
3 ways to up-level CX 
with agent experience 
management 

1 Customers want to be
catered to more than ever

62%
say they have stopped doing 
business with a brand because 
of poor customer service.1

1.5x
Brands that lead in personalization 
improve customer loyalty 1.5x 
more effectively than brands 
with poor personalization.2

83%
of customers expect their 
issues to be solved on the 
first try.3

3 big barriers to superior 
experiences

Siloed business 
operations

Poor agent 
experience

↓
poor customer 
experience

Failure to derive 
deep insights at 
the customer and 
agent level

Agents are stressed

43%
of customer service reps report 
being overwhelmed by the 
number of systems and tools 
needed to complete work.4

59%
of contact center agents 
are at risk of burnout.5

Improve satisfaction, loyalty, 
and retention with agent 
experience management

Unleash agent 
potential
Provide a dashboard with 
relevant information through 
integrated applications. 
Empowering agents to 
perform at their best leads to 
higher customer satisfaction 
and loyalty.

Benefit from AI and 
real-time analytics
Assist agents with customer 
response and increase  
contact center performance. 
Automatically evaluate agent 
interactions to drive quality 
assurance, training, and 
process improvements to 
improve service.

Enhance efficiency 
and productivity
Equip agents with the 
information they need to 
handle customer inquiries 
efficiently and accurately 
via desktop interfaces with
intelligent workflows and
knowledge bases tailored 
to your contact center. 

Create and 
track relevant 
performance 
metrics
Gather customer feedback in 
real time to drive deep insight 
into performance, areas of 
excellence, and potential 
improvements. Incentivize 
superior performance and 
skills development.

Happy agents create 
happy customers
Deploy an Agent Experience Delivery 

Solution to:

Seamlessly consolidate customer interactions 
and information with essential tools, resources, 
and support into a single intuitive view.

Enhance agent capacity to efficiently address 
customer inquiries.

Speed response times and amplify productivity 
while streamlining workflows.

Foster collaboration and empower teams to 
deliver exceptional service.

Drive superior business outcomes.  

Supercharge your contact center 
with an Agent Experience  

Delivery Solution

Get started

1. Statista, Have you ever stopped doing business with a brand because of a poor customer service experience? (2023)
2. Deloitte, Embrace Meaningful Personalization to Maximize Engagement, Growth
3. Salesforce, State of the Connected Customer 5th Edition. (2022)
4. Gartner® E-book, ‘Optimize Rep Productivity With a Connected Tech Strategy’, The Connected Rep. (2023)
5. Toister Solutions

GARTNER is a registered trademark and service mark of Gartner, Inc. and/or its affiliates in the U.S. and internationally and is used 
herein with permission. All rights reserved.

Copyright © 2024 Open Text. All Rights Reserved. Trademarks owned by Open Text. 
For more information, visit: https://www.opentext.com/about/copyright-information

2

3

https://www.opentext.com/solutions/contact-center-agent-productivity?utm_source=pdf&utm_medium=referral&utm_campaign=agent-experience&utm_term=dx-axm&utm_content=
https://www.statista.com/statistics/810562/customers-by-share-lost-due-to-poor-service-experience/
https://deloitte.wsj.com/cmo/embrace-meaningful-personalization-to-maximize-engagement-growth-01658936783
https://www.salesforce.com/content/dam/web/en_us/www/documents/research/salesforce-state-of-the-connected-customer-fifth-ed.pdf
https://www.gartner.com/en/customer-service-support/trends/the-customer-service-customer-rep
https://www.toistersolutions.com/about
https://www.opentext.com/about/copyright-information



Accessibility Report



		Filename: 

		3_ways_to_uplevel_with_agent_experience_management__infographic__hub_replaced_with_delivery AC.pdf






		Report created by: 

		Sar Dugan


		Organization: 

		





 [Personal and organization information from the Preferences > Identity dialog.]


Summary


The checker found no problems in this document.



		Needs manual check: 2


		Passed manually: 0


		Failed manually: 0


		Skipped: 1


		Passed: 29


		Failed: 0





Detailed Report



		Document




		Rule Name		Status		Description


		Accessibility permission flag		Passed		Accessibility permission flag must be set


		Image-only PDF		Passed		Document is not image-only PDF


		Tagged PDF		Passed		Document is tagged PDF


		Logical Reading Order		Needs manual check		Document structure provides a logical reading order


		Primary language		Passed		Text language is specified


		Title		Passed		Document title is showing in title bar


		Bookmarks		Passed		Bookmarks are present in large documents


		Color contrast		Needs manual check		Document has appropriate color contrast


		Page Content




		Rule Name		Status		Description


		Tagged content		Passed		All page content is tagged


		Tagged annotations		Passed		All annotations are tagged


		Tab order		Passed		Tab order is consistent with structure order


		Character encoding		Passed		Reliable character encoding is provided


		Tagged multimedia		Passed		All multimedia objects are tagged


		Screen flicker		Passed		Page will not cause screen flicker


		Scripts		Passed		No inaccessible scripts


		Timed responses		Passed		Page does not require timed responses


		Navigation links		Passed		Navigation links are not repetitive


		Forms




		Rule Name		Status		Description


		Tagged form fields		Passed		All form fields are tagged


		Field descriptions		Passed		All form fields have description


		Alternate Text




		Rule Name		Status		Description


		Figures alternate text		Passed		Figures require alternate text


		Nested alternate text		Passed		Alternate text that will never be read


		Associated with content		Passed		Alternate text must be associated with some content


		Hides annotation		Passed		Alternate text should not hide annotation


		Other elements alternate text		Passed		Other elements that require alternate text


		Tables




		Rule Name		Status		Description


		Rows		Passed		TR must be a child of Table, THead, TBody, or TFoot


		TH and TD		Passed		TH and TD must be children of TR


		Headers		Passed		Tables should have headers


		Regularity		Passed		Tables must contain the same number of columns in each row and rows in each column


		Summary		Skipped		Tables must have a summary


		Lists




		Rule Name		Status		Description


		List items		Passed		LI must be a child of L


		Lbl and LBody		Passed		Lbl and LBody must be children of LI


		Headings




		Rule Name		Status		Description


		Appropriate nesting		Passed		Appropriate nesting







Back to Top


