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CUSTOMER SERVICE BEST PRACTICE

IVR: Agent Opt Out
OFFERING CUSTOMERS A WAY OUT CAN ACTUALLY DRIVE THE RIGHT 
TYPE OF CONTAINMENT.

BEST PRACTICE IN ACTION

Want more best practices from J.D. Power’s customer service advisory team? 
Check out our video series with certified top performers 

and join our mailing list to get the latest insights in your inbox.

It’s because they want to attract customers who 
would benefit from using IVR as a self-service or 
routing mechanism, but may not know it yet. 
Sound counter-intuitive?

Most assuredly, your customer base will include people who are on the fence 
about using IVR self-service since they have had horrible experiences with it 
in the past. The beauty of offering the agent opt out is that it reduces stress 
for these customers since they don’t feel like they will be locked in IVR jail 
with no escape. The goal should be to entice customers 
who in the past would have been hitting zero or the 
pound button immediately to give the channel a try first. 
Once they’ve given you that chance and your IVR has 
gotten them the information they needed, you’ll have 
turned that customer into someone who is comfortably 
utilizing your service channels moving forward. 

The key takeaway here is that options are powerful. It’s 
important that you build up customer interactions with 
multiple service channels by not only providing a great 
experience to the customers who are already using them, but 
to ensure that customers who aren’t using them understand 
that they can easily opt out. This gives them the safety net 
that will make them comfortable giving it a try.

Another best practice that we are seeing from top performers is around 
agent opt out. The first step to seeing results with agent opt out is to 
establish perception of it’s availability. In top performing companies, 
79% of their customers perceived that they had the opportunity to opt out 
and get directly to a rep during their interaction with the IVR. Compare that 
with only 42% of lower performing companies. That is a big difference. 

For companies who are attempting to compete and win through a better 
level of service, it is not enough to have an agent opt out available but not 
announced. In the above example, our client ABC did offer an opt out, but it 
was not easy to get to, and a low percentage of customers were aware of it 
or found it. This doesn’t exactly scream low customer effort.

Agent Opt Out

Why are top performers offering 
agent opt out options?
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The goal is to create a wide variety of service options that 
allows your customers to choose the channels that will help 

them achieve what they want. 

https://www.jdpower.com/business/resource/best-practices-certified-top-performers
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