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Traditional Contact Centers
Let's look at the dynamics of a traditional contact center, and how the latest technology can apply those 

concepts in non-traditional ways to empower the small-to-medium business. Contact centers are often 

organized into a multi-tier support system for a more efficient handling of calls. The first tier in such a model 

consists of operators, who direct inquiries to the appropriate department and provide general directory 

information. If a caller requires more assistance, the call is forwarded to the second tier, where most issues can 

be resolved. If a caller requires more assistance, the caller might be forwarded to a third tier of support; 

typically formed by product engineers/developers or highly-skilled technical support staff of the product1.

Contact Centers "with a Twist"
Now let's look at how a smaller company might provide this same level of service without the massive 

investment in hardware and staffing. Through ACD, the same inbound caller could be transferred to the 
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Proper measurement
To gain a truly effectiv

what the customer e

that expectation is 

that expectation. Th

answering key questions suc

 

How many calls are 

What is the call a

How many times 

hold?

You need to use this information to 

with being put on h

can actually vary de

willing to hold longer 

to a highly competiti

Take this information and compare it to your company's average time-to-answer calls. If you discover a gap 

exists between customer patience and your average time-to-answer, you're not alone as that is the situation 

found by many businesses. But you can use the same phone platform that identifies this issue to also address 

and overcome it by decreasing the time it takes calls to be routed to the proper destination.

If your organization still does not have a truly functional contact center, the question is why? With dynamic 

solutions that can bring a contact center to any size business, there really is no reason to miss out on the 

customer service benefits that will be gained through this approach.

.wikipedia.org/wiki/Call_centers


