
Building a Culture of Customer Service 
Excellence in Contact Centers

Most customers still prefer to speak to a real person as opposed to 
AI. Many agents now work remotely, increasing training difficulty. 
Companies prefer omnichannel over multichannel. Industries such 
as healthcare, government, and utilities have extremely complex 
processes. Customers have strong expectations from live, human 
agents for quick and efficient service, personalized interactions, a 
complete understanding of the product or service, empathy, first 
call resolution, and streamlined, comprehensive support.

One effective solution for businesses looking to build a culture 
of customer service excellence in their contact centers is 
ProcedureFlow. This platform provides a range of features and 
functionality that can help contact centers to overcome the unique 
challenges of the current market situation and deliver exceptional 
service to their customers. Voyage’s team of management 
consultants have deep experience providing and implementing 
omnichannel contact center solutions, with emphasis on elevating 
service, driving performance, and helping organizations embrace 
new and evolving technology. The Voyage team is a trained 
professional services partner to assist with implementation for 
ProcedureFlow’s solutions for clients, offering a range of features 
and functionality that can help businesses to build a culture of 
customer service excellence in their contact centers. 

One of the key benefits of ProcedureFlow is its single source of 
truth knowledge management base, which can increase agent 
productivity, improve proficiency, and reduce low-value work. 
This centralized knowledge base allows agents to quickly find the 
information they need to resolve customer issues, reducing the 
time spent searching for answers and improving first call resolution 
rates.

In addition, ProcedureFlow’s visual navigation system can reduce 
agent effort, improve engagement, and shorten training time. 
By providing a visual representation of complex processes and 
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procedures, agents can easily understand and follow the steps 
required to resolve customer issues. This helps to improve agent 
engagement and reduces the time spent training new agents. 
Voyage’s contact center consultants will work closely with 
your agents to learn and leverage ProcedureFlow’s CX solution 
offerings, transforming your contact center into a strategic asset 
that drives customer loyalty and business growth. Our goal is to 
help our clients unlock the full power of this technology, designing 
and implementing a customer-centric approach that optimizes 
processes and develops the skills of your frontline employees.

ProcedureFlow offers prebuilt integrations into Agent Assist to 
provide real-time conversation guidance using visual knowledge. 
This feature allows agents to quickly access the information they 
need to resolve complex customer issues without having to put the 
customer on hold or transfer them to another agent.

Finally, ProcedureFlow’s solution allows businesses to increase 
agent productivity by embedding authenticated integration with 
other systems on one screen or channel. This feature helps agents 
to quickly access the information they need from various sources, 
reducing the time spent switching between different applications 
and increasing efficiency.

ProcedureFlow’s solutions provide businesses with a range of 
features and functionality that can help build a culture of customer 
service excellence in their contact centers. By improving agent 
productivity, proficiency, and engagement, Voyage Advisory and 
ProcedureFlow can ensure that businesses can deliver exceptional 
service and meet the ever-increasing expectations of their 
customers. 

Creating a culture of customer service excellence is essential 
to delivering exceptional service and driving customer 
loyalty. In this article, we explore how Voyage Advisory 
and ProcedureFlow, can help businesses build a culture 
of customer service excellence in their contact centers, 
including tips on training, coaching, and motivation.

Together, Voyage Advisory and ProcedureFlow look forward 
to breaking operational boundaries and improving the way 
employees consume procedural knowledge.
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