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Executive Summary

In today’s federal environment, mission continuity depends on the people who deliver it. Contact center agents
are the first line of response for veterans, employees, retirees and citizens who depend on timely, accurate and
empathetic service. Yet many operate within rigid workflows that limit flexibility, feedback and professional
growth. When training is static or recognition rare, both service quality and morale decline.

At OxfordGC, we recognize that empowered agents are central to reducing mission risk. Our model integrates real-
time coaching, skill-based routing and gamified learning to create an adaptive workforce that is confident,
motivated and aligned with mission outcomes. By linking empowerment to operational governance, we
strengthen retention, accelerate first-call resolution and ensure every interaction reinforces trust and resilience
across programs.

The Challenge: Workforce Strain and Operational Risk

Federal contact centers manage millions of inquiries each year across complex benefit, eligibility and compliance
programs. Agents face constant change, shifting policy and the unpredictable pressures of serving the public.
Without structured coaching and continuous learning, performance becomes inconsistent and service recovery
suffers. Common risk factors include:

Inconsistent Tier | and Tier Il resolution that increases rework and service recovery demands
Limited surge capacity during seasonal or policy driven spikes

Delayed feedback that prevents meaningful skill development

High attrition caused by repetitive work and lack of recognition

These demands compromise both mission delivery and public trust. Sustainable improvement begins with an
environment that values and equips the people responsible for performance.

A Better Path: Mission Enablement as a Strategic Capability

Agent enablement is a strategic capability that protects mission continuity. OxfordGC embeds empowerment
directly into our delivery framework through three integrated practices:

Real Time Coaching
Supervisors monitor live interactions and provide immediate, constructive feedback

Skill-Based Routing
By matching inquiries to the most qualified available agent, programs achieve faster resolution and improved
accuracy

Gamified Learning and Recognition
Interactive learning paths and performance challenges make professional development continuous and
rewarding

Together these practices reduce turnover, elevate service recovery and strengthen operational resilience.
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Our Framework: Aligning People, Processes, and Purpose

Empowerment succeeds only when itis built on disciplined, measurable structures that connect individual

performance to mission outcomes.

People

Continuous coaching, cross-training and professional development ensure adaptability and empathy across all

participant interactions.

Processes

Feedback loops, analytics dashboards and standardized performance reviews sustain accountability and embed

quality controls from day one.

Purpose

Empowered agents not only resolve issues quickly but recover at-risk experiences before they escalate into

dissatisfaction or complaint.

Outcomes That Matter

Programs that invest in agent empowerment consistently demonstrate measurable results:

e First-contact resolution rates above 90 percent through smarter routing and real-time coaching

e Nodisruption during surge cycles or system transitions
Higher employee satisfaction and retention driven by recognition and growth opportunities

* Predictive staffing and continuous learning that prevent backlogs and reduce rework
e Strengthened trust through consistent, empathetic and complete service delivery

These outcomes confirm that reducing mission risk begins with equipping and sustaining the workforce that

delivers the mission every day.

Conclusion

Mission assurance is not achieved through technology
alone. Itis secured by people who are trained,
supported and empowered to perform with
excellence. When coaching, recognition and
accountability are woven into daily operations,
contact centers become more stable, responsive and
trusted.

Let’s start the conversation. Oxford has agent
enablement solutions designed to integrate quickly,
scale confidently and deliver measurable impact from
the first contact forward. Let’ Let’s connect for a 20-
minute session to explore how our team of contact
center and technology experts can help your agency
strengthen service delivery, reduce mission risk and
build a resilient workforce that turns every interaction
into a moment of confidence and care.

Empowered Agents, Resilient Missions: Reducing Risk Through Training, Coaching and Continuous Engagement

About OxfordGC

OxfordGC is a privately held, SBA VetCert-
certified Service-Disabled Veteran-Owned
Small Business (SDVOSB) delivering
innovation, automation, and efficiency
across industry and government. For nearly
20 years, our team has advanced defense
and citizen services missions by integrating
technology and operational solutions
within retirement, contact center, loan
servicing, financial case management, and
healthcare programs. Our work supports
some of the most complex and high-
Impact programs in government, serving
veterans, service members, and citizens
nationwide.
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