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Contact Centre Optimisation Survey -Results
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Results Industry

33 %

30 %

25 %

What industry do you work in?

Manufacturing & Education Hospitality, Construction

Retail
Government
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Tourism, Aged
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Health S3™® Outsourced Emergency Serv Technology

Utilitizs Telecommunicatio
ns

Services

Government,
Telecomms,
Technology
and Business
Services
companies
were highest
contributors




Do you currently use home-based agents?

Other, please sper:.ify—l 16 Will double in 2

years
I 37

10

Mo, we do not use and are not planning to .

We are planning to use home agents after 2 .
> 24 months

|
o

We are planning to use hgafe agents in 12-2 _.

12 - 24 months

We are planning tp use home agents in the ..

12 months

use home agents -

18 /
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Do you currently roster agents or staff who are located in your regional

offices
More than half will
Other, please specifj..r—li eventua”y use,
rising from just
Mo we do not use remote workers outside ou ... —- 46 |— over one third

We are planning to use agents in our regio ...
> 24 months

We are planning to use agents in our regio ... 4 3
12 - 24 months

We are planning to use agents in our regio ...
12 months

Yes, we use agents in our regional offices - 36—
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If you currently use remote agents, or plan to use them, what technologies or
related services do you plan to use?

29 TOP THREE

Coaching and mentornng of agents

—
oY

Process Improvement

Screen Pops

CRM software and databases - 26

= Routing

#3 Callrecording

w

Desktop video conferencing -

Call Recording

Automated Outbound 19

#1 Call screen pops to agent’s PC

35

#2 Intelligent Routing

28

Vitrual Private Metwork and other secure a ... —

27

Instant Messaging

CIE G TE T TG R TGE
B

28

Software for realtime collaborate and sha ...

0 % 10 % 20 % 30 % 40 % &0 %

s
n INTEG managing communication networks

A UXC COMPANY




What sort of communication terminals do your remote agents use?

Wireless handset SOﬁphOHG
most popular

with IP

Analogue handset approaching
one third

Digital handset

IP handset

PC softphone

0% 10 % 20 % 30 % 40 % &0 %
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What are the main benefits that remote and home-based agents bring to

46 |—

Provides a more flexible workplace

Reduces travel S

your contact centre? More flexible

workplace most

Don't use remote or home based agents—l 22 Important

reason for

Attracts part-time home workers (mothers a ... S I 24 remote agentS

Attracts generation Y staff into the centre —I 15
Assists in rostering for peak call times - I 24
Access to subject matter experts wherever . —I 12
Assists in retaining agents for longer- I 24
Addresses a skills shortage —I 23
%

T
10 % 20 % 30 % 40 % 50 %
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Are =kills shortages hampenng your ability to recruit quality staff?
M Additional Comment
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Nearly half say
that skills
shortages are
hampering
recruitment

“Additional
Comment”is
not included in
statistics




Do you think having remote and home-based agents would help to attract
quality candidates? 70% say that

having remote
agents will
help attract

guality staff

Other, please specify

Possibly and are willing to try

Mo

Yasg
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Iz your contact centre technology budget part of your IT budget?
B ez [ Ne [ Additional Comment

f J
MINTEG

managing communication networks

Just over half
have the
contact centre
budget owned
by IT

“Additional
Comment”is
not included in
statistics




Are you interested in hosted contact centre solutions, such as on-demand

telephony and call routing? There is an
opportunity to
Other, please specify - educate the
market about
on-demand as
22% are
Hnsure 5 unsure

Mo 40

Yes 35
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