Humanizing eTail by
Empowering Call
Center Agents as
Ambassadors for
Brand Storytelling
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Today’s Online Shoppers Crave Authentic Connections o
With the eTail Brands They Support

The first moments
of a customer
interaction are
crucial in setting the
tone for the entire
experience.

By crafting a compelling
narrative that resonates with
their audience and is consistent
across all channels, retailers can
humanize their online presence
and establish a deep emotional
connection with their customers,
boosting customer loyalty.

Learn More
About iQor’s

o5

Solutions

The retail landscape has undergone a remarkable transformation in
the digital age. With the convenience of online shopping, customers
can purchase almost everything with the click of a mouse or a tap on
a screen. Customer expectations have evolved along with their online
shopping habits. In today’s hyper-connected digital world, consumers
seek more than just a transaction; they crave personalized interactions
and ahumantouch evenintheir online experiences.For exclusively online
eTail brands, this places humanized customer service at the forefront of
their CX strategy.

Brand storytelling plays a pivotal role in humanizing eTail to maximize
online customer engagement. By crafting a compelling narrative that
resonates with their audience and is consistent across all channels,
retailers can humanize their online presence and establish a deep
emotional connection with their customers, boosting customer loyalty.

In this ever-evolving frontier of online retail, contact center agents
emerge as an often-underutilized resource for elevating a brand’s
storytelling efforts as they engage with online shoppers at each
touchpoint of the customer journey. Empowered frontline agents can
become compelling enablers of eTail brand storytelling, harnessing
the tools of authenticity, empathy, active listening, and emotional
connections to boost customer engagement and loyalty.

In this blog post, we explore the key elements that contribute to
humanizing the customer support experience in online retail. From
leveraging brand storytelling for consistent and authentic interactions
to empowering customer service agents as frontline ambassadors of
the brand’s narrative, we delve into strategies for fostering long-lasting
customer loyalty in the eTail industry.
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Crafting a Compelling Brand
Story to Forge Stronger Customer
Relationships

Brand storytelling is a powerful strategy for your
modern eTail business to succeed in establishing
meaningful connections with your customers. An
effective brand story encapsulates the essence of
your company’s history, mission, purpose, and core
values, weaving them together into a compelling
narrative that resonates with your audience. By
aligning brand stories with their business objectives,
eTailers can inspire action and foster a sense of
loyalty among their customer base.

Today’s customers are increasingly conscious of
the brands they support, viewing their purchases
as reflections of their own identities and values. By
bringing the brand story to life online, eTailers can
reinforce

Empowering Call Center Agents as
Enablers of Brand Storytelling

An essential aspect of brand storytelling lies in the art
of crafting personalized experiences for customers.
Customer service agents are well-positioned to
accomplish this. Through their interactions, they
have the chance to understand the customer’s
journey, preferences, and pain points. By tailoring their

By bringing the brand
story to life online,
eTailers can reinforce
shared values with
their customer base to
encourage support of
their brand.

responses to address these specific aspects, agents
can weave a narrative that aligns seamlessly with the
customer’s needs and aspirations. This personalized
approach fosters a sense of individual attention and
showcases the eTailer's commitment to cultivating
customer satisfaction (CSAT).

Moreover, customer service agents can turn challenging
situations into powerful opportunities for brand
storytelling. When faced with complaints or issues,
agents who handle these scenarios with empathy
and resolve can transform negative experiences into
positive ones. By taking ownership of problems and
finding creative solutions, agents can leave customers
with a lasting impression of the brand’s dedication to an
exceptional customer experience (CX).

These anecdotes of exceptional service become part of
your brand’s larger narrative, solidifying your reputation
as a brand that genuinely cares about its customers. In
this way,customer service agents become indispensable
enablers of brand storytelling, leaving a trail of satisfied
customers who, in turn, become brand advocates,
sharing their positive experiences online and amplifying
your brand’s message.
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Ready to create your

happiest customers yet?

Contact us today.

“Brand storytelling is a popular

term, but it misses the mark. Brand

conversation is more accurate.
Retail is a relationship between
a brand and the customer, not a
monologue from one side or the
other. Contact center agents
are the human face of that
conversation. When they are
able to feel and communicate

a brand’s purpose, they make
that conversation positive for
everyone.” — Dan Hoffman, digital
creative director at Five Below

Subscribe to the

85 Digitally

Irresistible

PODCAST

Best Practices for Integrating Storytelling Into
Call Center Operations

Prioritize open communication and consistent messaging in all
channels.

Breaking down the silo mentality and fostering collaboration between
internal teams and call center agents is key to delivering exceptional
customer support and building a cohesive brand narrative. By en-
couraging open communication and knowledge-sharing between
departments, your eTail brand can leverage valuable insights from
all sides to craft a holistic approach to customer service. Ensuring
consistent brand messages and sentiment across all customer
touchpoints reinforces your brand identity and fosters a sense of
reliability and familiarity. From website content to social media posts
to contact center interactions, a unified brand narrative improves the
customer’s perception of your eTail brand and reinforces your values
and mission at every turn.

Leverage the value of agent feedback for success stories to guide
storytelling strategies.

Call center agents, being at the forefront of customer interactions,
possess a treasure trove of customer anecdotes and success stories.
By incorporating these anecdotes into training materials and support
protocols, eTailers can equip customer service agents with the ability
to provide tailored and empathetic support and truly connect with
customers. These stories also serve as powerful social proof, a critical
asset for today’s eTailers, providing testimonials that strengthen the
eTailer's reputation and influence customer purchasing decisions.
Furthermore,successstories offerretail brands anopportunity toengage
with customers through two-way communication in customer service
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interactions. This interactive approach fosters a
sense of community and belonging, creating brand
advocates who are more likely to share their positive
experiences and promote your brand organically.

Leverage AI to optimize and personalize agent
coaching to align with your brand story.

Al-enabled coaching can further optimize and
personalize the employee and customer experience.
At iQor, we utilize AmplifiAT’'s AI-driven software
as a service (SaaS) platform to direct coaching
and training strategies for a number of clients.
AmplifiAT’s intelligent automation analyzes data to
provide actionable insights that empower
supervisors to more effectively coach

agents at scale through personalized
recommendations for each individual

agent. This empowers our teams to

focus on creating human-to-human

interactions that drive irresistible

customer service.

From Scripts to
Stories: Humanizing
the Customer
Experience With a
6-Step Approach to
Employee Training

In today’s customer-
centric landscape, many
eTail businesses are

mpowered frontline agents can become
compelling enablers of eTail brand
storytelling, harnessing the tools of

_authenticity, empathy, active listening, and

emotional connections to boost customer
engagement and loyalty.

moving away from traditional scripted interactions and
embracing a more humanized approach to customer
service. This six-step approach to employee training
fosters more storytelling and personal connections with
customers.

1. Provide ongoing brand education through
training and coaching.

Effective customer service starts with a deep
understanding of your eTail brand’s values, mission, and
culture. By providing ongoing brand education through
training and coaching strategies, employees stay
informed about the latest developments and changes,

ensuring they can confidently
represent your brand story in every
customer interaction.

2. Embrace active learning

strategies.
Active learning strategies,
such as role-playing and

practice sessions, play a crucial
role in developing essential
customer service skills. By
immersing employees in real-
life scenarios, they gain practical
experience, strengthening their
ability to think on their feet
and adapt to various customer
needs.
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3. Create engaging opening statements.

The first moments of a customer interaction are crucial
in setting the tone for the entire experience. Crafting
engaging and personalized opening statements helps
create an immediate connection with customers, making
them feel valued and heard.

4. Recognize and reward exceptional storytelling
efforts.

Recognizing and rewarding exceptional storytelling by
employees reinforces the importance of the human touch
in customer interactions. By acknowledging these efforts,
eTailers inspire employees to build authentic connections
and provide meaningful customer experiences.

5. Address challenges and provide solutions.

Employee training should also address challenges that
might arise when humanizing the customer experience.
These challenges may include overcoming resistance
to change, addressing language barriers and cultural
nuances, and creating opportunities for customers to
provide feedback for continuous improvement.

6. Offer resources for storytelling techniques.

To empower employees beyond rote scripts, eTailers
can offer resources and training on effective storytelling
techniques. By encouraging creativity and individuality
in customer interactions, employees can shape their
narratives to resonate with customers and leave a lasting
impact.

By embracing this six-step approach to employee training,
you can humanize the customer experience for your eTall
brand, foster genuine connections, and set your company
apart in the competitive market by integrating brand
storytelling into the delivery of exceptional customer
service.

Measuring Your eTail Brand’s
Storytelling Success

In the world of e-commerce, where brands strive to
connect with their customers on a deeper level, mastering
the art of storytelling is essential. How can you effectively

measure the success of your eTail brand’s storytelling
efforts? The answer lies in a combination of data-driven
insights and qualitative feedback.

Harness interaction analytics for valuable insights.

To gauge the effectiveness of your eTail brand’s
storytelling through call center interactions, leverage
interaction analytics. Monitor call center performance
metrics, customer queries, and sentiment to gain
valuable insights into how customers respond to your
brand’s narrative. Are they engaged and emotionally
connected? Are their inquiries resolved quickly and
effectively? Analyzing this data helps identify areas of
improvement and highlights the impact of storytelling
on customer experiences.

AtiQor, we leverage our proprietary interaction analytics
platform VALDI across a number of industries that
we support to help our clients mine every customer
interaction for this type of valuable data. VALDI uses
cloud computing, machine learning, and AI to provide
fully customizable real-time analytics guided by each
client’s individual and evolving needs. This data is
essential for guiding brand storytelling efforts that
succeed with your eTail customer base.

Gather qualitative customer
feedback and analyze
loyalty metrics.

Direct customer

feedback is a goldmine for
understanding how your
brand’s storytelling
resonates with
its audience.
Conduct
surveys and
pay attention
to reviews to
gather insights
into how
customers
perceive

your
eTail
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narrative. Additionally, closely analyze customer loyalty
and retention rates. Are customers returning to your eTail
website or social media pages, demonstrating a sense of
loyalty to your brand? Positive trends in these metrics
may indicate that your storytelling efforts are striking a
chord with your target audience.

Lastly, monitor social media engagement to gauge cus-
tomer sentiment and identify potential storytelling oppor-
tunities. Are customers sharing their positive experiences
and stories related to your eTail brand? Social media plat-
forms provide a rich environment for organic storytelling,
and creating opportunities for engagement can give you
a sense of how customers are receiving your brand’s nar-
rative.

Reassess KPIs to align with your target customer
base.

As your brand’s narrative evolves, so should your key
performance indicators (KPIs). Reassess and fine-tune
your KPIs to align with your target customer base and the
desired emotional responses you aim to evoke through
storytelling. Adjusting KPIs ensures that your metrics
align with your brand’s narrative goals and provides a
more accurate reflection of storytelling success.

The Human Connection: Why Call
Center Agents Are Crucial Characters
in the Customer Journey

Looking ahead, brand storyteling and customer
engagement are forecasted to continue evolving in eTail.
As technology advances, we can expect more immersive
and interactive online storytelling experiences that
leverage augmented reality (AR), virtual reality (VR), and
artificial intelligence (AI) to create personalized journeys
for customers. Social media will remain a critical platform
for organic brand storytelling, where customers share
their experiences and eTail brands curate narratives to
align with the evolving interests and values of their target
audience. As the e-commerce landscape becomes more
saturated, eTailers will likely rely more heavily on human
connections and authentic storytelling to stand out and
create a lasting impact on the customer journey.

In the fast-paced digital world of eTail, now is the time to
unleash the potential of brand storytelling in call center
operations. Empower your call center agents with the
tools to tell compelling stories that align with your brand’s
narrative and elevate routine customer interactions
into memorable experiences. Though your customers
will always be the main character in your eTail brand
story, your frontline employees play a mission-critical
supporting role for customer service that can set you
apart from the competition. By equipping them to excel
in this role, you can create an authentic and emotionally
resonant customer experience that fosters loyalty and
builds lasting relationships with your audience.
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Moreover, these meaningful connections enable
your frontline agents to turn customers into brand
ambassadors as well. Exceptional CX can inspire these
customers to share their positive experiences, acting
as brand storytellers. This word-of-mouth promotion
not only boosts sales but also strengthens customer
retention. Embrace the power of human connection in
call center operations to unlock your potential for brand
storytelling success and pave the way for a compelling
and customer-centric eTail future.

Experience the iQor Difference

iQor's omnichannel support experience helps retailers
and eTailers connect with customers on their terms.
Our CX experts partner with brands in the retail and
e-commerce industry to design intelligent channel
optimization strategies to ensure they align with customer
needs. From AI-powered agents to in-app messaging,
we apply automation where it matters most to exceed
customer expectations for hyper-personalized, seamless
omnichannel support.

iQor is a business process outsourcing company (BPO)
ideally suited to help retailers create amazing customer
experiences. iQor provides a comprehensive suite of
full-service and self-service scalable offerings that are
purpose-built to deliver enterprise-quality CX.

Our award-winning CX services include:

A global presence with 50 contact centers across
10 countries.

A CX private cloud that maximizes performance
and scales rapidly across multiple geographies on
short notice.

A partnership approach where we deploy agents
and C-level executives to help maximize your ROIL.
The perfect blend of intelligent automation for
scale and performance coupled with an irresistible
culture comprised of people who love to delight
your customers.

Virtual and hybrid customer support options to
connect with customers seamlessly, when and
where they want.

The ability to launch a customer support program
quickly, even when you need thousands of agents
ready to support your customers.

A Dbest-in-class workforce management team
and supporting technology to create a centralized
organization that can better serve your entire
business.

iQor helps brands deliver the world’s most sought-
after customer experiences. Interested in learning
more about the iQor difference? If you're ready to start
a conversation with a customer experience expert,
contact us to learn about how we can help you create
more smiles.
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Learn More About iQor’s Digital
Customer Experience Solutions at
WWWw.igor.com.
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