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Contact Center Management on Fast Forward: Revolutionizing Customer Experience in the Digital Age

contact center management on fast forward is more than just a catchy phrase—it’s a reflection
of the rapid evolution happening in how businesses handle customer interactions. With advances in
technology, shifting customer expectations, and the increasing complexity of communication
channels, traditional contact center management models are being pushed to adapt at an
unprecedented pace. Today, organizations must embrace innovation, agility, and data-driven
strategies to stay ahead and deliver exceptional service.

Why Contact Center Management on Fast Forward
Matters

In the past, contact centers primarily focused on handling high volumes of calls efficiently. However,
the modern customer journey is multifaceted, involving social media, chatbots, email, SMS, and
voice—all requiring seamless integration. This shift has accelerated the need for smarter, faster, and
more flexible contact center management approaches.

Businesses that lag behind risk not only poor customer experiences but also lost revenue and
damaged brand reputation. On the flip side, organizations that innovate can turn their contact centers
into strategic assets that foster loyalty, increase retention, and provide valuable insights into
customer behavior.

Key Drivers Accelerating Contact Center Evolution

Several factors are propelling contact center management on fast forward:

Omnichannel Communication: Customers expect to reach brands on their preferred
platforms without friction.

Artificial Intelligence (AI) and Automation: From chatbots to predictive analytics, AI is
transforming how inquiries are triaged and resolved.

Remote Workforces: The rise of work-from-home agents demands new management tools
and cultural shifts.

Data Analytics and Real-Time Insights: Managers now have access to ever-more granular
data to optimize performance.

Customer Expectations: Instant response times, personalized experiences, and proactive
support have become the norm.



Embracing Technology to Accelerate Contact Center
Management

The backbone of advancing contact center management lies in technology adoption. Modern
platforms are no longer just call routing systems; they’re intelligent ecosystems that enhance agent
productivity and customer satisfaction.

The Role of AI and Machine Learning

AI-powered virtual assistants and chatbots can handle routine inquiries instantly, freeing human
agents to tackle more complex problems. Machine learning algorithms analyze past interactions to
predict customer needs, suggest next-best actions, and personalize experiences.

Voice recognition and natural language processing enable more natural conversations, reducing
friction. These technologies also assist managers by providing sentiment analysis and flagging
potential escalations before they occur.

Cloud-Based Contact Center Solutions

Cloud technology has revolutionized the infrastructure of contact centers, making it easier to scale
operations up or down as demand fluctuates. Cloud platforms support remote agent models, facilitate
omnichannel integration, and enable continuous updates without downtime.

This flexibility is crucial for businesses navigating unpredictable market conditions or seasonal spikes.
Additionally, cloud solutions often come with built-in analytics and AI tools, further speeding up
management processes.

Optimizing Workforce Management in a Rapidly
Changing Environment

Managing a contact center on fast forward means rethinking how teams are organized, trained, and
supported.

Agile Workforce Scheduling

Gone are the days when rigid schedules sufficed. Modern contact centers leverage AI-driven
workforce management tools to forecast call volumes accurately and schedule agents dynamically.
This ensures the right number of staff with the right skills are available at peak times, boosting
efficiency and reducing wait times.



Empowering Remote Agents

The pandemic accelerated remote work adoption, and many contact centers continue to operate
hybrid or fully remote models. Successful management now includes providing agents with secure
access to systems, fostering team collaboration through digital tools, and maintaining engagement
and motivation despite physical distance.

Continuous Training and Development

Fast-forward contact center management recognizes that ongoing agent training is vital. Utilizing e-
learning platforms, virtual coaching, and performance feedback tools helps agents stay sharp and
adapt to new technologies and customer expectations quickly.

Leveraging Data for Proactive Decision-Making

One of the biggest advantages of modern contact centers is the wealth of data generated daily.
Harnessing this data effectively can transform reactive customer service into proactive customer
engagement.

Real-Time Monitoring and Analytics

Managers can track key performance indicators (KPIs) such as average handle time, first call
resolution, customer satisfaction scores, and agent productivity in real time. This visibility enables
swift interventions, coaching, and process adjustments that keep operations running smoothly.

Customer Journey Mapping

By analyzing interactions across channels, contact centers gain a holistic view of the customer
journey. Identifying pain points and drop-off moments allows teams to improve processes and deliver
personalized experiences that anticipate needs.

Predictive Analytics for Anticipating Demand

Predictive models forecast future contact volumes based on historical data, marketing campaigns,
and external factors. This foresight aids in proactive staffing, resource allocation, and inventory
management, all crucial for maintaining high service levels.



Creating a Customer-Centric Culture at Speed

Technology and data are essential, but the heart of contact center management on fast forward is a
culture that prioritizes customer satisfaction and employee engagement equally.

Empowering Agents as Brand Ambassadors

When agents feel valued and equipped to solve problems efficiently, they become powerful advocates
for the brand. Transparent communication, recognition programs, and opportunities for growth
cultivate this empowerment.

Feedback Loops for Continuous Improvement

Encouraging agents to share insights from customer interactions and involving them in process
improvements fosters a sense of ownership and commitment. Similarly, gathering direct customer
feedback supports iterative enhancements to the service model.

Balancing Speed with Quality

While rapid response is important, quality cannot be sacrificed. Training programs and quality
assurance processes must evolve to ensure that speed does not undermine accuracy or empathy.
This balance is key to sustaining customer loyalty in a fast-paced environment.

Future Trends Shaping Contact Center Management on
Fast Forward

Looking ahead, several emerging trends will continue to accelerate and redefine contact center
management:

Hyper-Personalization: Leveraging AI to deliver tailored experiences based on real-time
context and customer history.

Integration of IoT: Connecting customer devices with support systems to enable proactive
issue resolution.

Augmented Reality (AR) Support: Assisting customers remotely through AR-guided
troubleshooting.

Emotional AI: Detecting and responding to customer emotions to enhance empathy and
satisfaction.



Increased Automation with Human Oversight: Finding the optimal blend of automated
responses and human intervention.

Adapting to these trends requires not only investment in new technologies but also a mindset open to
continuous transformation.

As organizations continue to propel contact center management on fast forward, the winners will be
those that combine innovative tools with a relentless focus on people—both customers and
employees. The journey is ongoing, but the destination promises richer relationships, smarter
operations, and a competitive edge in the digital marketplace.

Frequently Asked Questions

What is 'contact center management on fast forward'?
'Contact center management on fast forward' refers to accelerating the adoption of advanced
technologies and strategies to improve contact center efficiency, customer experience, and overall
performance rapidly.

How can AI enhance contact center management on fast
forward?
AI can automate routine tasks, provide real-time insights, enable intelligent routing, and support self-
service options, thereby boosting efficiency and customer satisfaction in contact centers.

What role does omnichannel support play in modern contact
center management?
Omnichannel support allows customers to interact seamlessly across multiple channels like phone,
chat, email, and social media, ensuring consistent and efficient service, which is crucial for fast-
forward contact center management.

How important is workforce management in accelerating
contact center operations?
Workforce management is critical as it ensures optimal staffing, scheduling, and performance
tracking, enabling contact centers to meet demand spikes and maintain high service levels efficiently.

What metrics are essential for measuring success in fast-
forward contact center management?
Key metrics include average handle time, first call resolution, customer satisfaction scores, agent
utilization, and service level adherence to monitor and improve contact center performance rapidly.



How does automation impact customer experience in contact
centers?
Automation can streamline processes, reduce wait times, and provide quick resolutions for common
issues, enhancing the overall customer experience while freeing agents to handle complex queries.

Why is real-time analytics crucial in contact center
management?
Real-time analytics provide immediate insights into customer interactions and agent performance,
allowing managers to make quick decisions and adjustments to improve service quality and
operational efficiency.

What are the challenges faced when implementing fast-
forward contact center management?
Challenges include integrating new technologies with legacy systems, training agents on new tools,
managing change, and ensuring data security and compliance during rapid transformation.

How can cloud technology support contact center
management on fast forward?
Cloud technology offers scalability, flexibility, and easier integration of advanced features like AI and
analytics, enabling contact centers to quickly adapt and innovate without heavy infrastructure
investments.

What future trends will shape contact center management on
fast forward?
Future trends include increased use of AI and machine learning, hyper-personalization of customer
interactions, more extensive use of automation, and enhanced remote workforce capabilities to keep
accelerating contact center performance.

Additional Resources
Contact Center Management on Fast Forward: Navigating the Future of Customer Experience

contact center management on fast forward encapsulates the rapid evolution of customer
service operations amid technological advancements and shifting consumer expectations. As
businesses pivot to more agile, data-driven, and customer-centric strategies, the traditional contact
center model is undergoing a profound transformation. This article delves into the dynamics
propelling contact center management into overdrive, examining the integration of artificial
intelligence, workforce optimization, omnichannel engagement, and analytics to meet the demands of
a hyper-connected marketplace.



The Accelerating Pace of Contact Center Evolution

The phrase "contact center management on fast forward" is particularly apt when considering the
velocity at which the landscape is changing. Historically, contact centers focused on managing high
volumes of inbound calls with a primarily reactive approach. Today, they are expected to deliver
proactive, personalized, and seamless experiences across multiple channels. This shift is driven by
several key factors:

- The proliferation of digital communication channels such as chatbots, social media, SMS, and video.
- Increasing customer expectations for instant, 24/7 support.
- The imperative to reduce operational costs while maintaining service quality.
- The rise of advanced analytics and automation technologies that enable smarter decision-making.

These trends are not only accelerating the transformation but also redefining what effective contact
center management entails.

Integrating Artificial Intelligence and Automation

One of the most significant drivers of rapid change in contact center management is the integration of
artificial intelligence (AI). AI-powered tools, including natural language processing (NLP), machine
learning algorithms, and robotic process automation (RPA), are streamlining workflows and enhancing
agent productivity.

For instance, AI-driven chatbots can handle routine queries instantly, freeing human agents to focus
on complex issues that require empathy and critical thinking. Intelligent routing systems analyze
customer data in real time to connect callers with the most suitable agent or resource, improving
first-contact resolution rates.

Moreover, AI enables predictive analytics that forecast call volumes and customer needs, allowing
managers to optimize staffing levels proactively. This shift toward predictive workforce management
represents a key aspect of contact center management on fast forward, where decisions are
increasingly data-informed rather than reactive.

Embracing Omnichannel Customer Engagement

Modern customers interact with brands via numerous platforms — from voice calls and emails to
social media, live chat, and mobile apps. Contact centers must orchestrate these diverse touchpoints
into a cohesive experience. Omnichannel strategies ensure customers receive consistent support
regardless of their chosen channel, enhancing satisfaction and loyalty.

Implementing omnichannel engagement requires robust technology infrastructure capable of unifying
customer data and interactions. Cloud-based contact center solutions are particularly well-suited for
this purpose, offering scalability and flexibility.

However, omnichannel integration presents challenges, such as ensuring data privacy and
maintaining agent proficiency across channels. Organizations that successfully navigate these



complexities gain a competitive edge by delivering fast, personalized service that resonates with
today’s digitally savvy consumers.

Workforce Management in a Rapidly Changing
Environment

Contact center management on fast forward also places significant emphasis on workforce
optimization. The human element remains crucial despite technological advances, as agents are the
frontline representatives of any brand.

Adapting to Remote and Hybrid Work Models

The COVID-19 pandemic expedited the adoption of remote work in contact centers, a trend that
continues to influence management practices. Remote and hybrid models introduce new challenges
in monitoring performance, maintaining engagement, and ensuring consistent training.

Advanced workforce management (WFM) tools now incorporate real-time analytics and
communication platforms that support remote supervision and collaboration. These technologies help
managers balance agent workloads, forecast staffing needs accurately, and facilitate ongoing
coaching.

Additionally, flexible scheduling and performance gamification have become vital in maintaining
morale and reducing turnover, which historically has been a persistent issue in contact center
environments.

Leveraging Employee Experience for Better Customer
Outcomes

Employee experience (EX) is increasingly recognized as a driver of customer experience (CX). Contact
center management on fast forward demands more than just efficiency; it requires cultivating a
motivated, skilled workforce.

Investing in professional development, providing access to real-time performance feedback, and
fostering a culture of recognition can improve agent satisfaction. This, in turn, correlates with higher
quality interactions and improved Net Promoter Scores (NPS).

Innovative contact centers are also using AI to deliver personalized learning and coaching, addressing
individual agent needs and accelerating skill acquisition.

Data-Driven Decision Making and Analytics

The explosion of data generated by contact center interactions offers unprecedented opportunities for



insight and optimization. Contact center management on fast forward relies heavily on leveraging this
data to enhance operational efficiency and customer satisfaction.

Real-Time Monitoring and Performance Metrics

Modern contact centers employ dashboards that track key performance indicators (KPIs) such as
average handle time, customer satisfaction scores, and abandonment rates in real time. This visibility
enables managers to identify bottlenecks and address issues promptly.

Furthermore, sentiment analysis tools process voice and text interactions to gauge customer
emotions, providing qualitative insights that complement quantitative metrics.

Predictive Analytics for Proactive Management

Beyond descriptive analytics, predictive models forecast call volumes, customer behavior, and
potential churn risks. By anticipating trends, contact centers can implement preventative
measures—such as targeted outreach or adjusting staffing levels—to mitigate negative outcomes.

This proactive approach exemplifies the essence of contact center management on fast forward:
leveraging technology not just to react but to anticipate and innovate.

Challenges and Considerations

While the trajectory toward rapid modernization offers numerous benefits, it is not without challenges.
Organizations must carefully balance automation with the need for human touch, ensure data security
amid increased digitization, and manage the complexities of integrating legacy systems with new
technology.

Moreover, the fast pace of change necessitates continuous training and adaptation, which can strain
resources. There is also the risk of technology fatigue among agents and customers alike if
innovations are not implemented thoughtfully.

Despite these hurdles, the potential for enhanced customer loyalty, operational efficiency, and
competitive differentiation makes the pursuit of advanced contact center management strategies
imperative.

---

In an era defined by instant connectivity and high customer expectations, contact center
management on fast forward represents both a challenge and an opportunity. Businesses that
harness AI, omnichannel platforms, advanced analytics, and dynamic workforce management position
themselves to deliver superior customer experiences while driving operational excellence. The future
of contact centers is not merely about handling calls faster but transforming the very nature of
customer engagement through innovation and strategic insight.



Contact Center Management On Fast Forward

  contact center management on fast forward: Call Center Management on Fast Forward
Brad Cleveland, Julia Mayben, 1997 This is the only book available today that provides a very
readable, step-by-step guide for managing an incoming call center. The book combines theory with
practical advice and is filled with over 100 charts and graphs, several case studies and an extensive
glossary and index. Readers will learn how to: achieve service level with quality in an era of more
transactions, growing complexity and heightened caller expectations; understand the how behind
best practices; boost caller satisfaction; win top management's support; and discover what separates
a good call center from a great one.
  contact center management on fast forward: Call Center Management on Fast Forward
Brad Cleveland, 2012
  contact center management on fast forward: Contact Center Management on Fast Forward
Brad Cleveland, 2019-09-15
  contact center management on fast forward: Call Center Management on Fast Forward
Brad Cleveland, 1997
  contact center management on fast forward: Call Center Management on Fast Forward
Brad Cleveland, 2012-05-08 Call Center Management on Fast Forward is the most widely read book
on contact center/call center management available today. Trusted for its accuracy, clarity and
proven guidance, it has become required reading in organizations around the world. Now, this third
edition is updated and expanded to include social media, evolving customer expectations, new
performance objectives and metrics, the contact center s evolving role in strategy, and much more!
  contact center management on fast forward: Medicare Kathleen M. King, 2009-06 The
Centers for Medicare and Medicaid Services (CMS) is responsible for providing beneficiaries timely
and accurate information about Medicare. Receiving nearly 30 million calls in 2007,
1-800-MEDICARE, operated by a contractor, is the most common way members of the public get
program information. The help line provides services both to English-speaking and limited English
proficiency (LEP) callers. This report describes: (1) the extent to which access performance
standards and targets have been met by the current contractor; (2) the efforts by CMS to provide
LEP callers access to help line services and wait times experienced by these callers; and (3) CMS's
oversight of callers' access to 1-800-MEDICARE and the information's accuracy. Illus.
  contact center management on fast forward: Leading the Customer Experience Brad
Cleveland, 2021-05-03 DISTINGUISHED FAVORITE: NYC Big Book Award 2021 - Marketing & PR
Many organizations and leaders struggle to respond effectively to fast-evolving customer
expectations driven by innovations in products, services and technologies such as AI and mobile.
Failing to build the necessary strategy, culture and processes, they suffer from high costs,
dissatisfied customers and brand damage. The mandate to get customer experience right is real and
urgent. Leading the Customer Experience is a guide to shaping experiences that win loyalty and
deliver outstanding business results. It provides a bold, step-by-step approach that will get you and
your team pointed in the right direction. And equipped to make sound decisions along the way.
Leading the Customer Experience is easy to understand and imminently practical. It is based on the
author's extensive experience both as a founding partner of one of the world's most influential
customer management organizations, and his work with B2B and B2C organizations in the private
and public sectors. The author's down-to-earth explanations cut through jargon and clutter, while
stories and examples bring important principles to life. Leading the Customer Experience is
relatable to anyone leading, managing or aspiring to better understand customer experience.
  contact center management on fast forward: Strategic Customer Service John Goodman,
2019-02-05 Any organization can win more customers and increase sales if they learn to be more
strategic with their customer service. When customers complain, employees respond. The typical
service model is riddled with holes. What about people and businesses who never speak up, but
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never come back? Learn to actively reach out, prevent problems, and resolve issues in ways that
boost loyalty. Strategic Customer Service is a data-packed roadmap that shows you how. This
invaluable resource distills decades of research on the impact of great versus mediocre service.
Complete guidelines and case studies explain how to: Gather and analyze customer feedback
Empower employees to fix problems Track your impact on revenue Generate sensational word of
mouth Tap opportunities to cross-sell and up-sell Strategic Customer Service draws on over 30 years
of research from companies such as 3M, GE, and Chick-Fil-A to teach you how to transcend a good
business into a profitable word-of-mouth machine that transforms the bottom line. Why settle for
passive service? Make a business case for ramping up operations—and get the tools for making it
pay off. Transform customer service into a strategic function, and reap benefits far exceeding
investments.
  contact center management on fast forward: Zufriedenheitsorientierte Steuerung des
Customer Care Maxie Schmidt, 2008-01-15 Maxie Schmidt entwickelt ein neuartiges Konzept zur
Steuerung des Customer Care durch Zufriedenheits-Service Level Standards. Unternehmen, die mit
einem konsistenten Managementkonzept sicherstellen wollen, dass der Funktionsbereich Customer
Care nicht nur Kundenanliegen effizient abwickelt, sondern tatsächlich die Ziele der
Kundenzufriedenheit und Kundenbindung erreicht, erhalten konkrete Hilfestellungen.
  contact center management on fast forward: Bottom-Line Call Center Management
David L. Butler, 2007-06-01 'Bottom-Line Call Center Management breaks new ground by
addressing key skills and techniques in assessing and implementing effective management practices
to maximize the human and capital resources at the call center manager's disposal. Drawing on the
author's unique data sets and years of research experience in the industry, 'Bottom-Line Call Center
Management' helps call center managers evaluate their current status, implement cost-effective
changes, and measure results of their changes to ensure a culture of accountability within the call
center at all levels increasing the bottom line. The processes include an evaluation of current
customer service representatives, defining, delimiting and assessing the labor shed of the center,
and exploring the customer service representative's unique skills and leveraging those skills into a
unique and dynamic work environment. Likewise, the process also determines the learning skills and
competencies necessary to meet and exceed the basic requirements for all call centers.
Furthermore, each step has a pre, in-process, and post evaluation to ensure projects are progressing
according to plan. Lastly, all evaluations are measured against the bottom line through a return on
investment (ROI) model. The framework for this book uses the culture of call centers, defined and
lived through the customer service representatives, as the lens to view all processes, measurements,
accountability and return on investment. This framework is critical since there has been much
emphasis on technology-as-a-solution which treats the employees as a hindrance instead of the
enablers of positive change. Likewise, customer service representatives eventually act as strong
determinants of success with the call center and thus the bottom line.
  contact center management on fast forward: Call Center Operation Duane Sharp,
2003-04-14 Complete coverage of the critical issues to set up, manage and efficiently maintain a call
center.
  contact center management on fast forward: Designing the Best Call Center for Your
Business Brendan Read, 2005-01-02 Designing the Best Call Center for Your Business examines all
key aspects of opening and expanding a live agent call center, with in-depth coverage on facilities
and workstation design; site selection, including communications and power backups; f
  contact center management on fast forward: Best Practices and New Perspectives in
Service Science and Management Ordóñez de Pablos, Patricia, Tennyson, Robert D., 2013-04-30
Within global commerce, services and management play a vital role in the economy. Service systems
are necessary for organizations, and a multi-disciplinary approach is ideal to establish full
understanding of these systems. Best Practices and New Perspectives in Service Science and
Management provides original research on all aspects of service science, service management,
service engineering, and its supporting technology in order to administer cutting-edge knowledge to



encourage the improvement of services. This book is essential for researchers and practitioners in
the fields of computer science, software management, and engineering.
  contact center management on fast forward: Customer service : human capital management
at selected public and private call centers : report to the Chairman, Subcommittee on Oversight,
Committee on Ways and Means, House of Representatives ,
  contact center management on fast forward: Kundenorientierung im Touristikmanagement
Harald Bastian, Karl Born, Axel Dreyer, 2014-11-24 Konsequente Kundenorientierung ist der
Schlüssel zum Erfolg, und das Buch bietet dazu das notwendige Wissen in bezug auf wichtige
Fragestellungen in der Touristik. Ausgehend von strategischen Überlegungen werden - geprägt von
den Praktikern der TUI, Europas größtem Reiseunternehmen - Ansätze aufgezeigt, wie
Kundenorientierung bei der Produktgestaltung, in der Servicekette des Reisens und dem Einsatz
neuer Medien (Internet, Call Center) realisiert werden kann.
  contact center management on fast forward: Advances in Telephone Survey Methodology
James M. Lepkowski, N. Clyde Tucker, J. Michael Brick, Edith D. de Leeuw, Lilli Japec, Paul J.
Lavrakas, Michael W. Link, Roberta L. Sangster, 2008-01-07 A complete and comprehensive
collaboration providing insight on future approaches to telephone survey methodology Over the past
fifteen years, advances in technology have transformed the field of survey methodology, from how
interviews are conducted to the management and analysis of compiled data. Advances in Telephone
Survey Methodology is an all—encompassing and authoritative resource that presents a theoretical,
methodological, and statistical treatment of current practices while also establishing a discussion on
how state—of—the—art developments in telecommunications have and will continue to revolutionize
the telephone survey process. Seventy—five prominent international researchers and practitioners
from government, academic, and private sectors have collaborated on this pioneering volume to
discuss basic survey techniques and introduce the future directions of the telephone survey.
Concepts and findings are organized in four parts—sampling and estimation, data collection,
operations, and nonresponse—equipping the reader with the needed practical applications to
approach issues such as choice of target population, sample design, questionnaire construction,
interviewing training, and measurement error. The book also introduces important topics that have
been overlooked in previous literature, including: The impact of mobile telephones on telephone
surveys and the rising presence of mobile—only households worldwide The design and construction
of questionnaires using Computer Assisted Telephone Interviewing (CATI) software The emerging
use of wireless communication and Voice over Internet Protocol (VoIP) versus the telephone
Methods for measuring and improving interviewer performance and productivity Privacy,
confidentiality, and respondent burden as main factors in telephone survey nonresponse Procedures
for the adjustment of nonresponse in telephone surveys In—depth reviews of the literature
presented along with a full bibliography, assembled from references throughout the world Advances
in Telephone Survey Methodology is an indispensable reference for survey researchers and
practitioners in almost any discipline involving research methods such as sociology, social
psychology, survey methodology, and statistics. This book also serves as an excellent text for courses
and seminars on survey methods at the undergraduate and graduate levels.
  contact center management on fast forward: Systems Thinking: From Heresy to
Practice A. Zokaei, J. Seddon, B. O'Donovan, 2010-12-14 Systems Thinking is a topic which is at the
forefront of how we think about management in the Public Sector and Service Industries. This
collection from leading thinkers in the field takes a case study approach to a variety of issues which
encompass topics such as Banking, Electrical Distribution, Manufacturing and Adult Social Care.
  contact center management on fast forward: Turning a Telephone Answering Service
Into a Call Center Peter Lyle DeHaan, 2023-08-24 This book is a PhD dissertation and contains
academic research. It's made available primarily to aid other academics who are conducting their
own industry research. If this is what you seek, here's an overview: The telephone answering service
industry is maturing and undergoing rapid changes. In recent years, the traditional client has been
vanishing, switching to alternative technologies, bypassing their answering service. Telephone



answering services have reacted in various ways, such as mergers and acquisitions, pursuing niches,
or expanding their businesses' scope. The conventional wisdom is that there will always be a need
for the human interaction which an answering service provides. It further assumes that answering
services will serve fewer clients and generate less revenue unless steps are taken to increase their
reach or obtain non-traditional clients. Previous research has recommended becoming a call center
to better tap and capitalize on the needs of an emerging non-traditional client base. The findings of
this research effort determined there were the essential elements which should be present for a
telephone answering service to transition into a call center. Additionally, there were five items which
are common industry dilemmas to be addressed. An inventory of significant call center
characteristics was also developed. Most importantly, several areas of focus were advanced.
  contact center management on fast forward: IRS telephone assistance opportunities to
improve human capital management : report to the Chairman, Subcommittee on Oversight,
Committee on Ways and Means, U.S. House of Representatives ,
  contact center management on fast forward: Praxis des Customer Relationship Management
Matthias Uebel, Stefan Helmke, Wilhelm Dangelmaier, 2013-07-02 Praxis des Customer Relationship
Management umfasst ein vielschichtiges Spektrum von Lösungen und Erfahrungsberichten zu
Planung, Durchführung und Kontrolle von CRM-Projekten aus verschiedenen Industrie- und
Dienstleistungsbereichen. Neben Beiträgen zu organisatorischen und technischen Voraussetzungen
für die Einführung von CRM-Systemen werden auch Best-Practice-Lösungen für die Organisation
und Umsetzung von Kundenbindungskonzepten präsentiert. Die 2. Auflage trägt dem aktuellen
Trend Rechnung und zeigt, wie aus bestehenden CRM-Systemen zur Erfassung von Kundendaten
sinnvolle Aussagen und Maßnahmen zur aktiven Steuerung der Kundenbeziehung abgeleitet werden
können.
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