The Alignment Gap

Why Your Best Metrics Are Driving
Your Worst Customer Experiences
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¢Cuanto tiempo tengo para g

devolver mi pedido?
Agent Mei o

Hola José, puedes devolverlo en

un plazo de 30 dias. |
Oh, eso es bueno. jGracias! g
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Speed & Effort

The Misalignment° Agents measured on Average Handle Time are

incentivized to close tickets fast, even if the
When Faster Feels Worse problem isn't truly resolved. What looks like

efficiency in your dashboard becomes frustration
in your customer's experience. They feel rushed,
dismissed, and often have to contact you multiple
times to solve the same issue.
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Al removes manual work (data entry, system

navigation, searching for information) so agents When It A|igns

can resolve issues faster AND more thoroughly.

Speed becomes a natural outcome of efficiency, Speed as a bUprOdUCt’
not a goal that sacrifices quality. Customers get not a target...

what they actually want: help that's both quick and

complete.

Measure "First Contact Resolution" alongside AHT.
If AHT drops but FCR doesn't improve,
you're not getting more efficient -

you're just pushing problems down the road.
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Understanding & Clarity

The Misalignment° Agents following rigid scripts can't demonstrate
] genuine understanding. A customer who's called three
When Scripts Replace times about the same billing error doesn't want to hear

Listening "Let me pull up your account" again - they want
someone who already knows their history. But when
Resolution Accuracy and Knowledge Base Utilization
are your north star metrics, agents optimize for
\ i procedure compliance, not customer context.

)

Al surfaces relevant customer history, previous
interactions, and context automatically, so agents

can demonstrate understanding from the first When It Aligns
sentence. Accuracy improves because agents work

from complete information, not scripts designed for Context makes accuracy
the average case. Your agents can shift to "outcome- effortless...

based scripting" when they have the flexibility to skip
steps by understanding the context.

Track "Context Acknowledged" in quality reviews.
Does the agent reference previous interactions? Do
they skip unnecessary questions when context makes

them redundant? That's real understanding.
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Tone & Empathy

The Misalignment' Traditional QA penalizes agents for going off-script,

even when going off-script means showing genuine
When empathy becomesa  ¢ppathy.

compliance violation

“I'm sorry you're experiencing this issue" becomes
required language, but "l can hear how frustrating this
has been" gets marked down as non-compliant.

N\

Tone coaching encourages authentic empathy that

fits your brand voice. Al can analyze sentiment and When It Aligns

flag when empathy is missing, but it rewards natural . _
9 pathy 9, DUttt | . ' Genuine warmth within
human connection rather than robotic compliance. L
brand guidelines

Agents have permission to respond to the emotional
weight of the customer's concern, not just the
transactional details.

Add "Authentic Empathy" to QA scorecards. Measure
whether the agent's response matched the emotional
weight of the customer's concern, not just whether

they used specific phrases.
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Consistency Across Channels

When success means keeping customers contained in

The Misaﬁgnment; self-service or chat (away from expensive phone
When containment support), organizations optimize for deflection not for

.. . seamless experience.
contains information black

holes Customers moving from chat to phone get told “Let me
pull up your chat transcript," proving that your systems
don't talk to each other. Every channel becomes a fresh
start.

When a customer starts a conversation with a
chatbot, continues via email, and finishes on the

phone, the story should travel with them. No When It A|igns

repetition. No "let me pull up your previous )
Self-service that connects

conversation."
to human help

The human agent picks up exactly where the bot left
off, with full context about what's already been tried,
what the customer's already explained, and what
they're trying to accomplish.

Mystery shop your own channels. Start an issue in
chat, continue it via email, finish it on the phone. Count
how many times you have to repeat information.

That's your customer's reality.
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Transparency & Control

The Misalignment° When the goal is to close tickets fast and avoid

« ’ - escalations, agents close cases before customers feel
When “closed” is a SUStem resolved. "Your ticket is closed" becomes something
status, not a customer that happened in your CRM, not something the
outcome. customer experienced.

They're left wondering: "Wait, did they actually fix it?
What happens next? Should | follow up or just wait?"

Customers don't escalate because their problem is
complex. They escalate because they feel forgotten.

When systems proactively communicate - "We're still When It A"gns
investigating, here's what we've learned so far, here's Proactive updates
what happens next" - the anxiety that drives prevent escalations

escalations disappears.

It's a small change that creates massive clarity:
customers know exactly where they stand, what to
expect, and when to follow up,

Implement "Confirmed Resolution" as a status
separate from "Closed." Tickets only move to Closed

when the customer explicitly confirms resolution or
chooses to close it themselves.
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Emotional Outcomes

The Misalignment° Volume targets override empathy. When agents are

L. . measured on productivity (tickets per hour), taking extra
When productivity punishes  time to make a customer feel truly heard is punished, not

presence rewarded.

CSAT and NPS ask "were you satisfied?" but don't
capture whether the interaction felt human or
transactional.

When systems can detect emotional tone in real-time

- frustration, confusion, relief, gratitude - When |t Aligns

organizations finally have visibility into the part of the . .

interaction that actually drives loyalty. Sentiment tracking
complements efficiency

That extra 90 seconds to ask "Is there anything else |
can help you with?" stops being a productivity
penalty and starts being recognized for what it is: an
investment in relationship.

Add "Sentiment Shift" to your reporting. Track how
many interactions started with negative sentiment

and ended with positive. That's your true emotional
success metric - not CSAT averages.
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Long-term Relationships

H H . Short-term KPIs drive upsell pressure during moments
The Mlsallgnment' of customer frustration. "While | have you on the line,

When short-term targets would you be interested in our premium plan?" when a
destroy long-term trust customer is calling about a billing error destroys trust.

Every interaction becomes a sales opportunity rather
than a trust-building moment.

When support interactions prioritize solving the
customer's problem over pitching the company's

products, something counterintuitive happens: When It Aligns
customers become more valuable, not less. . .
Empathy-driven service

They renew at higher rates. They upgrade when it increases lifetime
makes sense for them. They refer others. Not empathy naturally
because they were sold to, but because they trust

you.

Track "Trust Indicators" from customer feedback.
£ Words like "helpful," "patient," "understood me,"
e ﬁ(@‘ "didn't push," and "took care of me" predict renewal

® better than immediate satisfaction scores.
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Closing the Gap

The pattern is clear: Traditional metrics optimize for
organizational efficiency, not customer experience.
When you measure only what's easy to measure
(speed, adherence, containment, closure rates), you
miss what actually matters: understanding, empathy,
transparency, emotional connection, and trust.

~
Audit Your Metrics for Conflict
Look at your current KPIs. For each one, ask: "Could an agent
succeed on this metric while delivering a terrible customer
experience?" If yes, you've found a misalignment.
J
N
Add One Human Metric
Pick one dimension from this guide and add a measurement for it.
Start with "Context Acknowledged" or "Sentiment Shift" -
something that captures the human element your current metrics
miss.
J
N

Ask Your Customers About the Gap

In your next CSAT survey, add one open-ended question: "Did this
interaction feel efficient AND empathetic?" The answers will reveal
where your metrics are creating unintended pressures.

J

N\ _
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How Every Part of the
Equation Gets Stronger

The real power of technology is in how it
helps humans do their best work. e hod

When Al handles the heavy lifting, agents %
have more time for empathy, customers get

answers that feel personal, and businesses

scale support without losing their human A W '
touch. . ¥ iy
\g‘.'

We help enterprise teams deliver real-time, high-quality translation across 150+ languages -
without adding headcount, slowing response times, or risking compliance.

Whether you're exPa.nding into new markets or managing multilingual teams, Language 10
helps you scale efficiently, reduce operational strain, and meet rising customer expectations,
all without sacrificing security or service quality.

Create a customer experience that
feels both efficient and human.
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