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Call Center Analysis

Because of their low cost per touch, call centers have become an increasingly important customer
touchpoint for many businesses. Changes in call volumes, response times and satisfaction levels are all
key to understanding the efficiency and efficacy of call center operations. Customer service and
telecommunications managers analyze these metrics to determine staffing levels, plan for infrastructure

investments and ensure proper customer satisfaction levels. Basic reporting delivers scorecards on call Key Performance
volume, response times and call duration. Advanced analysis involves individual call detail access, pre- Indicators
dictive modeling on staffing and infrastructure requirements, and analysis of call volume by geography, Variance in Call Volume by
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