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Improve Customer Satisfaction, 
While Reducing Agent Turnover

Adapting to Change: Pressures 
on the Contact Center
Customer contact centers are under increasing 
pressure every day. In a world where customers 
expect prompt and comprehensive service 
24x7, contact centers are critical touchpoints for 
customer retention. At the same time, call volumes 
have increased and self-service channels vet 
the toughest calls and pass them to agents. 

Agents are forced to manage more calls in the 
same amount of time and deal with delays in 
gathering customer data from disparate systems, 

all with a frustrated caller on the line. A delay in 
retrieving data or system downtime can impact 
a call rating and lower the agent’s customer 
satisfaction score — impacting job satisfaction. 

With all these pressures, it’s no wonder that 
agent turnover is high, increasing the chance 
of losing valuable agent experience and top 
performers. And the cost of filling open agent 
positions really adds up: onboarding, training 
and the opportunity cost of handling customer 
calls — all impacting the bottom line. 

“Customer care is our obsession.  
Quality is our obsession. Human workers 
working hand in hand with digital workers 
is the way we’ve transformed our customer 
care areas. Our people feel their work is 
better with digital workers and the results 
are incredible.” 

Javier Magdalena 
Director of Automation and Process Simplification Telefónica
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Delighting Customers and 
Empowering Agents
With deep expertise in robotic process automation 
(RPA), Blue Prism recognizes the challenges of 
today’s contact centers. Blue Prism® Service Assist 
provides a complete automation layer inside the 
contact center ecosystem. The solution provides a 
unique, lightweight approach to call center solutions 
because digital workers work within existing contact 
center investments, without impacting daily business 
operations. Blue Prism Service Assist is a highly 
secure and scalable enterprise solution enabled by 
Blue Prism digital workers and purpose-built for the 
contact center.  

Digital workers act as digital assistants to contact 
center agents and virtual channels, helping to 
accelerate and enhance the customer experience. 
Digital workers seamlessly communicate with agents, 
back-office systems, legacy data solutions, chatbots, 
webforms, interactive voice response and other 
customer experience tools to provide a 360-degree 
view of the caller. 

Service Assist significantly reduces the time it takes 
to resolve a request, while providing the highest 
levels of privacy, security and compliance. With 
Service Assist, call agents see the most updated 
customer information in one place. This helps them 
make the right decisions in a timely manner, while 
passing manual, repetitive tasks to the digital worker 
so they can focus on engaging with the caller.

360°
Dynamic screens

with relevant data 
100 percent web-based

No-code, drag-and-drop 
workflow automation
One tool for quick delivery 
and coordination

Web and mobile integration

Auditable
Orchestration to ensure a 
digital worker is available
On-premises, cloud and hybrid

360-degree view of the caller
Predictive data retrieval

Chatbot integration

Pre-built plugins for artificial 
intelligence and backend

Next best action

Integrated call scripting
Asynchronous work pop-ups

Digital workers push
updates during a call

Service Assist provides a complete automation layer inside the contact center ecosystem
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Alleviating Call Center Pressures
With digital workers in the background, customer 
data is pulled from multiple, backend legacy systems 
simultaneously and into a dynamic, simple and secure 
web-based agent user interface. The agent receives a 
360-degree view and context of the caller, facilitating 
the customer experience.  

Service Assist integrates into other agent desktops/
customer relationship management systems and web-
based IT Service Management Software tools such as 
Salesforce, ServiceNow, Microsoft and leading contact 
center solutions. To amplify the customer experience, 
Service Assist also integrates with chatbot, web, mobile 
and Interactive Voice Response self-service channels. 
Workflows are improved with speech analytics, 

BLUE PRISM DRIVES BUSINESS VALUE, 

SAVINGS AND SATISFACTION

• Reduced average handling time by up 
to 75 percent 

• Up to 40 percent in operational savings

• Faster first call resolution 

• Improved customer satisfaction index 

• Smooth agent experience

• 360-degree caller view

• Digital workers handle after-call work

• Reduce agent training by up to 50 percent

• Reduced attrition and onboarding costs

• Increased customer retention and revenue growth

• Greater privacy and data protection

• More flexibility with web-based agent user interface
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Blue Prism is the global leader in intelligent automation for the enterprise, transforming the way work is done. 
At Blue Prism, we have users in over 170 countries in more than 1,800 businesses, including Fortune 500 and 
public sector organizations, that are creating value with new ways of working, unlocking efficiencies, and 
returning millions of hours of work back into their businesses. Our intelligent digital workforce is smart, secure, 
scalable and accessible to all; freeing up humans to re-imagine work.

Learn more about 
Blue Prism Service Assist at 

www.blueprism.com 

“Service Assist is a powerful 
contact center automation 
technology that allows activities 
to be processed by virtual 
agents while customers are 
actively engaged with 
frontline employees.” 

Hiba Abdou 
Head of Technology and Intelligent 
Automation at Burnie Group. 

next-best-action sentiment analysis, natural language 
understanding/natural language processing and more. 

During and after the call, digital workers automatically 
update customer records, so agents can move to the 
next caller. The scalability of Blue Prism Service Assist 
helps support hundreds to thousands of agents and 
millions of customer interactions with Blue Prism’s 
centralized digital workforce. 

• Helps digital workers gather data from multiple sources
• Streamlines customer calls
• Enables faster call initiation and information transfer
• Ensures prompt and targeted support for customers
• Reduces average answer and call handling times 
• Automates routine and repetitive tasks
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