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Your contact  
center plays a 
pivotal role in 
delivering great 
experiences  
that keep your 
customers coming 
back to you time 
and again.

Yet, like most departments, they 
routinely find themselves in the tricky 
position of having to deliver to a 
consistently high standard while often 
viewed as a cost center rather than 
the lifeblood of the brand. 


While there are plenty of resources available talking 
about turning agents into sales-minded employees 
through training programs, incentive structures, and 
measurable KPIs, the most authentic revenue streams 
are created through radically personal customer 
service. If implemented, these simple tactics not only 
will increase your customers satisfaction with your 
brand but will also lead to measurable increases in 
revenue generated from your contact center.  
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Make Hyper- 
Personalized 
Recommendations 

Even your best face-to-face salespeople will find 
it hard to make a sale without any context about 
a customer. By providing your agents a single 
view of a customer’s past orders and brand 
preferences, they can better understand the 
likes and dislikes of your customers to make 
more relevant, and authentic, reccomendations. 


Knowing a customer's purchase history helps create the 
personalized experiences that lead to authentic upsell opportunities.  
For example, if a customer calls in looking for a shipping update on 
a recently purchased pair of shoes—and you can see that they 
purchase shoes from you regularly, always in a particular style, and 
always in white—that presents an authentic opportunity to offer them 
the upcoming line of sneakers that you know they will love and likely 
want to purchase early in that moment.

Hi there Michelle—I’m looking 
for a gift for my son’s birthday.

Christie’s son Andy loved the Big 
Builder blockset last year, and may 
be interested in the full system.

Details

I know just the thing—you and 
Andy will love it!
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Turn Returns  
into Natural 
Exchanges 

Knowing a customer's purchase history and 
preferences in the same view of the 
conversation also helps mitigate lost revenue 
from returns. By understanding a customer’s 
like and dislikes, your agents can suggest 
alternative products they know your customers 
will love while in the middle of processing a 
return. That way, instead of paying the costs of 
shipping the return box, you can put that 
towards the costs of shipping a new item.


For example, if a customer reaches out looking to make a return 
for a dress they just purchased that wasn’t the perfect fit, your 
agents can offer a similar style from the summer collection that 
they know the customer will love—even offering a discount for the 
replacement item to make the idea of an exchange a no-brainer.

Hi I wanted to return the shirt  
I just bought, it didn't fit well.

That would be great! Can I just 
exchange then?

We just released our new line in your 
favorite color. Want to try that instead?
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Create a VIP 
Program 

Creating a concierge program that’s focused 
around your VIPs (customers with the highest 
lifetime value or brand influence) ensures your 
top spenders always get the white-glove 
service that keeps them coming back for 
more. Simple things like ensuring your VIPs are 
always connected to a familiar dedicated 
agent, skipping the line so they never have to 
wait on hold, and receiving exclusive discounts 
and perks can create relationships with your 
top spenders that build irrational brand loyalty. 


For example, if a high value customer reaches out, and you notice 
they have an upcoming flight to Hawaii in a week on a flight with 
plenty of preferred seats still available, the simple gesture of 
proactively upgrading their seat while resolving an unrelated issue 
can be the difference in making an already loyal customer a 
customer for life.

OMG Michelle, you know me so 
well!  Let’s do this!

Hey Kara, the new Marlow loafers are 
here and they’re available in Ruby 
Red! Wouldn’t that be perfect with 
the Miller bag you got last week?

Great! They’re on their way!
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Prioritize High  
Purchase Intent 

Stack the odds in your favor by prioritizing 
customers with high purchase intent to the 
front of line for a response. The quicker the 
customer gets their questions answered while 
still perusing your products or navigating 
through checkout ensures that the purchase 
will be completed in real time. Inversely, when 
a customer is ready to purchase, but is left 
waiting too long to have their questions 
answered, they are more likely to push the 
purchase out to a later date or move on to a 
competitor where they can get their questions 
answered now.  


For example, if a customer is browsing your online store, finds a 
dress they love, but chats in with some final questions around 
cleaning instructions, this is a strong signal that the customer has 
high intent to purchase the dress. Getting that chat routed to the 
top of the queue to the next available agent ensures a quicker 
response time which will help in finalizing the sale.

Great, I heard that you’re 
looking for a reservation on the 
13th. We have availablity at 7:OO 
PM

Hi Kara. It sounds like you’re 
looking for a reservation. What 
time are you looking for?

Hi there—I’d like to make a 
reservation for my honeymoon

Intent {Reservation in Cart}

Hey Kara, sounds amazing! 
Where do you have in mind?
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Proactively Reach 
Out to Customers 

Identifying high purchase intent doesn’t always 
have to be reactive. There are instances where 
a customer may have questions during the 
online shopping experience yet not feel like 
going through the process of finding your 
‘Contact Us’ page to start a conversation. 
Instead of missing out on a potential sale due 
to frustration, automatically prompt a chat 
window to customers who have been on a 
high-purchase intent page longer than the 
norm to connect them with an agent best 
equipped to close the sale.  


For example, if a customer has reached the final step in your 
online check out experience—but is spending some extra time on 
the page trying to figure out expedited shipping details—instead 
of risking growing frustrated and leaving, prompt a chat window 
to open up asking if you can assist with the check-out and answer 
any questions.  

Hi there—I can't figure 
out where to enter my 
discount code.

Hey there! Anything I can 
do to help you complete 
your purchase?
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Create Online 
Subject Matter 
Experts 

You’ll often find that your agents are naturally 
more knowledgeable about certain items or 
services than others. Play to their strengths by 
matching customers to the agent best-suited 
to help them—especially when it comes to 
complex or expensive purchases. The more 
knowledgeable your agent is, the more likely a 
customer will trust their advice and go through 
with a purchase. 


For example, if your customer is looking at snowboards on your 
website right before they chat in, route them intelligently to the 
snowboard expert on your team who can provide the best advice 
on the product. Think of this as the digital equivalent of hiring 
experts in different departments throughout any retail store. 

Yeah, do you know what kind of 
camber this board has?

Exactly what I’m looking for! 
Thanks! 

Hey Matt—I see you’re interested 
in our custom snowboards. 
Anything I can help with?

Yeah—it’s set up with a reverse 
camber for better jib mobility. Floats 
through powder like a dream.
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Make Processing 
Payments Easy 

While getting a customer interested in your 
agent’s recommendations is certainly an 
accomplishment, it is ultimately only half the 
battle—the next part is getting them to 
complete the checkout process in a way that 
works best for them. Remove any hurdles to 
your customer’s purchase journey by 
empowering your agents to issues payment 
through messaging channels during the actual 
conversation without having to prompt the 
customer to go through your online check-out 
process or jump on the phone.  


For example, let’s say your agent is answering a few questions via 
chat with a customer who says they are planning on purchasing a 
product. Instead of closing the conversation and leaving it to 
chance if the customer will finalize the purchase through the 
online check-out process, serve up a payment request directly in 
the context of the chat conversation itself so the customer doesn’t 
have to take a few extra steps.  

Hi, do you know if I'd 
receive these by Friday?

$176.21
Men’s Running Shoes

Enter Payment

Yes, they’ll be there! You 
can submit payment here 
and I’ll expedite them.
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Buy Online, Pickup 
Curbside 

As speed and convenience become ever more 
important in meeting customer expectations, 
offering more diverse options when it comes to 
shipping can be the difference maker in a 
customer choosing to shop with your brand or 
a competitor. Implementing a strong buy online 
and pick curbside program appeals to the new 
wave of consumer expectations, particularly 
those who want their products within an hour, 
but don’t want to get out of the car to shop or 
wait hours/days for the delivery to arrive.   

Roger Pope, SF Store Task for 
Due tomorrow at 2:00pm

Julie’s picking up her new TV 
tomorrow at the SF location.

Hey there! Just pulled up!

Your order is all ready to go! 
You can find it on the table.



 www.gladly.comLearn more at

Turn Agents into Natural Sellers 
Develop a revenue-minded culture across your service team to 
capture customers with high purchase intent. 

Create a Concierge Program 
Assign a focused team of agents who provide concierge-level 
service to your highest value customers to increase CLTV.

Make Payments Easy 
Complete credit card transactions and minimize payment friction 
on digital messaging channels 

Ready to drive 
revenue? Gladly 
can help.
Turn your customer service department from a 
cost center into a revenue generator with 
radically personal customer service. 10 %

average increase 
in contact center 
generated revenue  
with a personalized 
approach to customer 
service


