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We are all aware of what an a

Where the only call Cal | Ce nte r website is for your business. Websites drive traffic,

that matters is

help your company reach new clientele that you

your s é. i
otherwise would never have touched.

to Tens of millions of people worldwide have access to

the Internet. A recent study found that 75 million
people are now online. Each year over 15.7 billion
dollars in business is generated from online sales.

advertisement to your order or inquiry form. The
greatest distinction between online advertising and
traditional methods is that users now have

Sales

one click, they will transmit their inquiry or order

directly to you. The entire process is now faster and

expand your name brand,  build credibility , and

Web sites are so powerful because they can join your

direct communication  with your company. In just

QCSS Embraces However, there are still methods that can be used to create an even with an

communication even high conversion rate for prospects interested in your services. Having a toll free number,
& innovation to click to call, and live web chat are all fantastic ways to give you that edge over your
competitors . Essentially what you will be doing is augmenting your sales by building a 24 hour

transform human . -
customer service support facility around them.

interactions into
powerful &
passionate
customer e Have a full service, seamless extension of professionals answering your calls in a timely manner

experiences. ,
e Capture pertinent data on all of your prospects & customers

e Add a team of salespeople who will know how to sell & up -sell your products & services

At QCSS we have spent the last 18 years perfecting how our Customer Relationship Specialists
convert & sell. We are proud to say that we
sales professionals . Our professionals are blended to take inbound and outbound calls, which
means when they become part of our team, they go through essential customer service training as
well as learning

Another great way to boost your conversion ratio is to add an online portal to your website that
captures the visitors interested in your product & services. This gives you the ability to have a team

call those hot leads within 24 hours of their submission. The sooner you get in touch with them the
more likely you are to  convert them

Many call centers can produce numbers when it comes to lead generation and appointment setting,
but those number s domdtodetiowa YhatiswkywateQLES

as an appointment or lead. The use of voice -recordings also allows staff at QCSS to make

every call made on behalf of your company.

Supervisors also have access to reports that show live updates; from individual agent
statistics to leads per hour averages, our supervisors have access to a vast array of tools that allow

donot

supervisors monitor live calls to deliver to you a superior standard of leads and appointments. We
have a confirmation process that involves reviewing recordings of each call before qualifying any

adjustments and integrate on the spot training that will the quality of each and

Proud Members of: them to make educated decisions concerning the best way to for your

campaign. They work one on one with every agent to assure that each call made is a quality call.
They help agents to improve in areas of weakness; whether it be how to pitch your product or service

ATA 4 in the most or improving voice intonation, QCSS quality assurance staff covers

it all.

:amu@ ’ In addition, leads are marked as hot, warm, or cold depending on what qualifications the prospect
xecutive . . . H

Networking falls under. This way our clients are aware of which leads have the most potential to develop
e ' 5 sale. Leads are matched up to a list of qualifiers created in conjunction with QCSS and our clients so

only leads that fully match up to the are ever processed.

BUFFALO Measuring performance in call center personnel and processes
GROVE is one of the most important pieces to running a successful

into a

AREA program. Performance includes service, quality, efficiency and TOp Elght Inbound
CHAMBER OF profitability. ance

COMMERCE
Cost per Call Measures

Cost per call is a very common & effective measure of a call

centerf6s operational efficiency. I n setting
critical to define the components being used and to use them

consistently in evaluating how well the center is making use of

financial resources. While commonly used to compare one

company or site to another in benchmarking, this is not a good

practice as the components included and the types of

contacts will often vary.

Conversion Rate

The conversion rate refers to the percentage of transactions in
which a sales opportunity is translated into an actual sale. It can
be measured as an absolute number of sales or as a
percentage of calls that result in a sale. Conversion rate should
be tracked and measured for incoming calls, as well as
outgoing calls, email transactions, and other Web interactions.

Abandon Rate

Call centers measure the number of abandons as well as the

abandon rate since both go hand in hand with retention and
revenues. Abandon rate is not alw
control. While abandons are affected by the average wait time

in queue (which can be controlled by the call center), there

are many other factors that influence this number, such as

individual caller tolerance, time of day and more.

Service Level
Service level is the percentage of calls that are answered in an
amount of time and is the most common speed of answer
measure in the call center. It is most commonly stated as X
SRR RCNICR O [iercent of calls handled in Y seconds or less, while average
keep us a secret! speed of answer represents the average wait time of all calls in
the period.

Average Handle Time

A common measure of contact handling is the average handle
time, made up of talk time plus wrap up time (the time utilized
to close the call out with copious notes & call details). Average
We appreciate all Handle Time should be measured by time of day as well as day
: of week.

referral business. If
you know anyone Longest Delay in Queue

in your network of Another speed of answer measure is the age of the contact

family, friends, or that has been in queue the longest. Many call centers use real -
clients that would time as a measure to indicate when immediate staffing

benefit from a free reactions may be required.

strategic planning First Resolution Rate

session please The percentage of transactions that are completed within a
contact Karin Hall. single call ratio is a crucial measure of quality. It gauges the
ability of the center as well as of an representative to
accomplish an interaction in a single step, without requiring a
transfer or needing another transaction at a future time to
888.229.7046 resolve the issue. The one -call completion rate is a crucial
factor in customer perception of quality.

Toll Free:

Communications Etiquette

One of the critical factors that i mpact the
how well the call was handled is simple courtesy or etiquette.

The degree to which general telephone communications skills

are displayed is generally measured via observation or some

form of quality monitoring as an individual gauge of

performance.
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