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The 8 friction points destroying service
(and the Al solutions that fix them)
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The Science of Emotional Contagion

Here's what nobody talks about: Every support
interaction has two people in it. The customer who

needs help and the agent providing it. Most
companies obsess over one side of this equation.
They measure customer satisfaction, track
resolution times, and analyze feedback scores. But
they miss something critical.

The agent's experience shapes the customer's
outcome.

When an agent is stressed, overwhelmed, or
emotionally drained, it shows up in every
conversation. When they're supported, calm, and
equipped with the right tools, customers feel it
immediately.

This is the two-way nature of empathy in customer
service. And it's backed by science.

How Emotions Spread in Service

Psychologists call it emotional contagion: the automatic
transfer of feelings from one person to another. In
customer support, this happens constantly.

A frustrated customer contacts support. Their anger
raises the agent's heart rate and stress levels. The
agent, now tense, responds with less warmth. The
customer picks up on this coldness and becomes more
hostile. The cycle continues.

But the reverse is also true. A calm, empathetic agent
can de-escalate an angry customer. Understanding
responses lower blood pressure. Clear communication
reduces anxiety.

The emotional state of your agents directly determines
the emotional outcome for your customers.

Research shows that
exposure to just 20

minutes of negativity

significantly impaired
participants' mood and
cognitive performance.
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The Agent Crisis Nobody Is Talking About

average annual turnover in contact centers

of contact center agents report moderate to

high stress levels on any given day.

of agents say they're at risk for burnout.

When companies talk about “humanizing support,” they usually mean making the customer feel
understood. But true transformation begins when they humanize the agent’s experience first.

Picture an ordinary Tuesday in a global contact center.

An unexpected outage hits, and within minutes the queue doubles. Wait times climb, tempers rise,
and agents brace for what’s coming.

One customer is panicking about a lost order. Another is furious about being charged for a service
that is down. A third is struggling to explain a complex issue in a language that is not their own. The
agent, also not a native speaker, is doing their best to translate urgency into understanding while
navigating ten open systems, an outdated knowledge base, and a flood of new chats.

Then the first angry message appears on the screen, words sharper than they would ever be spoken
aloud. The agent takes a breath and continues, but the constant exposure to frustration leaves a
mark.

Over time, it becomes more than a job stressor; it becomes emotional erosion. \When technology
shoulders that weight, agents regain the capacity to respond with calm and empathy. And when
they do, customers respond in kind.

A well-supported agent does more than resolve a problem. They restore humanity to the exchange.
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The Two-Way Equation

Human experience in support is never one-
sided; it lives on both sides of the screen,
the person seeking help and the person
providing it.

Empathy is not just what a brand gives; it is
what it enables. The best organizations
design systems that protect and empower
both people. They measure not only how
fast anissue is resolved but how much
emotional effort it takes to get there.

Al becomes most valuable when it targets
the precise friction points that disrupt this
exchange, whether that is long waits,
repetitive responses, unclear tone, or
hostile language.

Friction Points At-A-Glance
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Customer Stressors Agent Stressors

Long queues, slow handoffs, Volume surges, performance
uncertainty about how long pressure, multitasking fatigue
they'll wait

Al/System Opportunities

+ Dynamic load balancing to route conversations based on
skill, language, and availability.

+ Predictive demand forecasting to anticipate surges after
outages or product updates.

+ Al-driven expectations management that offers real-time
wait updates or proactive self-service suggestions.

+ Proactive assistance identifying customers

[ Tone & fuencd |

Customer Stressors Agent Stressors

Robotic or cold responses; Exposure to angry or abusive

feeling dismissed or messages; emotional

misunderstood exhaustion from constant de-
escalation

Al/System Opportunities

+ Toxicity filtering that removes or softens abusive language
before it reaches an agent.

+ Sentiment detection to monitor emotion in real time and
signal rising frustration.

* Bidirectional tone calibration evaluating both inbound and
outbound language for potential escalation triggers.

* Empathy assist tools that suggest emotionally intelligent
phrasing to humanize responses.
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Customer Stressors Agent Stressors
Feeling powerless; uncertainty Limited authority; unclear
about progress or next steps escalation paths; dependency

on other teams

Al/System Opportunities

+ Al-suggested next actions providing confidence and
consistency in decision-making.
+ Real-time status visibility for both customer and agent.

+ Predictive resolution mapping to forecast likely outcomes
or timelines.
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Customer Stressors Agent Stressors
Being transferred or having to Disjointed workflows; lack of
re-explain issue repeatedly context when cases move

between teams

Al/System Opportunities

* Al-assisted routing that retains context across
departments.

+ Cross-team knowledge sharing powered by contextual
summaries.

+ Automatic ownership detection to ensure accountability
on every issue.
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Customer Stressors Agent Stressors
Repeating information, Searching across multiple
inconsistent answers, lack of systems, outdated or
context continuity conflicting information

Al/System Opportunities

+ Unified copilot search that surfaces CRM, ticket, and
knowledge data in one view.

+ Pattern recognition suggesting next best responses
based on similar resolved cases.

+ Context summarization that auto-generates concise case
histories.

+ Knowledge upkeep alerts flagging outdated or
contradictory content for review.

Customer Stressors Agent Stressors
Misunderstandings due to Communicating in a non-
jargon, slang, or confusing native language; fear of tone
phrasing or grammar errors

Al/System Opportunities

+ Pre-send content optimization that flags slang, idioms, or
ambiguity before messages are sent.

+ Contextual translation that captures tone and intent
rather than literal meaning.

+ Clarity coaching offering live feedback on readability and
tone.

+ Comprehension prediction that spots overly technical or
complex language and suggests simpler alternatives.
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Customer Stressors Agent Stressors
Feeling ignored or dismissed; Constant exposure to anger,
perceiving lack of care stress, or hostility; burnout

Al/System Opportunities

+ Sentiment analysis dashboards tracking cumulative
emotional load.

+ Toxicity detection and filtering to block or de-escalate
abusive language.

+ Al-guided recovery prompts suggesting short mental
resets after difficult interactions.
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Customer Stressors Agent Stressors

Having to reopen tickets or re- Manual wrap-ups; repetitive

explain the same issue later summaries and admin
overload

Al/System Opportunities

+ Al-generated conversation summaries for accurate
recordkeeping.

+ Automated tagging and dispositioning to reduce
administrative time.

* Feedback loop insights showing common issue patterns
for systemic improvement.
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Building What Comes Next

The future belongs to
companies that support
both side of the
conversation.

The future of customer experience isn't about
replacing humans with Al It's about using Al to
protect the humanity in every interaction.

This means:

- Measuring emotional labor alongside handle time

- Designing workflows that prevent burnout, not just
manage it

- Giving agents tools that help them succeed, not just
monitoring tools that track their failures

- Recognizing that tone, empathy, and connection
aren't soft skills but essential outcomes

When you design systems that support both people
in the conversation, service stops being about
deflection and becomes about dignity.

That's the equation that matters. Two humans. Both
deserving support. Both essential to the outcome.

Al becomes valuable when it targets the precise
moments where that equation breaks down: the long
wait, the hostile message, the language barrier, the
tenth system search of the hour.

The companies that win won't be the ones with the
most advanced Al. They'll be the ones who use it to
make both sides of every conversation more human.
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