
ESSENTIAL SOFT SKILLS FOR CX 
The Coronavirus pandemic has shown us:

WHAT ARE SOFT SKILLS?

SOFT SKILLS:

The non-technical skills that relate to how you work

Go beyond just ‘being nice’. 
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The importance of:
technical skills + interpersonal skills

Different routines 
= a new way of connecting 
with colleagues

Take time and effort to learn

Often underestimated

THE IMPORTANCE OF SOFT SKILLS FOR CX

The Importance of Soft Skills Training Today

type of training staff should receive.

The Covid-19 Pandemic has shown a greater need for soft skills in CX

When to Use Tech vs the Human Touch

The lockdown period has provided the perfect storm to test and develop soft skills.

A genuine willingness to help
investigating the problem and 
actively working with other teams

Finding the balance between the hard and soft skills is essential.

Soft skills are and will continue to be crucial to succeed in a competitive job market.

Interpersonal skills
Teamwork

Time management

Productivity

Negotiating

Conflict management

Harder to define

Taken for granted

of employers/ organisations 
don’t offer soft skill training, 
or training that teaches 
essential communication skills.

COVID-19 is giving businesses 
reason to ramp up this training 

(among others) quickly. 

Customers are expecting 
compassion and empathy 

when interacting with 
customer service.

Mastering these skills 
effectively during the pandemic 

will be valuable investments 
in development which 
will transcend the crisis.

The consumer market has 
shifted to online interactions

Customer service interactions 
have increased - greater need

for the eloquent touch of soft skills. 

Analyse frequently asked questions!

How do we develop user-friendly 
chat bots and self-service pages?

help consumers find 
their answer quickly 
and efficiently

Empathy
the desire to really understand 
another’s point of view 
and needs

Communication
Cross-communication between 
customer and business

Emotional Intelligence
Be aware of other people’s 
emotions while also being aware 
of your own

Integrity
managing expectations 
builds trust

Problem-Solving
finding solutions with a willingness 
to help even if the solution does 
not immediately present itself.

Stress Management 
The ability to manage stress 
and direct it towards 
constructive efforts.

Listening Skills 
Practice active listening 

BENEFITS THE:

bringing soft skills
to the forefront

Problem solving

Are natural to some people

Can be learnt over time 

Often neglected in personal 
development goals and reviews.

Improve with continuous use

MOST NECESSARY
 have been identified by employees as the

Need to find the balance between 
chat bots and customer service.

Chat bots Customer 
service

lower customer 
service wait times. 

CRUCIAL SOFT SKILLS THAT ALL BUSINESSES SHOULD BE DEVELOPING IN THEIR EMPLOYEES 

?

SOFT SKILLS

Leadership soft skills:
integrity, decision-making,
problem-solving,
ability to teach and mentor

These inspire others to act on 
ideas or customer feedback in 
order to generate overall success. 

FINDING THE BALANCE

Difficult to quantify and certify

Customer’s overall experience Organisational culture.

Individual’s personal development 

and career path

Hire the right person
The right fit for your team and 
your strategic objectives

A new hire should have 
the ability and willingness 
to be taught these skills

Organisation as a whole  


