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Introduction
In todays’ high-tech, always connected, omni-channel world, customers
expect seamless service across all communication channels. Fortunately,
new technology is available for contact centers. This next generation
technology allows managers and employees to keep up with customer
needs and offer the seamless service customers expect.
A significant feature of this next generation of communication solutions is
the ability to provide the highest levels of customer service regardless of
communication channel. This eBook will help contact center managers
understand how to evolve from a single-channel call center to an omnichannel contact center, and how to leverage data to improve the
customer experience, vital information that can be utilized in every aspect
of a business plan.

This next generation technology allows
managers and employees to keep
up with customer needs and offer the
seamless service customers expect.
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Call Center vs. Contact Center
Call centers are invaluable assets in building and maintaining customer relationships.
Call centers provide a live point of contact for customers, and customers will stay loyal
to companies when they know issues can be resolved over the phone. Call center
employees are built-in brand ambassadors who share accurate information about
a company, and help to bolster brand strength when speaking with customers. Call
centers are also cost-efficient whether operated in house or through outsourcing.
Although the benefits of a call center are many, there are challenges for call center
management and employees in a world where customers are better informed and
ever more demanding about products and services. A few limitations of most current
call centers include:
• Customers can only connect through phone calls.
• Personnel may not always be in touch with what is happening in the
company as a whole.
• Some widely publicized negative customer interactions have hurt call
centers’ reputation.
• Staff may not always be equipped to handle all customer issues.
Contact centers offer the benefits of a call center without the limitations. Contact
centers offer the ability to manage customers’ needs with voice calls, texts, web chat,
email, social media, and data applications. Customers appreciate having a choice
for forms of contact, and some forms of contact are cheaper than voice calls, thereby
lowering overall costs.
Essentially the only drawbacks to running a contact center are possible errors in
implementation due to the newness of technology, and the possibility that some
customers may not know the services a contact center offers.
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Addressing the Needs of an
Omni-Channel World
Customers expect company communication to be available though all possible
mediums. Many customers choose to interact with brands through social media,
texting, web chat, and email. If a company is easily accessible through any medium
a customer might choose to make contact, customers will develop a loyalty to that
company. The following include the most popular mediums customers use to contact
companies:
• Phone Calls- Many customers still prefer to call with any issues, especially
when the issues are critical. The call center will always be a vital part of a
contact center.
• Emails- For non-critical matters, many customers choose to send an email.
Users send questions and comments, and contact center staff can take time
to construct a detailed message that addresses the situation appropriately.
For routine matters, contact centers may choose to send automated replies,
which save time and money. Email communication also allows companies
to collect customer email addresses to use in the future.
• Text Messages- Text messaging may not often be considered an important
form of brand to customer communication, but it is becoming increasingly
crucial in customer relationships as more and more consumers use text as
their main form of communication. Texting is easy to automate, and gives
customers a direct link to the company from their mobile device.
• Web Chat- Like texting, web chat is growing in popularity as an option for
customer communication. Many customers appreciate the immediate
responsiveness of web chat, and it can be especially useful when customers
have an issue that can best be resolved by sharing a screen.
• Social Media- Social media can be a powerful tool for building a team of
brand ambassadors. If a customer wishes to share a positive experience with
a brand, they are most likely to do so on social media. Taking advantage of
Twitter, Facebook, Instagram and other social media platforms makes it easy
for customers to share their brand loyalty after a company has successfully
resolved an issue.
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The Birth of a Next Generation
Contact Center
Transforming a call center into a next generation contact center takes only a
few steps to quickly yield results:
1. Utilize All Channels To Provide Service- Contact center
managers should strive to take advantage of all possible means
of communication. Utilizing all channels may seem to increase
operational complexity at first, but providing convenience to
customers across channels will improve customer relationships long
term.
2. Grow Your Team- A contact center staff must be large enough
to handle all customer requests quickly, and personnel must be
able to respond to customers in all possible channels. A contact
center should have enough employees to handle web chat, phone
calls, texting, social media, and email. A team for each form of
communication ensures that all customer issues can be resolved
quickly.
3. Enable Agent Collaboration- As contact center teams grow, there
should be an environment that enables an entire staff to collaborate.
If a text agent has a question they cannot handle, they can consult
with another agent, perhaps a phone agent or email agent, who is
better equipped to resolve the problem.
4. Become More Economical- Adding new channels for communication
can save money in the long run. Often communicating online via web
chat or email is less expensive than phone calls. Additionally, running
a contact center decreases the need for tasks to be outsourced,
reducing expenses and improving overall business performance.
In the case of a U.S. telecommunications company, deploying an integrated
process automation system with a single interface resulted in multiple
benefits, including cost reduction of 67 percent; 200 percent increase in
agent productivity; improved data accuracy; from 85 percent to 100 percent;
decrease in manual processing steps to 37 from 432; a shorter training period;
and optimization of agent time and resources. With the new system in place,
processing time dropped to 10 to 15 minutes, a huge reduction.
http://www.smartcustomerservice.com/Columns/Vendor-Views/Smarter-Automated-Processes-Can-EnableContact-Centers-to-Lower-Costs-and-Improve-Service-96850.aspx
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Leveraging Data To Improve
Customer Experience
Contact centers are a treasure trove of data about customers and their needs,
as well as agents and their abilities. Data is a powerful tool and the key is
to leverage data to improve the customer experience and provide superior
customer service. Companies that effectively utilize data to improve customer
service have a distinct competitive advantage over their rivals.
Data improves the customer experience across all channels. Knowing what has
worked in the past in terms of what customers respond to and what they like
helps managers to improve the services their contact center provides.
Contact centers should have a program in place that allows data to be
captured and analyzed. Once the data is captured, it should be acted on in
real-time, allowing the customer experience to improve immediately. Using data
effectively will help improve the customer experience in every interaction with
a company. Data collected in a contact center profiles clients and provides
insight into customers’ buying behaviors.
Contact centers should also utilize KPI’s, or Key Performance Indicators that
measure how well a company is meeting business objectives. The multichanneled nature of a contact center allows for greater KPI utilization, and
allows managers to easily visualize how well their staff is meeting goals.
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Conclusion
The task of transforming a call center into a contact center may seem
overwhelming. The transformation, however, does not necessarily mean a
complete overhaul of current call center systems. Upgrading to a contact center
can be as simple as implementing a cloud-based system that gathers and
analyzes all communication channels, then scaling up or down as business
grows.
In an omni-channel world where customers expect seamless service, migrating
to a cloud-based system may be the solution a call center needs to stay
competitive and offer clients the high level of service they expect and deserve.
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