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Unlock the power of your people: 
Dive into data and discover how your team actually works
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CRS Shop Talk
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Today

1) Agent Instrumentation: Why now?

1) Using Data to Drive Continuous 
Operational Improvement

1) Case Study: 
Using Work Insights to Improve CX
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Why now?
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Agent Instrumentation
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The World Has Changed

🙄
, duh.
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The World 
Has Changed

Reduced barrier to entry

Speed to significant scale

Niches become viable

Elevated CX expectations
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The World 
Has Changed

Less H2H interaction

Higher value H2H interaction
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The World 
Has Changed



What you hoped 
would happen…When your 

Customer 
Talks to your 
People



What you think 
actually happens…When your 

Customer 
Talks to your 
People



What actually 
happens…

Which Tools?
Which Steps?
How to Improve?

When your 
Customer 
Talks to your 
People
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IMPROVE CSAT? INCREASE EFFICIENCY? MITIGATE RISKS?

Meanwhile...
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You Can’t 
Improve 

What You Don’t 
Measure

Without complete process 
data, the best you can do is 
make intuitive best bets to 

drive your KPIs.

, duh.
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A Work Insights Platform 
that reveals how agents work 
across applications, enabling 
better coaching, processes, 
and technology for teams 
that delight customers.
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What are
Best in Class
CX Metrics?

True Utilization 
and Benchmarking

Automation Opportunities 
and ROI

Outlier Resource 
Consumption & Root Cause

QA Prioritization

Tool Usage & Duration 
by Case Type

And more...



To drive continuous operational improvement
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Using Data



How To Use Data 
to Optimize Your 
CX Operations

Developing a flywheel for 
continuous CX improvement.



Step 1: Choose 
Success Metric

Start with your #1 KPI



Step 2: Segment 
Data 

Dive one level deeper to 
understand opportunities for 

improvement



Step 2: Segment 
Data (again)



Step 3: Identify 
Outliers

Learn the breakage points 
driving your longtail 

customer interactions.



Step 4: Perform 
Root Cause 
Analysis

Understand true causes for 
failure and what drivers 
outliers in performance.



Step 5: 
Accurately 
Pinpoint 
Breakage Points

Learn whether inefficiencies are 
because of an agent issue, bad 
process, or broken tool at scale.



Step 6: Track and 
Drive Funnel 
Metrics 



Rinse and Repeat 
Find the next biggest 
opportunity and go back to 
step one.



39% from outlier interactions

36% from under-utilization

15% from coaching opportunities

10% from workflow definition

Opportunities
for Improvement



25% of teams are missing out on 
275 hours/agent/year of 
potential productivity

The average agent spends over 
one third of their day not closing 
tickets

10% of tickets require 10 or more 
interactions to resolve (vs. most 
tickets require only 1 interaction)

Opportunities
for Improvement



Using Work Insights to Improve CX
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Case Study



Helping companies achieve 
better outcomes

25 %

Decrease in Average 
Handle Speed

16 %

Increase in agent 
utilization

15 %

Interactions identified with 
potential data leakage
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The Secret Weapon of 
the World’s Fastest 
Growing Companies 

BACKED BY

35

SOC2

PCI/DSS

PRIVACY & SECURITY 
CERTIFICATIONS

ISO 27001 & 27701 Certification 
expected in late 2021

HIPAA

GDPR



Questions?
CRS attendees can get a free diagnostic report to kick 
start this continuous improvement process.

Email ecummack@fin.com to learn more.

Fin Confidential  |  ©All Rights Reserved

mailto:Cummack@fin.com


Thank you for attending this session.
For more information about Fin, go to: https://fin.com


