Call Management Center


Client Services

· Concept—Integrates all phases of end-user call support into an effective Call Management Center operation.  The Call Management Center (CMC) allows maximum flexibility and expandability for our clients.  In providing a management process solution to call center needs, each client’s special requirements are satisfied.
· Program Management—Offers real-time, single point-of-contact, quality enhanced, quick response for management of call distribution, and tight control of integrated response team.
· Interactive Voice Response (IVR)—Provides consistently efficient, highly scalable, customer self-help.  All telephone calls can be routed through the IVR to resolve the most common end-user calls before resorting to the more expensive live agents.  The customer is given the opportunity to provide self-help for those problems that are easily resolved.  IVR provides:
· Consistency

· Wide Acceptability

· Spike Smoothing

· Capacity

· Flexibility

· Ramp-Up

· Live Agents—Help desk with live agents using scripts for fast, routine responses.
· Tier I:

· Immediate Availability
· Scripts
· Knowledge Base
· Training
· Scalability and Capacity
· Tier II:
· Advanced Technical Skills

· Warm Hand-off

· Comprehensive Resolution

· Customer Satisfaction
· Capacity
· Quality Assurance Functions—Maintains full ownership of a call until it is closed.  Call escalation procedures and product training are carefully defined to ensure that all calls are answered in a correct and timely manner.  Calls are tracked and maintained for proper closure.  RGII will constantly monitor call management operations to verify effective procedures and timely responses.

· Refine and Improve Scripts
· Randomly Sample Calls
· Incorporate Data Pattern Analysis Tools
· Determine Where Additional Training is Required
· Analyze Customer Surveys
· Examine Ways to be Proactive in Reducing Calls
· Compare “response time” to Goals
· Provide Suggestions for Organization Regarding Avoidable, Unavoidable, and Web-Based Calls
* RGII’s Call Management Center is versatile and can be customized to meet your organization’s needs.

