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#r INTTRODUCTION
The New Economics

of Enterprise Customer

Support //

Customer support is under pressure.

T,

Rising expectations, [anguage diversity, and complex products are
pushing operational costs higher. Historically, support leaders had to
accept tough trade-offs: cost versus quality, speed versus
personalization. But that’'s changing.

Advances in Al, predictive analytics, and automation are rewriting the
rules. According to McKinsey (2023), leading enterprises are
reducing support costs by 25-35% while also improving customer
satisfaction by 10-15 points. These aren’t incremental gains—they
come from bold, transformative strategies.

This playbook outlines five such strategies — Support Center
Consolidation, Self-Service Transformation, Predictive Analytics,
Intelligent Automation, and Technology Stack Simplification. Each is
designed to address specific cost drivers and unlock new levels of
service efficiency.



The /€ Pillars of Enterprise
Support Cost Optimization

v
Support Center Consolidation

Global enterprises have traditionally run dispersed support centers to meet regional
language and market needs. While this provided local relevance, it also created high
overhead, duplicated infrastructure, and inefficiencies.

Modern Al-driven language support enables centralization. Enterprises can now
operate from fewer locations and deploy unified agent pools that flex across
languages and regions. According to Everest Group, this model reduces costs by
25-35% and improves CSAT by 5-8 points.

Self-Service Transformation

Self-service costs a fraction of agent-assisted interactions—typically $0.10-$0.25
versus $7-$13 (Gartner). But only 14% of issues are currently resolved via self-
service, showing a huge gap in execution.

McKinsey and Qualtrics research confirms that investing in better digital journeys,
conversational Al, and mobile-optimized experiences can reduce ticket volume
by 30-40% and cut support costs by up to 35%. The key is proactive design, not
just deflection.

Predictive Analytics for Proactive Support

Moving from reactive to proactive service is a game-changer. Predictive analytics
uses data patterns and real-time signals to prevent issues before they happen. Dell
reports benefits such as 3.5% fewer unplanned outages and a 24% increase in asset
ROLI.

Beyond operations, predictive service improves customer trust and retention—
essential for long-term value.



Intelligent Automation of Back-Office Processes

Back-office tasks like data entry, case triage, and reporting eat up valuable agent
time. Intelligent automation—using RPA and Al—can handle these tasks faster and

more accurately.

Forrester reports a 330% ROI over three years from automation programs, with
many achieving payback in under six months. Deloitte also projects the RPA
market reaching $5B by 2024.

Technology Stack Simplification

Many support orgs are weighed down by tech sprawl—multiple CRMs, WFM tools,
and knowledge systems from different regions or acquisitions. This redundancy
drives up costs and slows down innovation.

According to Gartner, companies that move to unified, cloud-based platforms
see improved scalability, lower tech costs (20-30% reduction), and better
customer outcomes.

7 These five strategies work together to modernize
enterprise support.

Next, we’ll explore each in greater detall, starting with
Support Center Consolidation, the foundation for
scalable transformation.



Optimizing Operations
Through Centralization

Global enterprises have long managed support through regionally
distributed contact centers designed to serve local markets. While
this approach met geographic needs, it also created fragmentation,
inefficiencies, and cost duplication.

According to McKinsey, organizations with distributed support
centers incur 30-45% higher operational costs than those that have
consolidated. By centralizing operations and leveraging Al-powered
anguage technology, enterprises can reduce costs, streamline
infrastructure, and elevate the customer experience—all without
compromising service localization.
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The [Zu<INESS Case for Consolidation

Despite assumptions that regional centers deliver better

local service, the data tells a different story. Research from

Everest Group shows that organizations that consolidate

support operations achieve:

e 25-35% cost reductions

e 5-8 point increases in customer satisfaction

Where the CAVINGES Come From

Facility Cost Reduction

Maintaining multiple sites leads to
duplicated infrastructure,
underutilized space, and varying
regional costs. Strategic
consolidation enables:

Management Overhead
Optimization

Running support across multiple
locations demands redundant layers
of leadership and governance.

Technology
Infrastructure
Simplification

Multiple support centers typically
mean duplicate systems, servers,
and licenses. Consolidation simplifies
the stack.
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Consolidation allows enterprises to maintain service
coverage while unlocking the operational efficiencies that
come with centralization and standardization.

Real estate footprint
reduction

Better leverage in lease
and vendor
negotiations

JLL reports that consolidation
reduces facility-related expenses
by 35-45%, often representing the

largest cost-saving category.
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Deloitte notes a 25-30% reduction

in management overhead with
consolidated models.

Elimination of redundant Utility and
maintenance and infrastructure cost
facilities management optimization
Streamlined org Centralized
structures and better performance
span of control management
Removal of duplicate
managerial roles
Elimination of

ation o Reduced vendor and
redundant hardware : .

licensing costs

and support

Oxford Economics found that

Simplified DR/business
continuity planning

Centralized monitoring
and maintenance

consolidated organizations spend
20-30% less on tech infrastructure,
with improved reliability.

Support Center Consolidation: Optimizing Operations Through Centralization 2



The Agent UNiecATioN Advantage

Perhaps the most transformative aspect of consolidation is the ability to unify agent resources globally through Al language
technologies. Historically, multi-language support required maintaining separate teams for each language—creating
inefficiencies in scheduling, forecasting, and staffing.

The problem with
language-specific
teams:

[3Jit+ Al-Powered
language support,
enterprises gain:

Workforce Efficiency Through

Unbalanced workloads
between queues

Inflexibility during
volume spikes

Real-time translation

across channels

Contextual responses
with cultural nuance

(. ONSOUDATION

Improved Agent
Utilization

Unifying the agent pool allows for
dynamic staffing based on real-time
volume, not language restrictions.

Schedule Optimization
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Higher training and
management costs

Complex scheduling
and staffing models

Automated QA for
language accuracy

Continuous

improvement via
machine learning

Elimination of idle time More accurate staffing
in low-volume queues models
Smarter workload Better seasonal

balancing

demand management

Simplified forecasting

Fewer overstaffing
requirements

Better adherence through improved
supply-demand alignment

COPC reports that siloed language
teams suffer from 20-25% lower
agent utilization.

+X

Gartner reports that these solutions
reduce language-specific hiring
needs by 65-80%, while maintaining
or improving CSAT.

NICE found that unified agent pools
supported by Al increase utilization
by 25-35%.

Metrigy found that each 1% increase
in agent utilization yields a 0.5-0.7%
drop in labor costs.

Support Center Consolidation: Optimizing Operations Through Centralization 3



Training and Administrative

gﬁﬁoﬂjc‘{

Unified Training Programs

Consolidation reduces redundant
training and improves consistency

Centralized
instructional design

Cross-regional
knowledge sharing

ATD reports that consolidated
training teams operate with 40-50%

lower costs per employee.

across the agent lifecycle.

Standardized content
and methodology

Streamlined virtual and
in-person delivery

/7

Faster Agent Ramp-Up

According to Brandon Hall Group:

Streamlined org
structures and better
span of control

Centralized
performance
management

Deloitte notes a 25-30% reduction
iIn management overhead with
consolidated models.

Quality Management
Standardization

Consistent scoring
across all agents

Centralized QA teams
and systems

™

Streamlined calibration
processes

Better coaching from
unified performance
data

Forrester reports 15-20% higher
quality scores and 25-30% lower
QA overhead for consolidated
teams.

Administrative
Simplification

Standardized
workflows

Reduced duplication

The Hackett Group found 30-40%
lower admin cost-to-revenue ratios

Distributed locations often maintain
parallel administrative structures.
Consolidation enables:

Centralized support
services

Enhanced compliance
and governance

among organizations with
consolidated operations.
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Support Center Consolidation: Optimizing Operations Through Centralization 4



Cultural and Language
Concerns

Fears about losing cultural context or
fluency can be addressed through:

Change Management
Requirements

Consolidation is a major shift. Success
depends on structured change
management:

Technology Integration
Complexity

Consolidation means unifying systems.

Success requires:
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Comprehensive
cultural training

Al with contextual and
emotional intelligence

Selective hiring for
high-touch
interactions

Ongoing agent
upskilling

Vv

Transparent
communication of
goals and benefits

Engaged leadership
and stakeholder
alignment

Agent support during
transitions
Prosci notes that organizations with

formal change management are 6x

Ongoing measurement more likely to succeed.
and performance

tracking

System mapping and
dependency analysis

Phased migration plans

Rigorous testing and
rollout protocols

IDC found that enterprises with a
formal tech integration strategy are
2.5x more likely to meet their
consolidation goals.

Governance for
ongoing risk mitigation

Support Center Consolidation: Optimizing Operations Through Centralization 5



Implementation KOADMAP

Phase 1 (8-12 weeks)

Assessment & Strategy

Analyze current centers, staffing, and tech
Identify consolidation opportunities

Define target operating model

Build a data-backed business case

Phase 2 (12-16 weeks)

Pilot Launch

 Select a controlled use case (language,
region, function)

* Implement Al language tech in pilot

« Measure KPIs and refine the plan

Phased Rollout

« Consolidate in waves by function or
geography

* Implement change management programs

« Monitor agent experience and service quality

L] o 9
Optimization
Enhance Al capabilities
Integrate advanced analytics

Explore further centralization opportunities
Evolve the model as the business grows

} languageio
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Metrics that MAT‘I‘ETZL

You can't improve what you don't measure. A balanced KPI framework ensures your self-service program delivers value

across cost, experience, and efficiency.

Efficiency
Metrics

Reduction in agent-

Self-service utilization assisted volume

Deflection rate and cost Average handle time
per resolution iImpact

Conclusion

Support center consolidation isn't about cutting corners—it’s
about building a more intelligent, resilient, and scalable
customer support operation. By unifying teams, eliminating
redundant infrastructure, and embracing Al-powered language
capabilities, enterprises can achieve 25-35% cost savings
while improving customer satisfaction.

Those that treat consolidation as a strategic transformation—
not just a cost-reduction initiative—are best positioned to
compete in a global, digital-first world.

And once that foundation is built, self-service transformation
becomes the next strategic lever—empowering customers to
solve problems independently while agents focus on higher-
value interactions.

Experience & Business
Impact:

CSAT and effort scores Retention, loyalty, and
for self-service LTV impact

Channel switching rate

First contact resolution (self-service to agent)

-:} Ianguage io Support Center Consolidation: Optimizing Operations Through Centralization
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Self-Service Transformation

Reducing Costs While
Enhancing Customer
Experience

Traditional customer service models heavily rely on live agents, an
increasingly expensive approach as organizations scale globally.
According to Gartner, each agent-assisted interaction costs between
$7 and $13, while a self-service interaction costs just $0.10 to $0.25.
That's a 40-80x cost difference.

But the benefits of self-service go far beyond savings. Done right, it
leads to faster resolutions, better customer satisfaction, and
significantly reduced contact volume. Organizations that implement
self-service comprehensively not only reduce support costs but also
create a more agile and scalable support operation.

o .
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The

The return on self-service is clear. Mature implementations
drive measurable results in both cost savings and customer

experience.

According to Forrester:

» 40-60% contact deflection, reducing live

support load

e 25-35% lower support costs overall

e 25-30% higher customer satisfaction

o 40-50% faster resolution times

Economic and Operational

Cost Savings at Scale

Self-service directly reduces
support volume, overtime, and

staffing needs.

Operational Efficiency

Gains

Even the remaining agent-
assisted interactions improve

thanks to self-service:

EI- languageio

30-50% fewer agent-
assisted contacts

20-30% reductionin
cost-to-serve ratio

20-30% decrease in
average handle time

15-25% increase in first
contact resolution

15-25% greater
support capacity with
no additional
headcount

25-35% reductionin
overtime and peak
period staffing

30-40% fewer
escalations

15-20% reduction in
new agent training
time

Case for Transformation

By offloading routine interactions to scalable digital
solutions, companies free up agents for complex needs—
resulting in both lower costs and stronger relationships.

Self-Service Transformation: Reducing Costs While Enhancing Customer Experience
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Service Ecosystem

of a Modern Self-

Self-service only works when it's comprehensive, seamless, and intelligently integrated. It's not about launching a help
center—it's about building an ecosystem that empowers users while supporting agents and operations behind the scenes.

Al-Powered Knowledge
Discovery

At the heart of effective self-service
is the ability to deliver the right
answer, right now. Al transforms
static knowledge bases into dynamic
information hubs.

Conversational Al
Platforms

Bots have evolved. Today’s Al-

powered agents can resolve complex

issues conversationally—often
matching human agents for Tier-1
support.

Visuval and Interactive
Self-Service

Sometimes, showing beats telling.
For technical, complex, or physical
product issues, visual support drives
faster outcomes.

Mobile-First Experience

With more than 65% of support
sessions starting on mobile, your
self-service experience must work
seamlessly across devices.

EI- languageio

Natural language
understanding to
interpret customer
intent

Semantic search that
surfaces the most
relevant content

Natural dialogue that
retains context

Backend integration for
transactions and data
lookup

Step-by-step guides
with images or videos

Augmented reality (AR)
assistance

Responsive design
across screen sizes

Native app integration

Contextual
personalization based
on user history and
behavior

Machine learning that
continuously improves
over time

Emotion detection to
flag frustration and
escalate when needed

Seamless human
handoff for unresolved
queries

Co-browsing and
screen-sharing

Interactive
walkthroughs

Location-aware
support and mobile-
friendly Ul

Tap-to-resolve
experiences for on-
the-go users

N\

Organizations using Al-powered

knowledge systems report 30-40%
higher success rates and 3x greater
adoption (IDC, Gartner).

Oxford Economics reports 65-75%
resolution rates for tier-1 issues,
while MIT finds 35-45% reductions
in live volume and 15-20%
improvements in effort scores.

Visual tools drive 30-40% higher
resolution rates and cut handling
time by 20-30% (TechSee,
Forrester).

Mobile-first design leads to 25-35%
higher usage and 15-20% better
CSAT (BCG, J.D. Power).

y
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A successful self-service transformation requires more than new tools—it
requires a phased strategy to ensure adoption, integration, and value realization.

Phase 1 (8-12 weeks)

Foundation

ldentify quick wins and prepare your core systems.

Analyze top contact drivers
Audit your current knowledge base

Choose platform(s) and prioritize use cases
Build and test core content for frequent issues

Phase 2 (12-16 weeks)

Initial Rollout

Launch essential self-service capabilities and track
adoption.

« Launch Al-powered search and basic chatbot
* Introduce visual guides for key interactions
« Establish KPIs for deflection and success rates

Expansion

Scale up functionality and handle more complex use
cases.

« Add more advanced conversational flows
* Integrate backend systems for transactions
- Expand content to cover long-tail queries

9 o 8
Optimization
Refine and personalize the experience over time.
* Implement real-time personalization
* Deploy predictive features to anticipate needs

+ Use analytics to improve content and flows
continually

EI- languageio

®
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Metrics that

You can't improve what you don’t measure. A balanced KPI framework ensures your self-service program delivers value

across cost, experience, and efficiency.

Efficiency Metrics:

Self-service utilization

Deflection rate and cost
per resolution

Common

Content Quality &
Governance

Without trusted, updated knowledge,
self-service fails.

Adoption & Change
Management

“Build it and they will come” doesn’t
work. Adoption must be designed.

Integration Complexity

Disconnected systems create
disjointed customer journeys.

3- languageio

Reduction in agent-
assisted volume

Average handle time
Impact

Assign ownership to
content areas

Review content
regularly using usage
data

Communicate value

clearly to customers

Train agents to
promote self-service

Build API-first, flexible
architectures

Prioritize security and
scalability

CSAT and effort scores

for self-service

First contact resolution

Use agent feedback
loops to close
knowledge gaps

Align internal
incentives and
success metrics

Align tech strategy
with data governance
standards

Experience & Business Impact:

Retention, loyalty, and
LTV impact

Channel switching rate
(self-service to agent)

(and How to Overcome Them)

Organizations with formal
governance see 2.5x higher
success rates (KMWorld).

Structured change management
drives 3x more adoption (Prosci).

Integrated organizations go
2x faster from design to launch
(IDC).

Self-Service Transformation: Reducing Costs While Enhancing Customer Experience 12



of Self-Service

For a 500-agent support team, the upside Is clear:

$3.5-5.5M in annual savings from deflected

contacts $0.8-1.2M in training/QA cost reductions

$1.2-1.8M in agent productivity improvements $0.5-0.9M in tech stack optimization

These benefits represent a 20-30% overall support cost reduction, with 6-18 months payback periods, depending on scope.

Conclusion

Self-service is no longer optional—it’s expected. Customers
want fast, convenient answers, and businesses need scalable,
cost-efficient ways to provide them. When designed well, self-
service reduces costs, improves experience, and builds long-
term loyalty.

The evidence is overwhelming: 25-40% cost savings, 10-20
point improvements in satisfaction, and a more scalable,
modern support model.

Forward-thinking organizations aren’t treating self-service as a
side project—they’re building it into the foundation of their
support strategy. And as predictive and personalized
technologies evolve, the future of support isn’'t reactive—it’s
proactive, effortless, and customer-first.

-:} languageio Self-Service Transformation: Reducing Costs While Enhancing Customer Experience 13



Predictive Analytics for Proactive Support

Preventing Issues
Before They Occur

Most customer support models wait until problems arise, reacting
only after the customer reaches out. This reactive structure leads to
higher volumes of inbound contacts, increased support costs, and
frustrated customers.

Predictive support flips this model by detecting potential issues early
—sometimes before the customer even notices—allowing companies
to act preventively. The impact is substantial: Aberdeen Group reports
that enterprises using predictive strategies reduce inbound contact
volume by 18-25% while improving customer satisfaction by 12-17
percentage points. The result is lower costs, higher loyalty, and more
resilient support operations.

} languageio
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The Case for Predictive Support

Predictive support isn’t just a technical enhancement—it’s a By resolving issues before they disrupt the customer
business growth driver. When implemented well, it reduces experience, companies build trust and long-term loyalty
operating costs, increases efficiency, and improves while significantly reducing contact volume.

customer retention.

According to Forrester, organizations with mature predictive
support strategies achieve:

e 275% three-year ROI
e Better first contact resolution and lower churn

 Enhanced reputation through proactive service
experiences

Economic and Operational

Reduced Contact Volume 15-25% drop in total 20-30% fewer technical
inbound volume support contacts

By predicting and solving issues proactively,

companies reduce the number of customers who

ever need to reach out. 30-40% fewer repeat 25-35% reduction in
contacts for recurring/ contacts during launches or
systemic problems updates
Improved first contact Escalation rates down 25-

: o resolution by 15-20% 35%

Greater Operational Efficiency

Proactive support also streamlines operations for

the contacts that do still happen. ' :
Average handle time Less agent burnout, leading
reduced by up to 30% to 10-15% lower attrition

15-20% increase in product

Enhanced Customer Lifetime 10-15% lower churn usage and upsell
Value opportunities

Proactive service improves retention, boosts
satisfaction, and drives product adoption.

20-25% higher lifetime 25-30% improvement in
value NPS and brand perception

3- Ianguage 10 Predictive Analytics for Proactive Support: Preventing Issues Before They Occur 15



of Predictive Support

A successful predictive support ecosystem brings together data, analytics, automation, and customer engagement. These
pieces must work together to anticipate, detect, communicate, and resolve issues seamlessly.

Advanced Data
Integration & Analytics

The foundation of predictive support
IS clean, connected, and real-time
data across customer touchpoints.

Automated Monitoring
Systems

Predictive insights are only useful if
action is taken quickly. Automated
systems bridge the gap between
detection and resolution.

Personalized Proactive
Communication

Once a potential issue is flagged,
communication must be timely,
targeted, and relevant.

Closed-Loop Resolution

Prediction alone isn't enough—
customers need resolution without
extra effort.

} languageio

Real-time telemetry
from products and
systems

Predictive models
trained on historical
issue patterns

Continuous monitoring
of system health and
user behavior

Automated alerts
based on predictive
thresholds

Personalized alerts
based on user profiles

Channel optimization
for preferred
communication
methods

Automated fixes for
known issues

Self-service guides
and videos for
customer-resolvable
problems

Anomaly detection to
flag abnormal behavior
early

Risk scoring to
prioritize interventions

Integration with
incident management
systems

Dynamic response
workflows

Smart timing to
increase message
engagement

Clear, contextual
content that
anticipates user
questions

Proactive field
dispatch where
heeded

Smooth escalation to
assisted support when
appropriate

Companies with mature data
environments are 3.2x more likely to
succeed in predictive support (MIT

Sloan).
vii

S

PwC found these systems cut mean
time to resolution by 40-60%.

Accenture reports 2.3x higher
engagement with personalized
proactive communications.

Organizations with closed-loop

processes reduce issue impact
duration by 50-70% (BCGQG).

Predictive Analytics for Proactive Support: Preventing Issues Before They Occur 16
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Rolling out predictive support should follow a phased approach, allowing teams
to validate results, build trust, and expand capabilities over time.

Phase 1 (8-12 weeks)

Foundation

Start by identifying recurring, preventable issues.

« Audit historical support data for patterns
- Build initial predictive models for top issue types =4
- Assess current data integration capabilities

« Define success metrics and baseline KPIs

Phase 2 (12-16 weeks)

Initial Deployment

Launch your first predictive workflows.

» Connect core systems to feed real-time data

« Automate alerts for top 3-5 predictable issues

» Design and test proactive communication templates
» Establish protocols for triage and resolution

Expansion

Scale capabillities across systems, channels, and issue types.

Expand data feeds and build advanced models

Introduce personalization into customer messaging
Automate resolution for additional issue categories
Continuously refine based on impact and feedback

Optimization

Evolve the program with Al and advanced analytics.

*

* Optimize message delivery with behavioral insights
 Predict future customer needs and prevent churn triggers
* Apply insights to improve products and services

« Use deep learning for complex pattern detection %

':} languageio Predictive Analytics for Proactive Support: Preventing Issues Before They Occur 17



Measuring

Success hinges on tracking both operational improvements and customer outcomes.

Efficiency Metrics: Effectiveness Metrics:
Predicted issue Reduction in inbound CSAT and CES for Changes in churn and
accuracy volume for key issues proactive experiences retention
: Average handle time Customer trust,
Ilf’arf:entlon Rl and escalation rate NPS improvement confidence, and loyalty
impact scores

According to NICE, blending efficiency and experience
metrics yields the most actionable insights.

Common

Data Quality &
Integration Establish centralized governance

(and How to Overcome Them)

Build unified data models for customers
and products

Predictive models need accurate,
consistent data from across the

business.
Validate data automatically in real time
Priyacg & Permissions ‘ IAPP reports 2.5x higher opt-in
Comply with all : : ,
Be transparent about regional privacy rates for companies with proactive
Customers must feel confident their how data is used regulations privacy strategies.

data is safe and used responsibly.

Offer clear opt-ins with
value-driven

messaging

Cross-Functional Deloitte found cross-functional

Ali gnm ent Secure executive buy- Build collaborative programs are 2.8x more successful
in ownership models than siloed efforts.

Predictive support touches product,

support, IT, and marketing.
Create shared metrics

across teams

} languageio Predictive Analytics for Proactive Support: Preventing Issues Before They Occur 18



of Self-Service

For an enterprise with 500 support agents, Kearney estimates annual financial gains of:

$3.0-4.5M in savings from contact deflection $2.5-4.0M in lifetime value growth

$1.0-1.5M from operational efficiencies $1.0-2.0M from reduced product issue remediation

These represent a 15-25% support cost reduction and a 5-10% improvement in LTV, with payback in 8-20 months
depending on scale.

Industry Applications

Technology & Software Telecommunications
Telemetry-based issue Performance alerts Predictive network Proactive outage
prediction before user disruption Issue detection notifications
Compatibility :
monitoring Usage spike alerts

Financial Services

Fraud pattern Payment delay risk
identification prediction

Failed transaction alerts J L

Each vertical applies predictive insights differently—

but the foundation is the same: anticipate problems, ‘lois

communicate early, and resolve fast.

=:} languageio Predictive Analytics for Proactive Support: Preventing Issues Before They Occur 19



Conclusion

Predictive analytics represents the future of customer support
—Iless about reacting, more about preventing. By identifying | 7
and resolving issues before they reach the customer,

enterprises cut costs, reduce contact volume, and deliver a

more seamless, proactive customer experience.

Properly executed, predictive support drives 15-25% cost
savings, boosts satisfaction by up to 17 points, and lays the
foundation for long-term loyalty and efficiency.

This isn’t just another support tool—it's a strategic capability.
And when combined with intelligent automation and self-
service transformation, predictive support becomes the final
piece in a fully optimized, modern support model—one that'’s
ready for the digital customer of today, and the Al-powered
enterprise of tomorrow.

':} Ianguage 10 Predictive Analytics for Proactive Support: Preventing Issues Before They Occur 20



Intelligent Automation of Back-Office Processes

Enhancing Efficiency
Through Digital Workers

Customer support isn't jJust what happens during a live interaction—
it's also what happens behind the scenes. Back-office processes like
documentation, compliance tracking, data entry, and reporting quietly
consume 30-40% of an agent’s time, according to Deloitte. This
hidden workload not only drives up costs but also takes agents away
from high-value, customer-facing tasks.

Intelligent automation offers a solution. By automating repetitive
administrative functions, enterprises can significantly reduce
operational costs while improving accuracy, compliance, and
employee satisfaction. Forrester reports that organizations
implementing comprehensive automation see 300-400% ROI over
three years, with break-even in as little as 9 months.

} languageio
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The

Back-office automation doesn't just optimize workflows—
It transforms support operations into a more efficient,

scalable, and resilient system.

agents.

According to McKinsey, enterprises using intelligent

automation achieve:

e 25-35% lower operational costs

e 35-45% improvement in process accuracy

e 40-60% reduction in cycle times

Where the

Direct Labor Reduction

Automating routine tasks significantly reduces
the need for human effort in post-interaction
tasks:

Error Reduction and Rework
Elimination

Manual processes introduce risk. Automation
improves accuracy, reducing costly fixes:

Faster Execution

Automated systems work continuously, scaling
with demand and improving speed:

EI- languageio

Case for Automation

By freeing teams from low-value manual work, automation
enables faster service, better compliance, and happier

@':’

Come From

40-60% reduction in after-
call documentation

50-70% drop in manual data
entry

35-50% lower error rates

20-30% fewer exception
handling cases

60-80% reduction in cycle
times

40-60% shorter wait times
for approvals and decisions

30-45% lower effort in quality
monitoring

25-40% fewer
administrative staffing
hours required

30-40% fewer compliance
penalties and rework loops

15-25% boost in first
contact resolution due to
cleaner backend processes

30-50% stronger SLA
adherence

25-35% higher output
during peak volume periods

Intelligent Automation of Back-Office Processes: Enhancing Efficiency Through Digital Workers 22



High-Impact

in the Back Office

Automation is most effective when applied to processes that are high-volume, rules-based, and repeatable. Several key

areas consistently deliver strong ROI.

Case Management and
Ticket Processing

Ticket workflows—from classification
to resolution—

are often bogged down with
repetitive admin work. Automation
brings structure and speed:

Quality Monitoring and
Compliance

Manual QA limits visibility and slows
action. With automation, every
interaction becomes analyzable.

Data Entry and
Information Management

Few things slow agents down like
manual data handling. Intelligent
automation eliminates the drudgery.

Reporting and Analytics

Routine reporting pulls valuable time
from teams. Automation makes it
fast, flexible, and reliable.

EI- languageio

NLP-powered issue
classification and
routing

Sentiment analysis to
prioritize urgent cases

Speech and text
analytics to evaluate
100% of conversations

Real-time compliance

flagging and automatic

scoring

Al-powered data
extraction from
structured/
unstructured sources

Real-time validation
against internal
systems

Scheduled extraction,
transformation, and
cleansing of data

Dynamic KPI
dashboards
personalized by role

Automatic customer
context retrieval and
document prep

»

Instant reporting and
audit preparation

Auto-enrichment and
flagging of low-
confidence entries

Exception detection
and insight generation

EWM?

Result: 25-35% faster ticket
handling and 40-50% better
routing accuracy (Everest Group)

Organizations see 3-4x coverage
and 35-45% lower QA costs
(Forrester, NICE)

Bain reports 50-70% efficiency
gains, with 30-40% better
accuracy

WS\

BCG and Deloitte‘}eport 60-80%
faster reporting and 50-60% cost
savings
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The Behind

Automation

Automation isn't one-size-fits-all. The strongest outcomes come from blending multiple technologies tailored to task types.

Robotic Process
Automation (RPA) 25-40% faster processing 6-12 month payback

Ideal for structured, rule-based tasks
that involve clicking through systems or

copying data between platforms. 30-50% reduction in manual data
handling

Forms processing, reconciliation, approvals, scheduled reports

Intelligent Document

- -_— 0 T i
Processing (IDP) ﬁgngﬁn/; f:slfétmn mgocument 30-45% better extraction accuracy
Extracts and processes data from
emails, PDFs, and semi-structured

documents using Al and OCR. : : : : :
Email parsing, attachment extraction, compliance document review

Conversational Al and
NLP 30-50% faster text classification 10-16 month payback

Understands and processes human
language, enabling both response

eneration and insight extraction. . :
J J 25-40% better intent detection

Ticket triage, standardized responses, transcript analysis

Process Mining and

Task Mining 20-30% more efficiency on top of 30-50% faster opportunity
existing automation identification

Analyzes how work gets done to
identify automation-ready bottlenecks

nd inefficiencies. C : : el
S R Workflow optimization, ROl modeling, automation prioritization
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Why Foundation

Even the most advanced automation tools won'’t succeed on a fragmented infrastructure. A simplified, well-
Integrated tech stack ensures:

Unified access to customer and operational data Better monitoring, scalability, and governance

Seamless connections across tools, channels, and
teams

Without this foundation, automation efforts stall or deliver subpar results. With it, automation becomes a multiplier—
amplifying efficiency, accuracy, and speed across the support function.

Conclusion

Back-office automation is more than a cost-saving measure By strategically targeting high-impact areas and applying
—it's a strategic enabler for modern customer support. It the right blend of automation technologies, organizations
frees agents from tedious tasks, strengthens compliance, position themselves for long-term efficiency and scalability
and unlocks capacity to deliver better customer — making support faster, smarter, and far more effective.

experiences.

When done right, intelligent automation delivers:

e 300-400% ROI in under three years

 Up to 60% reductions in cost and processing
time

» Improved accuracy, consistency, and A C
compliance b
- -

AN
>

R d
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e
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&
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Simplified Technology Stack

The Path to Contact
Center Optimization

In many global enterprises, contact center technology has grown
organically—layered through regional expansions, mergers, and one-
off needs. The result? A fragmented ecosystem of platforms, tools,
and processes that hinders efficiency, complicates customer
journeys, and inflates technology spend.

According to Gartner, organizations with fragmented tech stacks
spend 20-30% more on support technology than those with
consolidated environments. Strategic simplification—consolidating
overlapping tools while preserving critical infrastructure—enables
companies to reduce costs, improve system performance, and deliver
more consistent service experiences across all regions.

} languageio
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Foundation First: Core Systems That Must

Be ’PTZEQETZVED N\

Before any consolidation effort, organizations must identify the non-negotiable systems that form the operational backbone
of their support organization. These components require careful handling, continuity planning, and strategic upgrades —

not removal.

Contact Routing / ACD
(Automatic Call Distribution)

The ACD system is mission-critical—it determines
how interactions are prioritized and distributed.
Downtime or misconfiguration here means long
wait times and service level breakdowns.

IVR (Interactive Voice Response)

The IVR is often the first brand touchpoint. It
must remain intuitive, localized, and flexible—
even during backend consolidation.

Core Telephony Infrastructure

Voice remains vital. Poor call quality or dropped
connections still break trust—especially in high-
stakes industries.

Secvurity and Compliance
Systems

Consolidation must never compromise
compliance. Customer data security must remain
consistent and auditable—regardless of

geography.

} languageio

Key Considerations:

Preserve redundancy and
failover capacity

Support Al-enhanced routing and
skill-based distribution across
time zones

Ensure performance at global
scale during peak periods

Key Considerations:

Maintain language-specific
flows and custom customer
journeys

Standardize on a platform that
supports global language
coverage

Integrate with Al translation
tools

Key Considerations:

Maintain regional points of
presence for call quality

Consider hybrid on-prem/cloud
approaches where necessary

Plan for regulatory compliance
across jurisdictions

Key Considerations:

Adhere to GDPR, HIPAA, PCI,
and other regional regulations

Enforce consistent data handling
and sovereignty policies

Apply unified encryption and
identity protocols

Simplified Technology Stack: The Path to Contact Center Optimization
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High-Impact Consolidation TARGETS

While core systems require stability, significant savings and performance gains can be unlocked by
consolidating the more fragmented layers of the stack—tools that duplicate functions, isolate data, and
iIncrease operational overhead.

CRM Instances Benefits:

: . 25-35% reduction in ” : Centralized data enables
Multiple CRM systems create siloed licensing and support g:;;':g;}’f;;ﬂ:ﬁ;wew smarter analytics and
customer views and redundant costs. costs personalization

A unified CRM platform offers one of the

; B I " 18-24% boost in agent Consistent global
highest-value consolidation opportunities. oroductivity orocesses with
(Forrester) localized flexibility

Knowledge Management Benefits:

Sgstems 30-40% lower Consistent knowledge
maintenance costs across languages and
(KMWorld) regions

Fragmented knowledge creates confusion
for agents and customers alike. A

Faster onboarding and

centralized, Al-powered knowledge base 50-70% reduction in improved self-service
outcomes

duplicate content

improves accuracy and consistency.

Workforce Management (WFM)  Benefits:
Tools

8-12% lower labor Enable cross-region Standardize
costs staffing flexibility performance tracking

Running multiple WFM systems makes it
difficult to forecast, schedule, and optimize
15-20% better Improve forecast

agent resources at a global scale. schedule adherence accuracy with broader
(Frost & Sullivan) data sets

Quality Management & Benefits:
Recording 25-35% reduction in , .
technology costs Easier compliance

(DMG Consulting) tracking and reporting

Without a unified QM system, evaluation
standards vary widely, making it hard to

_ _ Up to 40% Scalable coaching
bEﬂChmark and Improve CDI’ISIStEI’IHy_ improvement in prngrams across a"
evaluation consistency regions

Reporting & Analytics Benefits:

_ One source of truth for 35% faster time to Streamlined reporting
Fragmented data creates blind spots. A performance and CX implement reduces dev and ops
unified reporting environment offers clearer metrics Improvements burden
visibility into global operations and enables

e : 2.3x faster identification Better benchmarking
faster decision-making. of customer experience across teams and
issues (ContactBabel) geographies
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Strategic Consolidation = (_oWgT2-Cost

+ [HEHETZ Agility

While upfront effort is required to map, align, and migrate systems, the payoff from consolidation is clear. By
focusing efforts where they yield the greatest ROI—CRM, WFM, knowledge, and analytics—companies reduce

cost while gaining:

Operational agility

Unified customer experience

Conclusion

A simplified contact center tech stack isn’t just about
trimming tools—it’s about removing friction, unlocking
scale, and setting the foundation for true innovation.
Consolidated environments reduce spend, increase agent
productivity, and support consistent customer experiences
across regions.

The research is clear: 20-30% lower technology costs,
better visibility, and faster optimization cycles. Enterprises
that approach simplification strategically—protecting core
systems while eliminating redundancy—nbuild support
operations that are leaner, smarter, and ready to evolve.

Stronger security posture

Scalable support capabilities

Better use of Al across the entire
tech stack

And once the foundation is modernized, advanced
capabilities like Al-powered routing, predictive analytics,
and end-to-end self-service can be layered in seamlessly
—accelerating transformation and strengthening
competitive advantage.
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IN SUMMATION
v

The Strategic Imperative

for Support
Transformation

The strategies outlined in this playbook represent more than cost-cutting
measures—they fundamentally transform how enterprise support operations
deliver value. Organizations that successfully implement these approaches not
only achieve significant cost savings but also create sustainable competitive
advantages through superior customer experiences.

As artificial intelligence, predictive analytics, and automation technologies
continue to advance, the gap between leaders and laggards will widen.
Forward-thinking enterprises are already leveraging these strategies to deliver
exceptional support experiences at dramatically lower costs.

For global enterprise organizations, support
transformation has moved beyond a tactical cost-
saving opportunity to become a strategic imperative.
By implementing the proven strategies detailed in this
playbook, organizations can simultaneously reduce
costs, Improve operational agility, enhance customer
experiences, and position themselves for success in
an increasingly digital marketplace.
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Conclusion



