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Every customer conversation is an 
opportunity to increase loyalty
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If there’s anything the last couple of years have taught us, 
it’s how to be agile and innovative under extraordinary 
circumstances, both in our personal lives and our professional 
lives. The ongoing COVID-19 pandemic has driven a significant 
increase in the adoption and usage of technology on both 
fronts — whether it’s using an app to have your groceries 
delivered, streaming a workout class on a fitness app, or 
joining a video call from your home office — and while many 
aspects of our lives have felt paused or extremely slowed 
down, we have simultaneously evolved a new standard of 
immediacy for online and online-to-offline interactions.

With all of these digital touchpoints in our daily lives, it’s natural 
that people have come to expect the same conveniences 
when the need arises for a customer service interaction. In 
this “Always On” age, customers want an instant update on 
every query, issue, or problem they face. But meeting these 
expectations, while managing multiple channels and point 
solutions as well as increases in demand, is a challenge for any 
business — no matter how sophisticated the contact center and 
customer care organization.

Businesses that fail to keep up with customers’ increasingly 
high expectations risk doing serious damage to their overall 
customer experience and losing return customers in the 
process. But those that adapt and evolve along with digital 
experiences have the opportunity to leave an indelible, positive 
impression on their customers — one that builds loyalty, 
cultivates trust, and ultimately drives sales.

It all comes down to understanding your customers. By 
recognizing what they want and care most about today, and 
using those insights to predict what they’ll want in the future, 
you can help your business deliver the kind of unified and 
consistent experience that customers expect. In this ebook, 
we’ll explore five trends that contact centers should be aware 
of and take action on in 2022, to keep their customers coming 
back in an age where every interaction matters.

75%
of customers expect a response 
within 5 minutes. 
McKinsey
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Organizations that approach customer conversations which 
occur in multiple channels (e.g., web/app, live agent, chatbots, 
social media) as part of a single unified customer journey will 
benefit from the omnichannel approach. By connecting front 
offices (sales, marketing, customer service), data gets shared 
across departments. This gives businesses a holistic view of 
the customer, enabling that person to ask their question on 
their favorite social media channel, for example, and continue 
discussing that same issue at a later time over live chat on the 
company website — without having to explain their situation 
over again or repeat important details. 

1. The digital contact center will become the 
default contact center 
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Technology has risen to the challenge

Today’s customers are savvier than ever. They expect high 
quality and have more options than ever before — so to earn 
their affection, you must set yourself apart. Rapid advances in 
technology have empowered customers not only to choose 
from an array of channel options, but also to expect brands to 
engage and delight them on any channel of their choosing. 
Organizations that will win and keep customers are those 
that go the extra mile to ensure they build a seamless digital 
customer experience. 

Customers want the ability to reach out to your business on 
whatever channel they are most comfortable with, and they want 
a prompt response on that channel — with the option to move 
to a different one if necessary. This means the omnichannel 
experience is no longer a nice-to-have but a must-have. 
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Adopting these guiding principles will help 
businesses design customer journeys that strike 
the right balance between these important values 
and the associated trade-offs on each individual 
channel — achieving an effective interplay 
between them.

Generally, customer expectations for 
omnichannel journeys center around 
four major areas: 

80%
of customers see the world as all 
digital with no divide. 
Forrester Predictions

Speed  
Process my query or request 
in the shortest span of time.

Convenience 
Let me choose when and  

how we communicate.

Reliability 
Keep it consistent, always.

Transparency 
Keep me informed.

The omnichannel experience is no longer 
a nice-to-have but a must-have.

https://www.sprinklr.com/features/contact-center/


A digital solution also provides flexibility for a remote or hybrid 
workforce. With the ability to log in securely from anywhere, 
agents have more autonomy in how they work. And supervisors 
using workforce management tools can more easily forecast 
staffing, create and change schedules, and make adjustments in 
real time when the unexpected occurs. 

AI helps agents stay engaged and avoid burnout

“The great resignation” is another driving force behind the 
adoption of digital contact center strategies. With employee 
burnout high and competitive offers surfacing daily, 
organizations need to empower agents to do their best work in 
ways that are both productive and sustainable. 

By using AI-powered automation and tools that surface the 
right information at the right time, agents aren’t forced into 
unnecessary and lengthy conversations. They can quickly be 
served “next-best” actions and step-by-step workflows. This 
reduces both training time for agents, and the amount of time it 
takes those agents to provide responses to customers.

© 2021 Sprinklr, Inc. All rights reserved.

Technology has risen to the challenge
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76%
of employees experience burnout on 
the job at least sometimes. 28% say 
they are burned out “very often” or 
“always” at work. 
Gallup

         Sprinklr predicts:

While the digital contact center itself is nothing new, 
we predict we’ll see a significant rise in adoption as 
more organizations discover this is the best way to 
maximize revenue, reduce costs, and deliver a better 
customer experience. 

https://www.sprinklr.com/features/contact-center-automation/


2. Frictionless self-service will become more 
important than ever
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People would almost always choose to help themselves — 
if doing so were simple and straightforward — rather than 
engage with a customer service representative if it isn’t 
necessary. In fact, Gartner has found that 70% of customers 
prefer solving their issues independently using self-service 
channels to get the information they need (Gartner, Rethink 
Your Customer Service Strategy to Drive Self-Service, 2019). Customers feel empowered when information is readily 

available to them, and they get frustrated when they can’t easily 
find what they need. Self-serve capabilities allow organizations 
to support their customers without requiring any interaction 
from agents. 

The most common self-serve customer service channels include 
AI/automated chatbots, customer-facing knowledge bases, 
online community forums, and static web pages (like FAQs).

By providing self-service options that encourage customers to 
find answers to their own questions, businesses will cultivate 
happier, more loyal customers — and reduce costs for their 
customer care organization.
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Technology has risen to the challenge

Here’s how AI-powered self-service 
capabilities can impact your KPIs:

 

 

79%
of US consumers say they have 
used a self-service portal for 
customer service. 
Statista

Customers prefer self-service 

According to that same Gartner report, resolutions that involve 
time-consuming live interactions (even when just one step in 
the resolution journey) can cost businesses 80 to 100 times 
more than a fully self-service fix.

Now that we’ve explored why self-service is important, let’s dig 
deeper into each solution.

Self-service reduces costs for customer 
care teams
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11 Deflect common customer 
queries and reduce cost

22 Provide 24/7 customer support

33 Provide faster customer service 
even during peak business hours

44 Allow care agents to focus on 
complex customer queries

55 Enhance customer experience 
by providing consistent 
customer service

https://www.sprinklr.com/features/conversational-ai-chatbots/
https://www.sprinklr.com/features/knowledge-base/
https://www.sprinklr.com/features/online-communities/


       Empower: customer knowledge bases

Another fundamental aspect of self-service is having the right documentation that 
satisfies customers’ varied requests. Composing a lot of detailed documentation 
(think of a comprehensive list of FAQs) is the first step. But as you compile more 
and more information, you run the risk of inundating customers with too much 
to read through to find what’s relevant. Customers don’t want to be given all the 
answers, they want to be given the right answer.

The most important attributes of good customer self-service are navigability 
and accessibility — with a knowledge base that points customers to informative, 
precise articles that make it easy to navigate to related topics if necessary.

       Enable: interactive voice response (IVR)

Interactive voice response (IVR) is the most basic element of self-service. It was 
originally conceived as a menu system, where customers are taken down a guided path 
and provided with options that best fit their needs. The objective is to deflect as many 
customer inquiries as possible to these guided paths and resolve them without (expensive) 
human agent interaction to reduce customer friction and costs. 

The insights revealed from customers’ IVR interactions can be quickly analyzed and used 
to construct self-service paths that are aligned to frequent customer pain points. That 
improved customer experience will then surface new data, which your organization can 
analyze again to develop an even better customer experience. 

Exploring the AI-powered contact center   |  7  

© 2021 Sprinklr, Inc. All rights reserved.
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Customers don’t want to be given all the answers, they want 
to be given the right answer.

https://www.sprinklr.com/features/knowledge-base/


       Refine: analytics and feedback loops

To ensure that the customer experience remains relevant and satisfies customer 
needs and expectations, organizations should listen to what their customers are 
saying — and act on what they hear. 

Self-service tools are a great source for this type of customer data. By digging into 
your self-service platform’s analytics, you can discover what your customers want 
you to hear about their needs — and use those personal insights to refine your 
existing customer experience so it better meets their expectations. 

       Amplify: customer communities

With customer communities and forums, customers help each other find answers to 
questions about products or services. Online communities serve three purposes:

•  Act as a knowledge base where your customers can help themselves

•  Allow you to monitor and curate the sentiment around your products and services

•  Empower your customers to be representatives of your business

FAQ pages, customer-facing knowledge bases, and community forums are the most 
commonly used self-service solutions. AI-driven dynamic search bars can be used on 
these self-service portals to make the search experience smoother for customers. These 
search bars should leverage natural language processing (NLP) which helps customers 
quickly find what they need without having to scroll through hundreds of help documents 
or irrelevant search results.  

Exploring the AI-powered contact center   |  8  
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         Sprinklr predicts:

Customers will expect the ability to resolve more and more issues on their 
own, without ever reaching out to a contact center. Customer service leaders 
should enhance their self-service capabilities in the coming year to resolve at 
least 50% of inquiries through self-service channels. 

5 Predictions for Customer Care in 2022 Frictionless self-service will become more important than ever  |  8  

https://www.sprinklr.com/features/online-communities/


3. Live agents will increasingly be 
augmented with AI
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Let’s use a shoe company as an example. 

An agent receives a direct message from a customer 
mentioning that they have worn out their shoes. They want to 
know if they can be repaired through the business they bought 
them from. AI can serve up automated responses, helping the 
live agent choose the best response quickly, so they can find 
out more information from the customer. 

The AI-powered tool can also provide the agent with 
knowledge base articles relevant to the inquiry, and similar 
cases for the next steps — so the agent doesn’t lose time 
and spend unnecessary energy searching for this information 
independently. AI-guided assistance for agents provides a quick 
and correct response that helps improve CSAT and reduce 
complex interactions. 

While AI for the contact center has been available and widely 
discussed for some time, we predict that in 2022 we’ll see 
an increase in adoption for augmenting agent performance, 
automating quality, and delivering more proactive care. 

Why the shift? These use cases are vital in supporting the 
landscape of the ever-evolving modern contact center. Care 
organizations today need to be agile — able to manage 
unexpected demand swings, solve customer issues quickly, 
and be prepared to identify early warnings that alert customers 
before issues arise. 

 Live agents will increasingly be augmented with AI  |  9  

61%
of surveyed executives say AI will 
substantially transform their industry 
Deloitte

5 Predictions for Customer Care in 2022

http://augmenting agent performance
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Technology has risen to the challenge
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         Sprinklr predicts:

We’re going to see increased adoption of AI-powered 
technology that augments agent performance, 
automates quality, and delivers more proactive care.

 Live agents will increasingly be augmented with AI  |  10  

By making this aspect of the live agents’ job easier and more 
efficient, you set your agents up to focus more on complexity, 
better handle the tough conversations, and provide more 
thoughtful personal interactions with customers. AI also makes it 
possible to route tough or sensitive cases to best-fit agents who 
have strong records of dealing successfully with these cases. 
And smart load-balancing leads to improved distribution of the 
workload for all agents on the team.

Another important benefit is the insights gleaned from AI with 
deeper levels of speech and text analytics. Organizations can 
leverage AI-driven analytics for real-time actionable insights 
to help spot trends and early warnings. This can help them 
determine when and where augmented AI should be used to best 
help agents manage demand swings and improve performance. 

Organizations employing advanced analytics  
have cut employee costs by up to $5 million.  

— McKinsey

https://www.sprinklr.com/features/ai-agent-assist/


4. Customer service, sales, and marketing will 
become more unified
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As digital care becomes more sophisticated and customer 
experience technology continues to evolve, agents will see their 
roles expand to include both serving and selling — and the once 
rigid lines between sales, marketing, and service will blur. 

In the coming year, more agents will be in a unique position 
to provide support across all channels (increasingly including 
video), to suggest products and services as upsells through 
conversational commerce, and to assist marketing by identifying 
customers who have had a bad experience and recommending 
them for ad suppression. 

Conversational commerce is a chat-based engagement 
that guides customers from intent to purchase by helping 
them with product selection and evaluation. This technology 

82%
of retail brands use insights from 
listening to consumer conversations 
on review sites, public forums, 
blogs, or websites to inform their 
marketing strategy.  
Sprinklr
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enables purchases through chat on your website or on a 
messaging platform.

It’s essentially 1:1 conversations — at scale — that drive 
revenue through:

• Conversions on owned websites

• Conversions on native social or messaging channels 
(e.g., Facebook)

• Agent-assisted or bots/automation 

Conversational commerce provides organizations the 
opportunity to cross-sell and upsell their products more 
efficiently, and guide agents who are directly assisting with the 
purchase. Organizations that evolve their e-commerce efforts 
to conversational commerce will have the advantage of offering 
their customers a more personalized experience that delights 
them in the moment — and that seamlessly turns support 
conversations into sales opportunities that are helpful and 
efficient for both the customer and the business. 

We will also see video become more mainstream, especially 
in B2C industries, providing the opportunity for visual support 
to fix issues. Video is also a way for agents to build a more 
personalized relationship with customers and can increase 
revenue by establishing rapport faster, making it easier to 

Customer service, sales, and marketing will become more unified  |  11  

         Sprinklr predicts:

Companies will continue to break down internal 
silos, facilitated by unified technology solutions 
that centralize customer data and insights, allowing 
businesses to provide better and more consistent 
customer experiences.

continue the conversation. And because it enables a better 
understanding between the agent and customer, video has the 
ability to shorten call handle times and improve your first contact 
resolution rate, helping to increase operational efficiency. 

On the marketing front, we expect to see agents working closely 
with marketing teams — particularly when it comes to identifying 
better targeting for ads. Sharing data between customer 
care and marketing will help provide more personalized 
experiences for both existing and potential customers. 
And by preventing ads from being delivered to customers 
who have had bad experiences, agents and marketers can 
combine their knowledge and efforts to help reduce additional 
negative interactions and potentially salvage those customer 
relationships in the long run. 

https://www.sprinklr.com/features/conversational-commerce/


5. Stricter regulations will force businesses to 
focus on complaints management
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With the new Australian regulation RG 271 having gone into 
effect on October 5, 2021, we predict that similar regulations 
will continue to expand around the globe in the next couple 
of years — greatly impacting the way financial firms (and likely 
other industries eventually) provide customer care. 

RG 271 requires financial firms to respond within 24 hours (one 
business day) to any feedback on managed or owned social 
channels that meets the criteria for a complaint — or they risk 
significant penalties.

The importance of a digital-first complaints 
management strategy  

Businesses in all industries should be evaluating what 
technology capabilities they’ll need to enable a successful 
complaints management strategy as regulations continue to 
shift. Here are some of the most common challenges faced by 
modern care teams:
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11 Extended response times when corresponding 
with customers:
This is often due to multi-departmental coordination 
with disparate systems and processes, making it hard to 
collaborate across teams.

Wasted time by highly skilled workers:
By not applying machine learning and automation to 
mundane human tasks like complaint pre-processing, 
you are relying on highly skilled humans to work on 
repetitive tasks — increasing your overall cost of 
handling complaints.

22

Forcing customers to channel switch to raise 
complaints (and not responding in the moment 
where the customer is engaging): 
This causes multiple teams to respond, with differing 
motivations — including marketing (to address 
brand issues), and customer service (to drive to 
accepted channels).

33

5 Predictions for Customer Care in 2022
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Does it unify your current and 
future digital channels?

Does it incorporate industry-specific 
machine-learning models that are not 
only built for your industry, but can be 

tailored to your organization?

Can it work with your established 
systems and processes to augment the 

escalation management processes?

Here are a few items to look out for when evaluating and selecting a complaints and escalation management system:

© 2021 Sprinklr, Inc. All rights reserved.

Is it built for a digital-first experience, 
or is it a digital afterthought?

80%
of consumers have experienced 
difficulty or formed a negative 
impression of a financial services 
firm during the complaint process. 
ASIC

By not providing a digital-first responsive complaints 
management program that operates where the customer 
spends their time, you risk your customers feeling that you’re 
not listening and that you simply don’t care. Forcing customers 
to channel switch to handle complaints increases frustration 
and creates negative experiences, for both customers and 
care agents, which ultimately hurt your brand reputation and 
your revenue.

         Sprinklr predicts:

Stricter regulations will make complaints management 
a focus for more businesses in the coming year. No 
matter your industry, it’s important to explore what 
technological capabilities your organization will 
need to enable a successful complaints management 
strategy as regulations continue to shift.

Stricter regulations will force businesses to focus on complaints management  |  13  



Stay ahead of the trends in 
2022 and beyond with Sprinklr 
Modern Care

By using the right technology across the entire organization, care teams can keep their 
customers at the center of their processes. And with the ability to listen, route, resolve, and 
measure customer care issues in an integrated, cross-channel solution, care teams can avoid 
customer churn. The right solution will provide positive course corrections in real time, and 
control cost with automation that sifts through all messages and appropriately actions the right 
engagements with the right organizational resources.

Sprinklr Modern Care is built on the industry’s first unified customer experience management 
(Unified-CXM) platform — leveraging advanced AI listening across 30+ digital and social 
channels. This unified contact center software uses a single system for case management 
across all channels, and a single agent desktop to handle all cases — so that no matter which 
channel customers use, every conversation works together to create a seamless, unified 
brand experience.

Learn more about Sprinklr Modern Care

© 2021 Sprinklr, Inc. All rights reserved.
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REQUEST A DEMO

https://www.sprinklr.com/modern-care/
https://www.sprinklr.com/unified-cxm/
https://www.sprinklr.com/unified-cxm/
https://www.sprinklr.com/features/contact-center/
https://www.sprinklr.com/modern-care/
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3 Steps to Transform Your Customer Experience with AI-Driven Insights


