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Client Services

· Concept
Integrates all phases of end-user call support into an effective Call Management Center operation.  The Call Management Center (CMC) concept 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

The CMC concept is unique in its approach to end-user support. Unlike other call center end-user support systems, CMC uses a program management approach for managing the assets and resources that combine to resolve end-user support issues.  By supervising and managing all assets and resources, the CMC can effectively increase services, reduce costs and provide higher quality client support.

· 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
The Live Agents that will handle your calls are well trained and motivated to provide the best service possible.  Training is updated on regular schedule so each agent is current with the customer's preferences. Agents help identify call patterns so changes can be identified for greater efficiencies.

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
RGII’s Quality Assurance (QA) office will continually analyze CMCs’ Operation information and based on this on-going analysis, will propose and write new scripts for both the IVR and for the live agents. This continuous cycle of improvement is critical to the realization of an effective program that will both improve service and reduce the total support costs.  QA tasks are summarized below:

· 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
· Benefits
Our customers demand and deserve the best possible call center.  One that is faster, efficient, and more helpful than ever before.  In response, RGII’s Call Management Center (CMC) enhances customer satisfaction by:

· Optimum blend of telephony and information

· System Approach

· Maximum expansion capability

· Quality Check On Duration To Ensure Customer Satisfaction
RGII’s CMC increases customer profitability by reducing overall operating costs and increasing sales through:

· 24x7 Operations

· New script development

· Decreased Costs Per Call

· Decreased Hold Times

· Improved Close Call Ratio

RGII’s Call Management Center’s concept is versatile and can be customized to meet your organization’s needs.
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