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DIGITAL CONTACT CENTER

The Problem

The days when your contact center could serve customers 
with just voice and email are long gone.

Today’s customers expect to connect with you when and 
where they want, on the channel of their choice. And the 
channels they choose more and more often are the digital 
ones they’re already using in their personal lives — text, 
messaging, web searches, chat, and social media. 

According to CCW, 90% of customers say they evaluate brands 
based on the quality of their digital offerings, so you need to 
deliver the fast, effortless, intuitive service your customers 
demand. You also need to improve agent productivity, manage 
budgets, and minimize risk. 

You need to modernize your contact center with a  
digital-first solution.

GROWING CUSTOMER DEMAND  
for a convenient, personal, and excellent 
experience on their digital channel of choice.

INCREASING RISKS  
around data privacy, security, and  
customer outrage when things go wrong.

RISING CUSTOMER CARE COSTS  
and inefficiencies as digital channels  
emerge and volumes surge.

Serve customers  
on their channel 
of choice

Spectrum improved 
agent productivity          
by 57%

Midco increased their 
call deflection by 73% 
since they implemented 
Google’s Business 
Messages and Apple 
Messages for Business

Sprint reduced call-backs 
by 62% through digital 
resolution with 70% of 
customers expressing 
positive sentiment



The Solution                                                                                                        

Khoros Digital Contact Center empowers global care and contact center leaders to serve customers on their digital 
channel of choice — with unmatched operational insight and automation — to boost customer satisfaction and 
reduce costs. 

How We Help You
EASILY CONNECT WITH CUSTOMERS THROUGH A UNIFIED DESKTOP
Empower agents with an intutive, consolidated desktop that lets them engage with customers across any digital 
channel — WhatsApp, Apple Messages for Business, Google’s Business Messages, Facebook Messenger, SMS, 
reviews, social channels, in-app and web messaging, community, and more. Plus, if you use Amazon Connect, 
agents can handle voice calls in this same easy-to-use interface.

INCREASE EFFICIENCY WITH ADVANCED GUIDANCE, WORKFLOWS AND OPERATIONAL INSIGHTS 
Easily scale your operations and take the right action with with AI-powered, just-in-time guidance, operational 
metrics, and customer experience analytics.

PERSONALIZE 1:1 EXPERIENCES AT SCALE
Enable authentic, real-time conversations with empowered agents and bot assistance to increase customer 
satisfaction and decrease handle time.

DETECT AND MITIGATE SOCIAL CRISES
Monitor social volumes, sentiment, and keywords to take action and maintain customer experience during a crisis, 
plus enable agents to achieve SLAs despite unexpected traffic spikes.

Want to find out more about Digital Contact Center?  Message Us 

Accurately forecast and identify 
inefficiencies with detailed     
agent-level operational metrics

Surface the right inquiries to 
the right agent the first time

Message customers just 
like they message friends            
and family
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