DO MORE WITH LESS 

Despite financial woes in global economies, the situation in contact centres is pretty certain, even with the reports of some notable "staff adjustments." No matter what, the phones will continue to ring and agents will continue to be on hand to answer them. But at what cost? This, of course, is a question only you can answer because different contact centres have different objectives and face different realities.

But how can more be done with less?
1. Revise the indicators
revising the performance indicators is the first step in the optimization process. Clients' intolerance levels will certainly grow higher and therefore in-depth reviews of services, resource use rates and client waiting times should be conducted.

Another key aspect is resource flexibility. For the past several years, the notion of multi-competence has been increasingly popular and the time has come to implement it. Multi-competence leads to significant FTE (full-time equivalent) recovery because the more competent the resources, the more efficiently they will be able to quickly meet client needs.

2. Optimize the processes
ensuring the uniformity of tasks, documents and processes also enables organizations to examine work methods and validate the means through which more will be done with less. The clearer and more defined these elements are, the simpler the optimization process will be. Very recently, I carried out this very mandate for a client and we recovered more than 50 percent of the tasks of a single resource, enriching the individual's work. There were many positive impacts: more time, a better structure and a better appreciation of the work since new tasks were added – a guaranteed return on investment (ROI).

3. Optimize workforce management (WFM) 
If you have a workforce management tool, it is crucial that you use it to its full potential. Your management and planning team has certainly evolved since the tool was implemented, but did new training options and updates follow? It may be time for your contact centre to establish a training budget to increase the benefits that the tool could potentially yield. After all, a reasonable percentage of your total payroll should be put toward resource training, so take the opportunity to find out how you can optimize your WFM tool and centre operations.

If you don't yet have a WFM tool, it's time to invest in one, especially since 70 percent of call centre costs are directly linked to resources. A planning tool makes it possible to better target the periods during which you need resources, and the return on investment can be significant. In an economic crunch, it becomes all the more important to rely on this type of tool, which will lead to FTE and long-term planning gains.

4. Optimize your quality management (QM) tools
"This call may be monitored for quality purposes…" These eight words have become an integral part of all call systems, and centres that have not begun to monitor calls will have to do so very soon. In addition to ensuring service uniformity, call quality has also become a key factor. Quality calls are costly (increased treatment time), but pay dividends!

Call resolution on first contact and targeted resource training based on skill are the keys to success. As the old saying goes, I'm too poor to buy cheap! If the adage applies to everyday goods, then it also applies to service agreements, sales and customer service.

Call quality and resolution on first contact reduce call volumes and enhance customer retention since clients are immediately satisfied.

5. Examine the planning process
the planning process is a first step. Long-term planning is the foundation, while short-term planning (scheduling) makes it possible to get a head start on attaining objectives and minimizing costs. The key is real-time, and the actions taken to manage contact volume fluctuations, absences and all of the other inputs that impact the results occur in real-time. It is important to understand that real-time does not mean next-day results assessment, but rather immediate interactions, decision making and schedule rearranging to meet the needs of the day.

Keep in mind that before you can be successful, each step outlined in this article requires you to take time to carry out a retrospective analysis that includes the return on investment. 

Clearly, this year has and will continue to be filled with challenges for most businesses, but for call centres, it will be a year in which we will have to continue to adhere only to the best practices. Well-structured teams will be successful. The time to optimize is now.
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