
Chief Information Security Office 

Migrate your contact center to 
the cloud to elevate employee 
and customer experiences
Contact Center as a Service (CCaaS) is a 
multichannel employee and customer engagement 
solution from Kyndryl Digital Workplace Services

 Modernize operations and empower your contact center 
agents to deliver exceptional customer experiences for 
improved customer loyalty

96%
lower average ticket 
resolution time was 
seen by a financial  
firm using AI to  
automate service  
desk interactions 1

85%
of executives agreed 
that improved employee 
experience translates 
into better customer 
experience and higher 
revenues 2

70%
of employees say there 
is room for improvement 
at work with their digital 
tools and technology 
experience 3

Enhance with value-
added services 

Augment your cloud 
contact center instance 
with experience  
journey consulting,  
cognitive services,  
workflow orchestration,  
and enterprise digital 
experience management.

Cloud-first  
approach 

Migrate to a highly 
scalable, agile, security-
rich solution. Kyndryl 
partners with leading 
contact center platform 
providers to help you  
attain faster cloud  
adoption.

Measure key  
performance

Kyndryl provides 
customers with the ability 
to measure the success 
of our relationship in 
real-time based on key 
performance metrics.

“Know-me” 
unified agent 
interface  

Enable agents to understand  
the customer's IT experience  
to deliver personalized  
service

Analytics, 
automation, 
and cognitive 
solutions 

Integrated insights across  
multiple channels help  
agents deliver exceptional  
customer service

Move beyond 
SLAs to XLAs

Measure real-time performance  
for experience level agreements  
(XLAs) based on what’s key to  
your users  

Strong global 
partnership 
ecosystem

Kyndryl works as one team with 
companies, such as AWS, Microsoft®, 
and Five9 to seamlessly rollout  
your solution

Build a more 
efficient contact 
center

Help reduce your contact center  
costs and complexity with agile,  
scalable, security-rich solutions  
and support

Omni-channel 
visual IVR

Smart routing to optimal resource  
with visual Interactive Voice  
Response (IVR) regardless of chat,  
phone, or mobile engagement

Kyndryl  
CCaaS

Kyndryl is uniquely qualified with deep expertise to  
meet you where you are in your cloud journey. We help you 
migrate to cloud rapidly to transform your contact center

Simple-to-use self-service tools across multiple channels 
support quick adoption and can help you lower total cost  
of ownership and optimize ROI

Global live agent chat coverage coverage connects  
agents and customers around the world in compliance  
with local regulations

1    CIO, “Enabling the distributed workforce”, Kyndryl eBook Digital Workplace, February 2022
2 IDC: Employee Experience and Customer Experience – What is the Connection?  September 17, 2021
3 Qualtrics and ServiceNow: Feedback-driven technology experiences for a new era of work, November 2022

Learn more at the Kyndryl Contact Center  
as a Service webpage or contact  
your Kyndryl representative. 
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Three common cyber scams  
Email Phishing, Text Smishing, or Phone Call Vishing 

 What do these have in common? 

- Look legitimate and real.  
- Attempt to trick or urge you to click a link, download a file or share 

sensitive information. 
- Pretend to be someone you trust (e.g., your bank, the Police, the 

government, family, friend). 
- Aim to steal your passwords and information, cause financial damage to 

you or your company. 

By the time you open the Email, read the Text, or answer the Phone call, the 
cyber-criminals may have some information on you already. That is why they often 
sound very convincing and legitimate; but they still need more from you to steal your 
money or gain full access to your accounts and information.  

By the time you open 
the Email, read the 
Text, or answer the 
Phone call, the cyber-
criminals may have 
some information on 
you already! That is  

By the time you open 
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you already! That is  

- Sense of urgency and 
threat using emotionally 
appealing language. 

- Requests to verify or send 
sensitive information. 

- Suspicious hidden URLs. 
- Incorrect email 

addresses.  
- Poor grammar or 

misspellings. 

 

Recognize the 
Warning Signs: 

- Investigate by hovering 
over the links. Never click 
on them. Never call back. 

- Pause, are you expecting 
to be contacted? Even, if 
the answer is yes, verify 
and confirm the sender 
with legitimate sources. 

- Do not be scared or 
bullied into taking action.   

Pause & Be 
Cautious: 

: - Report the fraud via 
country specific official 
links and phone numbers. 

- Hang up the phone and 
call the legitimate 
company that is being 
impersonated or log in via 
separate legitimate link. 

- Ask for help, tell a friend, 
or loved one. 

Report Suspicious 
Activity: 

 

Avoid getting phished, smished, or vished with three 
simple steps: 
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Enhance your employee 
experience with Digital      
Workplace Services
Hybrid work is here to stay
 Organizations are optimizing employee digital 
experiences to foster collaboration, culture, and 
productivity for all employees—wherever they  
need to work.

Marketplace 
facts

92%
of employers  
worldwide said the 
employee experience 
will be a priority 
through 20241

42%
of organizational  
leaders pointed to lack  
of IT support as the 
biggest IT challenge  
to supporting remote/ 
hybrid workers 2

37%
of employers  
 worldwide said the 
Covid-19 pandemic  
had a negative impact  
on organizational  
culture 1

Kyndryl can help. Let’s co-create a digital workplace    
that puts employee experience at the center.
Our experts and open technology platform can provide the scale, security,  
and expertise to deliver enhanced digital experiences for your employees  
to help fuel collaboration, productivity, and enable an inclusive  
hybrid workplace culture. 

IT Support  
Services

Build cognitive capabilities and automation  
into your IT support strategy and enhance 
employee experience by proactively  
resolving issues before they occur.

Workplace 
Collaboration 
Services

Extend the security features of your  
office wherever your employees work,  
unlocking communication and interaction  
from anywhere.  

Modern Device 
Management 
Services

Streamline device management with a  
single, end-to-end service for virtually all  
employee devices, operating systems, and 
ownership models.

Desktop 
Virtualization 
Services

Empower employees with cloud-based  
access to business applications through a 
security-rich, hosted virtual desktop solution.

Kyndryl Consult -  
Digital Workplace 
Services

Accelerate your journey to a modern and 
secure digital workplace with strategy and 
implementation expertise to help improve 
employee and customer experiences.

Contact Center 
as a Service 
(CCaaS)

Improve customer loyalty, modernize your 
business operations, and empower your contact 
center employees with a state-of-the-art 
omnichannel contact center solution.

Kyndryl Digital Workplace Services in action 

Enhance employee experiences 
and productivity - A multinational 
petroleum company improved  
end-user experience impacts by 30%

Decrease number of support  
incidents - A government agency 
reduced the number of monthly  
service desk calls by 50%

Speed up device deployment   
A public sector customer deployed  
over 25,000 devices in one week

Shorten time to process service 
requests - A financial services firm 
reduced the average time to resolve 
service tickets by 96%

Reduce device management  
and support costs - A large retailer 
reduced device management  
costs by 30%

For more information, please contact  
your Kyndryl representative. 

Visit the website  
kyndryl.com/services/digital-workplace
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1 Employee Experience Survey, Willis Towers Watson, June 2021
2 Driving Bottom-Line Value by Linking Customer Experience to Employee Experience, IDC, January 2022

Phishing Emails  
are designed to appear to come from a legitimate source, 
like Netflix customer support, a bank, PayPal, or another 
recognized organization. The devil is in the detail like the 
sender’s URL, email address, an email attachment link, etc. 
Pause and be cautious: don’t click. 

Smish  

is a fraudulent SMS, social media message that ask the 
recipient to update their account details, change their 
password, or tell them their account has been violated. The 
message includes a link used to steal the victim’s personal 
information or install malware on the mobile device. Pause 
and be cautious: don’t write back. 

 

Vish  
uses a phone call with a cyber-criminal posing as support 
agent informing the victim about an apparent suspicious 
activity on her account in the first stage.  

In the second stage the victim is urged to download a file or 
give away sensitive information threatening that their account 
will be suspended if they don’t respond.  

In the final stage the attacker gains full control over the 
victim’s devise. Pause and be cautious: don’t click. Pause and 
be cautious: don’t call back. 
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automate service  
desk interactions 1

85%
of executives agreed 
that improved employee 
experience translates 
into better customer 
experience and higher 
revenues 2

70%
of employees say there 
is room for improvement 
at work with their digital 
tools and technology 
experience 3

Enhance with value-
added services 

Augment your cloud 
contact center instance 
with experience  
journey consulting,  
cognitive services,  
workflow orchestration,  
and enterprise digital 
experience management.

Cloud-first  
approach 

Migrate to a highly 
scalable, agile, security-
rich solution. Kyndryl 
partners with leading 
contact center platform 
providers to help you  
attain faster cloud  
adoption.

Measure key  
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to measure the success 
of our relationship in 
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Kyndryl is uniquely qualified with deep expertise to  
meet you where you are in your cloud journey. We help you 
migrate to cloud rapidly to transform your contact center

Simple-to-use self-service tools across multiple channels 
support quick adoption and can help you lower total cost  
of ownership and optimize ROI
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agents and customers around the world in compliance  
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