolution process can be automated to 
further reduce the dependency on the human agent 

a

b

c

d

Recommendations

Predictive service model can help DSPs
to avoid 15%-30% calls

Developing a network event prediction Model using AI-ML techniques 

https://www.prodapt.com/en/insights/developing-event-prediction/
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