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LEARN ING OUICOME

~ Describe the role and responsibilities of the

contact center manager

st tive challenges contact center managers face.

Provide two ways in which a manage can
optimize the contact center workforce

 Discuss three metrics contact centers use to

measure the quality of customer service.

- List six best practices for effective contact center

management.



CONTACT CENTER
MANAGER ROLE

The contact center manager sets objectives in (
service quality and analyzes metrics to see if the % 4

objectives have been met

The manager provides feedback to staff and
arranges training as needed to ensure reliable,
efficient support for customers.
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MANAGER ROLE: KEY RESPONOIBILITIES

* A few key responsibilities include:

* Provides leadership and quidance to the Contact Centre

team
e Reviews and analyzes department reports
o Plans staff scheduling
e Manages key customer service metrics

* Responds to escalated customer concerns

e (an you think of a few others
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MANAGEMENT
CHALLENGE

* Absenteeism
* Accurate reporting and analytics

o Attrition

* Bad customer experiences are magnified
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* (ollaborating across departments

* Employee engagement
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MANAGEMENT CHALLENGES
(CONTINUED)

e first contact resolution
* Increasing customer expectations
* Joftware integration

* Workforce optimization

o Metrics
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WORKEORCE OPTIMIZATION

* Workforce Management: e Performance Dashboar

productivity, schedules,  (oaching Sessions

work-from-home agents
e [amification

e [raining dessions fﬂ?ﬂz‘a’
* (luality Management
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METRICS

* Service Level e (ost Per Contact
e First Contact Resolution (FCR) o (ustomer Lifetime Value
e Abandoned Call Rate (ACK) ()

o (ustomer Satisfaction Score

* Average dpeed of Answer

(ASA) (o)
 fverage Handle Time (AHT) e (ustomer Retention and
Churn

* Average Call Transfer Rate
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MANAGER ROLE: BEST PRACTICES

1. Hire the most suitable employees, provide a solid onboarding

program, and continually coach and train

L. Create an employee-friendly and customer-centric environment.
3. et qoals and create a game plan.

4 Improve your selt-service strateqy

2. Prioriize effective agent scheduling

6. Use the right technology
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