
Increase Empathy in Your Multigenerational 
Customer Experience Center
Achieving Success through Understanding 



Engage with us!

Select your audio settings 
and your speaker. Everyone 

will be muted during the 
webinar.

Audio Settings

Add examples, ask questions, or 
participate with the presenter 
and your peers. You can share 

your message with everyone or 
just one individual.

Use the QA feature for questions

Chat

If you have questions after 
the Webinar, send a message 
to vgates@playvox.com. We 
also would love to connect 

with you on LinkedIn!

Follow-up



Changing Customer Expectations



Study of 13,200 Consumers and 3,916 
Business Buyers, 29 Countries

● 88% feel trust is more important in times of 
change

● 73% expect companies to understand their unique 
needs and expectations

● 68% have purchased products in new ways over 
the past two years

● 71% have switched brands at least once in the 
last year

Taking a Pulse
How have Customer Expectations 
Changed?
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Source: Salesforce Research - State of the Connected  Customer, 5th edition, 2022



Taking a Pulse
Consumer Expectations

1,000 Consumers surveyed, age 18-65 
in the U.S.

•  96% will leave for bad Customer Service (CS)

• As a customer’s income rises, so does their 
willingness to switch brands

• For those under age 40, 57% felt customer 
service had improved in the last year

• For those over 40, only 41% felt customer service 
had improved

■ Over 40 prefer telephone

■ Under 40 prefer digital channels

• 62% are willing to pay more for good CS
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Source: Shep Hyken, The 2020 ACA Survey: Achieving Customer Amazement



What is Excellent 
Customer Service?
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Good
● Fast
● Knowledgeable

Great
● Trust
● Empathy
● Kindness
● Respect
● Feeling like a Valued Customer
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Emotional 
Intelligence
● Recommended Reading:

○ www.talentsmarteq.com

● Free EQ Quiz
○ Institute for Health and Human Potential 

(IHHP) - www.ihhp.com

“The ability to identify and regulate our 
own emotions, to recognize the emotions 
of other people and feel empathy toward 
them, and to use these abilities to 
communicate effectively and build healthy, 
productive relationships with others” 
- Harvard Health PublishingEmotional 

Intelligence 2.0
Team Emotional 
Intelligence 2.0

http://www.talentsmarteq.com


Tips for Leaders - Empathy
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Messaging to Your Teams:

• Each of us developing our Emotional Intelligence (EQ) is a healthy practice, and a personal asset

■ “Research from Harvard Business School demonstrated that EQ counts for twice as much as IQ and 

Technical Skills in determining who will be successful!” - IHHP

• There is no “right” EQ score. What matters is personal development

• Developing empathy, emotional intelligence, and active listening skills are key to exceptional CS

“Seek first to understand, then to be 
understood” 

- Stephen Covey, The 7 Habits of Highly Successful People



Current Generational Timeline
More than 50% of Today’s Workforce is Millennial or Gen Z

Baby Boomers
1946 - 1964

Optimistic

Gen X
1965 - 1980

Self-Reliant

Millennials (Gen Y)
1981 - 1996

Tech-Savvy

Gen Z
1997 - Present

Inclusive

B X Y Z
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Baby Boomers Gen X Millennials Gen Z

Preferred 
Communication

● Face-to-Face
● E-mail
● Phone Call

Preferred 
Communication

● Face-to-Face
● E-mail

Preferred 
Communication

● Text Messaging 
Apps

● Social Media
● E-mail

Preferred 
Communication

● Text Messaging 
Apps

● Social Media

Different Preferences and Perspectives

Sources: NTT Data, Gallup, Purdue University, Workforce Institute

Where you can - align communication channels to the customer preferences 



POLL:

In a Customer Service scenario, what is your preferred 
communication method?

a) In-Person
b) Phone Call
c) Video Call
d) Text Message
e) E-mail
f) Social Media Response
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Language that Shows Empathy

Source: Leslie O’Flahavan, ICMI, 20 WAYS TO EMPATHIZE WITH STRESSED-OUT CUSTOMERS, March, 2020

General Use
● “I would be upset, too.”
● “I realize how complicated it is to …”
● “I can imagine how frustrating that would be.”

If the Customer Reaction is over the top, but you still want to be 
empathetic
● “I can understand why you have followed up on this issue.”
● “I do realize that the [insert task name] process can be time-consuming.”
● “It certainly makes sense that you contacted me again to ask about this.”
● “I’m so glad you let us know about this.”
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Language that Shows Empathy

Source: Leslie O’Flahavan, ICMI, 20 WAYS TO EMPATHIZE WITH STRESSED-OUT CUSTOMERS, March, 2020

Social Media often Requires Shorter Responses
● "Oh no!"
● "That’s not right!"
● "That’s not what we like to hear!"
● "We’ve let you down, and we never want to do that."
● "Yikes! That’s not how we want our customers to feel."

And Don’t Forget - Reuse the Customer’s Words in Your Responses

Subscribe to our Blog at playvox.com/blog/ for additional great 
content on empathy and improving CX
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Tips for Leaders
• Create a culture where Empathy and EQ are 

recognized and celebrated

• Multi-Generational Roleplay
■ Make it Fun!

• Regular Training - Not just “One and Done”

• Weekly Agent EQ Success Stories

• Incorporate into Your Quality Assurance Processes
■ Checkout our blog “Building and Using a 

Customer Service Scorecard with Empathy 
Statements”

• Customer Testimonials
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Tips for Team Members
• Invest in the Training: Higher EQ = Greater Personal 

Success

• Practice empathy - ask yourself, “What would the 
perspective of my customer be, and why?”

• Ask for perspectives from teammates and personal 
contacts that are from different generations

• Review past customer interactions to continually 
improve

• Picture Your Customers

■ Keep photos nearby of loved ones that align with 
the generations you are serving



Workforce Engagement Management

Motivation
Recognize and reward your 
agents with points that they 
can exchange for gifts, based 
on their Quality, Coaching, 
Learning and overall Playvox 
results

Quality
Easily identify and prioritize 
areas for skill development 
in your customer service 
teams

Performance
Track agent performance and 
measure the impact of your QA 
process

Learning
Easily create and provide your customer service teams 

with courses, learning paths and quizzes to ensure 
continual skill development

Coaching
Solve and improve issues in 
quality, behavior, compliance, soft 
skills, customer experience, 
among many others

Customer AI
Uncover sentiment, intent and 
interaction topics with advanced 
text-based analysis and direct 
customer surveys

Workforce Management
Intelligently forecast, schedule, and 
monitor your workforce without the 
need of specialized resources or 
data analysts



How Can Playvox 
Help?
Motivation
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Recognize and Reward Agents 
Beyond Quality Scores

• Recognize agents with badges and leaderboards

• Award points for various activities such as 
creating Community posts, signing evaluations, 
completing coaching sessions

• Create a virtual water cooler with Communities

• Allow agents to share best practices and meld 
together as a team regardless of their location



How Can Playvox 
Help?
Learning
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Equip Everyone With the 
Skills to Excel From 
Anywhere, Anytime

• Onboard new team members, introduce 
new concepts, and close skill gaps 

• Meet  learning requirements the 
digital-native workforce with video and 
other multimedia courses

• Create individualized learning pathways 
with equal access for all



QUESTIONS?



Visit Our Resource Center
playvox.com/resources



How to Manage a 
Multi-Generational Team in Your 
Contact Center

- How to Manage & Motivate Millennials in the Contact Center 
- Building & Using a Customer Service Scorecard with Empathy Statements
- 31 Empathy Statements to Improve Your Customer Service
- How Retirees Returning to the Workforce Benefits Your Contact Center

Want to know more?
FREE EBOOK

playvox.com/resources

Visit our Resource Center



Poll



Join us for our next Webinar:

The Key to Offering a 
Frictionless End-To-End 
Customer Service 
Experience
Wednesday, July 27th
12 PM ET



Thanks!

Carver Matheidas
e-mail: cmatheidas@playvox.com


