
Customer Care

HUMANE
Customer Care

HUMANE

by David Hurwitz, Chief Marketing OfficerWhite Paper



Humane Customer Care 1

Introduction
Customer Care is in a state of crisis: often bad for customers 
and worse for care agents. Indeed, the 2020s have been the 
worst of times and, well, the worst of times.

First, we consumers know how bad it’s gotten to be as a 
customer. I, myself, spent a chunk of June and July trying 
to connect with my bottled water supplier’s customer care. 
Hours went by as my iPhone XS sat on the desk next to 
me, speaker on, volume down, an endlessly repeating hold 
message spewing forth ad nauseam.

“Hold times are longer than usual. We apologize.”

After half a dozen times, the apology was no longer 
accepted. After 20, it was reviled.

Customer Care Agents in Crisis
Now we also know how bad it’s gotten to be as a customer 
care agent. A recent ProPublica exposé describes the terrible 
pressure some are under. 

“We’re Not Allowed to Hang Up”: The Harsh Reality of
Working in Customer Service documents the 21st century 
equivalent of 19th century piece-work that is life for home-
based customer care agents. Well, maybe not all customer 
care agents, but the ones profiled in the article are hating 
life, that’s for sure.

In short, customer care in 2021 is in crisis for customers 
and agents alike.  Our time wasted, our feelings ignored, we 
sublimate our humanity to the pursuit of resolution. 

What’s going on and what can be done about it? A nation on 
hold needs to know.
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https://www.propublica.org/article/not-allowed-to-hang-up-the-harsh-reality-of-working-in-customer-service
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What’s going on is a terrible mismatch between the 
demand for customer care and the supply of customer care 
agents. In our bizarre 2021 labor economy, customer care 
operations lost many of the agents they once employed, and 
now can’t hire near enough to replace them. The result is 
hell for everyone, customer and agent alike.

Oh, yeah, one other thing. Many of the engagements that 
human agents handle are beneath them. We’re talking 
soul-sucking robotic response stuff.  Hence, agents hate 
what they do because it is repetitive, yet must be performed 
quickly and flawlessly. 

Performing robotically, quickly and flawlessly in the face of 
often angry and frequently clueless customers, while being 
monitored 100% of the time, is an inhumane expectation. 
If this were a movie, it would be the 21st century remake 
of Charlie Chaplin’s Modern Times. Instead of an industrial 
worker wrestling a giant gear or trying to keep up with a 
speeding conveyor belt, customer care agents must keep up 
with a tsunami of routinized engagements and wrestle with 
endemic boredom.

Top left: Charlie Chaplin in Modern Times 
Image credit: Museum of the City of New York

Customer Care Agent in Present Times

Supply & Demand:  
Out of Balance & Out of Harmony
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AI Rescues Customer Care 
Into this bleak cul-de-sac of post-industrial society rides 
an unlikely hero, a deus ex machina ready for its closeup. 
I speak, of course, of Artificial Intelligence, A.I. as Steven 
Spielberg styled it. Not just any AI, but Conversational AI, 
the highly evolved descendant of yesteryear’s Tinkertoy 
chatbots. Conversational AI is most significant — and 
relevant to the customer care crisis de jour — because it 
enables a conversational interface. And it turns out that 
a conversational interface is the best way for humans to 
interact with systems, especially on phones.  

Got that point about the impending primacy of 
conversational interfaces? I think it’s true and so does 
Gartner, a rare convergence of conviction.1

However, conversational AI alone is not enough to 
rescue customer care from crisis. It must be coupled with 
automation and presented within a graphical-user-interface. 
How epochal can the advent of a GUI be? Ask a boomer 
what it was like when Steve Jobs mic-dropped the Macintosh 
on a world that had never seen a GUI, let alone clicked a 
mouse. It was a revelation that triggered a revolution, that’s 
what it was like.

So follow me now: Delivering conversational AI through a 
GUI in 2021 is the 21st century reincarnation of the Mac 
hitting the computing world in 1984, or thereabouts.

Conversational AI that includes automation and is presented 
within a GUI creates Conversational GUIs. Alternatively, 
you can call them Superpowered Digital Assistants,  
Superpowered Chatbots or even Next-gen 
Conversational AI if you’d like.2

Just don’t call them late to the party if you’re running a 
customer care operation. Woe be it if a competitor beats 
you to the punch. Your market hangs in the balance, not to 
mention your job.

1 Gartner Hype Cycle for Natural Language Technologies, 2021, by Bern Elliot, Anthony Mullen, Adrian Lee, 
Stephen Emmott. Published July 21, 2021.

finish my claim

Welcome to back Brookline Insurance, 
how can I help you today, Peter?

Looks like all I need from you is a 
signature. Use your finger to sign 
in the space below.

Brookline Insurance

9:41

Sign Agreement

Sign Full Legal Name

Sign Agreement

Pypes: World’s First 
Conversational GUI

2  Conversational GUIs are created in, delivered by and optimized from cloud-based Customer Engagement 
Platforms, e.g., the Pypestream Platform.
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3 Pypestream customers typically deflect up to 80% of call center engagements through use of state-of-the-art 
Conversational GUIs called Pypes.

Restoring Care to Customer Care 
Now let’s put 2 & 2 together. Conversational GUIs typically 
handle 80% of all customer care engagements, deftly, 
consistently and cheaply.3 About that last, cheap here doesn’t 
mean lame. It means high quality delivered inexpensively, 
really inexpensively, so you can save big bucks and put those 
savings to better use, like meeting budget.

When Conversational GUIs handle 80% of your 
engagements, your customers are happier, way happier, 
skyrocketing NPS happier. Why? Because their needs 
get met quickly and competently and deftly and reliably, 
and they no longer get put on hold. They get treated like 
humans again. Word to the wise: People like to be treated 
like humans.

Sure, they may still escalate to human agents 20% of the 
time. But, that’s down from 80% now, which means your 
agents (“We few, we happy few.”) have a fighting chance to 
take care of them in timely fashion, and to avoid the soul 
crushing experiences described in the ProPublica exposé. 
Thus, agents will be easier to retain.

Oh yeah, you won’t need nearly as many agents as you 
think you need right now. Given that it’s just this side of 
impossible to hire agents in ’21, that’s a damn good thing.

In short, Conversational GUIs restore care to customer 
care. They make it safe for humans again, and not a 
moment too soon. 
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About Pypestream
Pypestream is transforming the way brands do business. 
And customers? They love it. 

That’s because Pypestream is setting a new standard for 
conversational AI. One that enables customers to engage with 
your business in a way that is hyper-personalized and actually 
enjoyable. The result: less wonky robotic talk and more love for 
your brand. 

Pypestream was born from the desire to improve the way 
companies interact with their customers. Today, customer 
experience is everything. Deliver a poor CX, and you might 
as well kiss your customer goodbye. With chatbots becoming 
the norm, the goal was to bring real humanity back into the 
mix, putting it at the helm of a brand’s digital interface. Enter: 
the Pype, a Conversational GUI that is the first human-like AI-
powered technology of its kind. In fact, it’s so good, it’s patented. 
The Pypestream Platform is a complete end-to-end solution 
that enables brands to engage with customers instantly, on any 
channel, at any time. It’s attracted the likes of ADT, HBO Max, and 
Proctor & Gamble to  Pypestream’s growing customer base. 

People are at the heart of all Pypestream does, from the 
customers engaging with their favorite brands, to the people 
behind the brands themselves. The platform puts end users’ 
needs first while giving your employees the opportunity to do 
what they do best—real human tasks—and leveraging AI to 
handle the rest. A one-of-a-kind solution, Pypestream clears the 
way for more humanity, more love, more care—throughout the 
customer experience. 

Because customers deserve better.
And great brands do, too.

CLICK TO GET IN TOUCH
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