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When did words such as ‘love’ and ‘care’ 
become so intrinsic to business discussions? 
Not too long ago. As customer behavior 
changes like quicksilver, ‘care’ is now innately 
connected to Customer Experience (CX). 
Delivering CX in today’s environment means 
proactively exceeding expectations by testing 
new ideas and quickly pivoting when required 
with the customer at the heart – the new 
paradigm of hyper-care.

This new model of intelligent, empathetic 
ƬɖɀɎȒȅƺȸ�ƬƏȸƺ�ɀǣȅȵǼɵ�ȵɖɎɀ�ȵƺȒȵǼƺ�ƫƺǔȒȸƺ�ȵȸȒˡɎِ�
In my conversations with CX executives from 
various industries, I have observed that 
companies that have cracked the hyper-care 
code are clearly differentiated by a mindset. 
They inevitably build their CX design principles 

on dynamically collaborating, innovating and 
responding to customer needs – it’s not solely 
about the technology they use. 

It’s true that there are a lot of conversations 
ƏȸȒɖȇƳ�ƳƺȵǼȒɵǣȇǕ�ǝɵȵƺȸƏɖɎȒȅƏɎǣȒȇً��ȸɎǣˡƬǣƏǼ�
Intelligence (AI) and Machine Learning (ML). 
But remember, these technologies are basically 
just enablers. To deliver hyper-care, companies 
should apply best-in-class CX principles that 
positively impact modern customer metrics. 
The customer is the star of the hyper-care story 
enabled by intelligent platforms and 
collaboration. This story is delivered with 
intuitive design that respects the customer’s 
Ɏǣȅƺً�ƺǔǔȒȸɎɀ�ƏȇƳ�ȇƺƺƳɀِ�Rƺȸƺ�Əȸƺ�ˡɮƺ�
hyper-care trends that I believe will drive the 
future of CX. 
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Scaling customer care capacity in proportion to 
the rise in volume of requests while providing 
exceptional quality with limited resources is all 
about using conversational AI. Conversational AI 
improves the ability to manage CX proactively, 
offer faster responses and ensure higher 
availability during market upheavals. Leading 
companies have taken it a step further by 
leveraging domain expertise to train and 
ˡȇƺٮɎɖȇƺ�Ɏǝƺ��X�ƺȇǕǣȇƺɀ�ǣȇ�ȒȸƳƺȸ�ɎȒ�ɀȒǼɮƺ�
complex customer problems and create 

solutions that are more intuitive, accurate 
and responsive. 

«ƺɎƏǣǼƺȸɀ�Əȸƺ�ƺȇƏƫǼǣȇǕ�ǝɵȵƺȸٮƬƏȸƺ�ƫɵ�ǕƏɖǕǣȇǕ�
the mood of users even as they interact with 
the company and responding dynamically 
leveraging Internet of Things (IoT), 
psycholinguistics techniques and 
conversational AI. Responses based on different 
emotional states of the customers helps 
ɀɖȵȵȒȸɎ�ȅȒȸƺ�ǝɵȵƺȸٮȵƺȸɀȒȇƏǼǣɿƺƳ�ƬȒȇɮƺȸɀƏɎǣȒȇɀ�
and solutions. 

 1.�n0à0«�JXzJ�(�x�Xzٳn0(�
CONVERSATIONAL AI TO 
(0nXà0«�Rç¨0«0»�!ٳ�

zƺɯ��XٮƳȸǣɮƺȇ�ɎȸƏǣȇǣȇǕ�ȅȒƳƺǼɀ�ƏȇƳ�ɎƺƬǝȇȒǼȒǕɵ�
interventions are leading the way for super 
agents who are far more productive and 
capable of instantly connecting with customers 
at an emotional level. A super agent with 
multiple skillsets, and deep domain knowledge, 
can resolve complex challenges quickly to 
ƳƺǼǣɮƺȸ�ǝɵȵƺȸٮƬƏȸƺِ�Áǝƺɵ�ƏǼɀȒ�ǝƏɮƺ�Ɏǝƺ�ƏƫǣǼǣɎɵ�ɎȒ�
ȵȸȒƏƬɎǣɮƺǼɵ�ȵȸƺٮƺȅȵɎ�ƬǝƏǼǼƺȇǕƺɀ�ɎǝƏɎ�ƬɖɀɎȒȅƺȸɀ�
may face to ensure customer delight. What’s 
more, they can dynamically adapt to 
ɎƺƬǝȇȒǼȒǕɵ�ƏȇƳ�ȸƺˢƺɴǣɮƺǼɵ�ɖɀƺ�ȇƺɯ�ǣȇǔȒȸȅƏɎǣȒȇ�
resources instead of following a script. By 
combining domain and technology expertise, 

they bring better intuition and critical thinking 
to resolve complex problems swiftly. 
While super agents work remotely, it is equally 
important to ensure that they help sustain 
ƬɖɀɎȒȅƺȸ�ɎȸɖɀɎ�ǣȇ�Ɏǝƺ�ƬȒȅȵƏȇɵِ��ȸǕƏȇǣɿƏɎǣȒȇɀ�
can enable the levels of data security required 
to ensure trust by establishing command 
centers and deploying remote monitoring 
software, biometrics, and voice and facial 
recognition technologies.  For example, a 
leading retailer leveraged biometrics and facial 
ȸƺƬȒǕȇǣɎǣȒȇ�ɎƺƬǝȇȒǼȒǕɵ�ǣȇ�ǣɎɀ�ƬɖɀɎȒȅƺȸٮǔƏƬǣȇǕ�
processes to enhance data security and 
proactively ensure customer trust.

2. CREATING INSTANT 
EMOTIONAL CONNECT AND 
TRUST THROUGH SUPER 
AGENTS 
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The future of contact centers is all about 
ƏǼǣǕȇǣȇǕ�ƬǼȒɖƳ�ɯǣɎǝ�ɀȵƺƬǣˡƬ�ƫɖɀǣȇƺɀɀ�ȇƺƺƳɀ�
and delivering superior experience within an 
industry. This business needs and 
ƺɴȵƺȸǣƺȇƬƺٮƏǼǣǕȇƺƳ�ƏȵȵȸȒƏƬǝ�ɎȒ�ƬǼȒɖƳ�ƬȒȇɎƏƬɎ�
ƬƺȇɎƺȸɀ�ƺȇȸǣƬǝƺɀ�!æ�ƳƺǼǣɮƺȸɵِ���ƳȒȅƏǣȇٮǼƺƳ�
cloud contact center ensures adherence to 
different levels of compliance and regulations 
ɎǝƏɎ�Əȸƺ�ǣȇǝƺȸƺȇɎ�ɎȒ�Ə�ɀȵƺƬǣˡƬ�ǣȇƳɖɀɎȸɵِ�

IȒȸ�ƺɴƏȅȵǼƺً�ǸȇȒɯǼƺƳǕƺ�Ȓǔ��ȇɎǣٮȅȒȇƺɵ�
Laundering (AML) and Know Your Customer 

(KYC) in banking or understanding of Health 
Insurance Portability and Accountability Act 
(HIPAA) in healthcare can enable the delivery of 
more focused CX. Similarly, a travel company 
can deliver focused care by leveraging a cloud 
ɀȒǼɖɎǣȒȇ�ɎȒ�ƫɖǣǼƳ�Ə�ɀȵƺƬǣƏǼǣɿƺƳ�ɎȸƏɮƺǼ� �Áِ�
��ƳȒȅƏǣȇٮǼƺƳ�ƏȵȵȸȒƏƬǝ�Ɏǝɖɀ�ƺȇƏƫǼƺɀ�
companies to deliver strategic CX that 
differentiates them from competitors who 
Əȸƺ�ɖɀǣȇǕ�Ə�ȒȇƺٮɀǣɿƺٮˡɎɀٮƏǼǼ�ƏȵȵȸȒƏƬǝ�ƏƬȸȒɀɀ�
industries.

3. ALIGNING CLOUD 
WITH BUSINESS NEEDS TO 
BOOST DIFFERENTIATION
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Distributed global operations and the need for 
ȅɖǼɎǣٮǼǣȇǕɖƏǼ�ƏƬƬƺɀɀǣƫǣǼǣɎɵ�ǣɀ�Ɏǝƺ�Ǹƺɵ�ƳȸǣɮǣȇǕ�
ǔȒȸƬƺ�ǔȒȸ�ȇƺɖȸƏǼ�ȇƺɎɯȒȸǸɀٮǼƺƳ�ǼȒƬƏǼǣɿƏɎǣȒȇ�ƏȇƳ�
ǝɵȵƺȸٮƬƏȸƺِ�!ɖȸȸƺȇɎ�ȅƏȸǸƺɎ�ɖȵǝƺƏɮƏǼɀ�Əȸƺ�
increasing the focus on building and buying 
ǼȒƬƏǼǼɵِ�Áǝǣɀ�ȅƏǸƺɀ�ǝɵȵƺȸٮǼȒƬƏǼǣɿƏɎǣȒȇ�ƺɀɀƺȇɎǣƏǼ�
to make empathetic customer care a reality. 

For example, consider a hospitality group that 
ǝƏɀ�ȒǔˡƬƺɀ�ǣȇדג��ƬȒɖȇɎȸǣƺɀً�ƏȇƳ�ǝƏɀ�ɎȒ�ɀƺȸɮƺ�
customers in each of these countries with 
frequently updated travel information in local 
languages. The company can deploy neural 
ȇƺɎɯȒȸǸٮƳȸǣɮƺȇ�ǼƏȇǕɖƏǕƺ�ɀƺȸɮǣƬƺɀ�ɎǝƏɎ�ƏǼɀȒ�

leverage domain expertise to make the 
information relevant and accurate across their 
websites. Contact centers that use neural 
translation technology to provide interactions in 
local languages on channels such as chat and 
ƺٮȅƏǣǼ�Əȸƺ�ƏȇȒɎǝƺȸ�ƺɴƏȅȵǼƺ�Ȓǔ�ǝɵȵƺȸٮƬƏȸƺِ�

Translations using neural networks can deliver 
high levels of accuracy, while human editing on 
the translated scripts can further improve the 
accuracy. Leveraging neural networks with 
ǝɖȅƏȇ�ǣȇȵɖɎɀ�ǝƺǼȵɀ�ƳƺǼǣɮƺȸ�ǝɵȵƺȸٮƬƏȸƺ�ɯǝǣǼƺ�
keeping costs low.

4. DRIVING 
Rç¨0«ٳn�!�nXñ�ÁX�z�
THROUGH NEURAL 
NETWORKS
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Deep insights that detail the exact journey of a 
customer often evade companies due to rapidly 
changing behaviors, preferences, channel 
choices and the complexity created by the 
sheer variety of tracking tools. However, data 
science, advanced analytics and niche 
technologies leveraging AI and ML, can offer 
ǕȸƏȇɖǼƏȸٮǼƺɮƺǼ�ǣȇɀǣǕǝɎɀ�ǣȇɎȒ�Ə�ƬɖɀɎȒȅƺȸټɀ�ǴȒɖȸȇƺɵ�
ɎȒ�Ƴȸǣɮƺ�ǝɵȵƺȸٮƬƏȸƺِ�

Journey discovery facilitates deep analysis of 
customer behavior across touchpoints. Journey 
mapping helps in understanding the emotions 
attached at each touchpoint. Leveraging these 
ǣȇɀǣǕǝɎɀً�ȒȸǕƏȇǣɿƏɎǣȒȇɀ�ƬƏȇ�ȒȸƬǝƺɀɎȸƏɎƺ�Ə�
customer’s journey by delivering 
ǝɵȵƺȸٮȵƺȸɀȒȇƏǼǣɿƺƳ�!æ�ƏɎ�ƺɮƺȸɵ�ɎȒɖƬǝȵȒǣȇɎِ� ɵ�
adding the component of domain expertise to 
Ɏǝǣɀً�ƬȒȅȵƏȇǣƺɀ�ƬƏȇ�ǔɖȸɎǝƺȸ�ȒȵɎǣȅǣɿƺ�ƬɖɀɎȒȅƺȸ�
ǴȒɖȸȇƺɵɀ�ƏȇƳ�ƺȇǝƏȇƬƺ�ǝɵȵƺȸٮƬƏȸƺِ�IȒȸ�ƺɴƏȅȵǼƺً�
utility companies are enhancing channel 
resolution scores and retailers are reducing cart 
abandonment rates by orchestrating their 
customer journeys.  

Combined with advanced data science 
techniques and domain expertise, customer 

interaction analytics can reveal further 
underlying insights that companies may not 
easily have access to. Interaction analytics helps 
ƬȒȅȵƏȇǣƺɀ�ƏƬƬɖȸƏɎƺǼɵ�ƳƺƬȒƳƺ�ɀȵƺƬǣˡƬ�
customer journey challenges in the context of 
Ɏǝƺ�ȇƺɯ�ȇȒȸȅƏǼ�ɎȒ�ƏǼǣǕȇ�ǝɵȵƺȸٮƬƏȸƺ�ƺǔǔȒȸɎɀ�ɯǣɎǝ�
current business objectives.

The reporting of metrics that business leaders 
ȇƺƺƳ�ɎȒ�ȒȵɎǣȅǣɿƺ�ǝɵȵƺȸٮƬƏȸƺ�ǣɀ�ƬǝƏȇǕǣȇǕِ�
!ȒȅȵƏȇǣƺɀ�ƬƏȇ�ȒȵɎǣȅǣɿƺ�ǝɵȵƺȸٮƬƏȸƺ�ƫɵ�
ǼƺɮƺȸƏǕǣȇǕ�ȅƺɎȸǣƬɀ�ǔȸȒȅ�ƺȇƳٮɎȒٮƺȇƳ�ȸƺȵȒȸɎǣȇǕ�
that combines technology, design, process and 
consumer psychology. For example, they can 
combine metrics such as website bounce rates 
ƏȇƳ�ǴȒɖȸȇƺɵ�ƳȸȒȵٮȒɖɎɀ�ƏƬȸȒɀɀ�ƬǝƏȇȇƺǼɀ�ɯǣɎǝ�ƬƏǼǼ�
abandonment as well as waiting, transfer and 
resolution times during interactions with the 
contact center. This combination of upstream 
and downstream metrics helps them easily 
mine insights on the actual customer effort 
required to resolve challenges and enhance 
ǝɵȵƺȸٮƬƏȸƺِ

Click here to know more about our 
CX solution suite WNS Expirius

5. ORCHESTRATING 
CUSTOMER JOURNEYS 
WITH DEEP INSIGHTS 
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About WNS

WNS (Holdings) Limited (NYSE: WNS) is a leading Business 
Process Management (BPM) company. We combine our deep 
industry knowledge with technology, analytics and process 
ƺɴȵƺȸɎǣɀƺ�ɎȒ�ƬȒٮƬȸƺƏɎƺ�ǣȇȇȒɮƏɎǣɮƺً�ƳǣǕǣɎƏǼǼɵ�ǼƺƳ�
ɎȸƏȇɀǔȒȸȅƏɎǣȒȇƏǼ�ɀȒǼɖɎǣȒȇɀ�ɯǣɎǝ�Ȓɮƺȸדוב��ƬǼǣƺȇɎɀ�ƏƬȸȒɀɀ�ɮƏȸǣȒɖɀ�
ǣȇƳɖɀɎȸǣƺɀِ�Áǝƺ�ǣȇƳɖɀɎȸǣƺɀ�ǣȇƬǼɖƳƺ�ƫƏȇǸǣȇǕ�ƏȇƳ�ˡȇƏȇƬǣƏǼ�
services, consulting and professional services, healthcare, 
insurance, manufacturing, media and entertainment, retail 
and consumer packaged goods, telecommunications and 
ƳǣɮƺȸɀǣˡƺƳ�ƫɖɀǣȇƺɀɀƺɀً�ɀǝǣȵȵǣȇǕ�ƏȇƳ�ǼȒǕǣɀɎǣƬɀً�ɎȸƏɮƺǼ�ƏȇƳ�
leisure, and utilities and energy. We deliver an entire 
ɀȵƺƬɎȸɖȅ�Ȓǔ� ¨x�ɀȒǼɖɎǣȒȇɀ�ǣȇƬǼɖƳǣȇǕ�ǣȇƳɖɀɎȸɵٮɀȵƺƬǣˡƬ�
ȒǔǔƺȸǣȇǕɀً�ƬɖɀɎȒȅƺȸ�ǣȇɎƺȸƏƬɎǣȒȇ�ɀƺȸɮǣƬƺɀً�ˡȇƏȇƬƺ�ƏȇƳ�
accounting, human resources, procurement, and research 
ƏȇƳ�ƏȇƏǼɵɎǣƬɀ�ɎȒ�ȸƺٮǣȅƏǕǣȇƺ�Ɏǝƺ�ƳǣǕǣɎƏǼ�ǔɖɎɖȸƺ�Ȓǔ�ƫɖɀǣȇƺɀɀƺɀِ�
We have delivery centers worldwide including in Australia, 
China, Costa Rica, India, the Philippines, Poland, Romania, 
South Africa, Spain, Sri Lanka, Turkey, the United Kingdom 
and the United States.

To know more, write to us at marketing@wns.com 

or visit us at www.wns.com
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