
Call Center Challenges Solutions and Benefits
Most Challenging Call Center Issues
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Increase Measures Tracking for Customer Interaction 
(e.g., email work effort)

Expand Multi-Channel Customer Interaction 
(e.g., web chat)

Pre-Identify and Segment Customers 
(e.g., value of specific customers)

Enhance Post-Contact Survey Capability and Analysis 
(e.g.: increased focus on call satisfaction)

Develop Sales Increase and Revenue Prompts 
(e.g., pre-arranged sales scripts)

Increase Service Rep Skills 
(e.g., both voice and non-voice channels)

Improve and Expand Training Effectiveness 
(e.g., faster training and cross-training)

Industry Performance Measures Poor Average  Leading

Occupancy 39% 63% 83%

Abandonment Rate  8% 4% 2%

First Contact Resolution 31% 65% 80%

Average Speed of Answer (ASA) 79 39 17

Cost Per Call $9.86 $5.74 $2.79 

Service Level 70% within 
30 seconds 

80% within 
20 seconds 

90% within 
20 seconds 

Customer Satisfaction
(First Contact Resolution)

Customer Satisfaction
(Call Hold Time)

Call Handling After Call 
Research

Service & 
Measures

Staff 
Deployment

	⁾ Employ demand-driven staffing models 
to ensure call center is appropriately 
staffed with the minimum number of 
employees for off hours and a higher 
number during peak call times.

	⁾ Establish a procedure that redeploys all 
available staff to call answering tasks 
during periods of high demand.

	⁾ Research and identify periods of 
increased call volumes and develop 
a demand pattern staffing using 
contingent staff.

	⁾ Assign a dedicated point of contact to 
manage the entire escalation process 
from start to finish, eliminating transfers 
and multiple handoffs. Proactively 
inform customers about alternate 
contact channels to reduce call volume 
and resolve issues quickly (eg: web self 
service).

	⁾ Create and deploy customer-centric 
routing strategies that emphasize long 
term value to the company and increase 
the lifetime value of each producer.

	⁾ Ensure that the call routing menu is 
clear, straightforward and logical for 
ease of access and usability when the 
producer calls to inquire about a specific 
issue. Limit the IVR to 3 or 4 selections 
in each decision tree.

	⁾ Create a visual flowchart that 
demonstrates the typical flow of the call 
for a representative and highlight critical 
decision points along the way. Perform 
random audits of after-call write ups to 
identify and quantify opportunities for 
service improvement.

	⁾ Develop standardized, scripted 
responses to frequently asked questions 
to ensure consistency across customer 

	⁾ Establish a definitive closing call 
procedure where service agents must 
complete the minimal amount of wrap-
up activities to ensure available time 
during peak call periods.

	⁾ Record frequency of methods which 
call center team communicates with 
customers, and determine efficiency of 
response to each method.

	⁾ Establish and embed a call escalation 
representative inside service teams to 
route and provide short term support 
to problem issues.

	⁾ Document all decision authority levels 
by service rep experience levels to 
allow for a reduction of escalations.

	⁾ Set standards reps can refer to when 
dealing with difficult customers or 
issues, to determine escalation timing 

	⁾ Ensure the call closing procedure has 
service reps ask each customer one 
survey question related to the issue on 
the call. Results should be recorded and 
tabulated for analysis ((e.g., “Were you 
completely satisfied with the solution 
provided?”)

	⁾ Define the critical call metrics (3 or 4) and 
align service representative performance 
and compensation to the achievement of 
the goals associated with those metrics.

	⁾ Capture customer feedback whenever 
possible (positive or negative) and compile 
the results in order to analyze and take 
action on specific issues.

	⁾ Use a standardized form to record and 
log detailed client complaints; enabling 
root cause analysis and targeted training.

	⁾ For issues that are not able to be resolved 

Comprehensive Interventions Are Designed to Shorten Calls and Improve Resolution

Leading Practices

Interventions will be designed and deployed over time to make a material 
impact on AHT across calls. A sample of dozens of interventions includes:
–	Authenticate first
–	Restate the caller’s issue, with a focus on clarity and time to remedy
–	 Inform callers about time to serve on the call vs. faster electronic options
–	Reduce off-subject conversation
–	Reduce latency
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Reducing wait times also 
improves satisfaction

First contact resolution is a 
primary driver of customer 

satisfaction

* �Content is representative and relates primarily 
to call centers handling inbound servicing calls.

Critical Process Issues

Call Center Operations
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