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Contact Centre Industry:
The Past

Call centres set up to reduce
operational costs: cost centres

Delivered a reasonable level of
customer experience at a reasonable
cost

Leadership relatively poor: lacked
higher levels of education and
management experience

Human Resource challenges greater
than most other industries: eg 49%
agent attrition Australia 2008

Quantitative metrics focus




Contact Centre Industry:
The Past

Some good technologies: ACD,
WFM, CRM, CTI, IVR

6 in 10 employees 0 gateway career
6 in 10 customers would prefer to use
the internet if it were a feasible

option

Not regarded as a strategic business
unit

10. Outsourcing and off -shoring looked
at critically by consumers and media




Contact Centre Industry:
The Present

Global Financial Crisis brought some
changes

CEOs and Boards recognised the call
centre as effective at reducing costs

Ministerial , Parliamentary and Policy
focus

Most cost effective service channel
(except for yet immature online
channels )




Contact Centre Industry:
The Present

Most cost effective revenue channel

Richest source of consumer and
market information

Has advanced technology yet to be
optimised

Executives three times more likely to
consider outsourcing and  offshoring
than previously
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What will characterise the APAC Contact Centre
Industry in 20127



Contact Centre Industry:
2012

Higher level of C-level, Board and
Executive attention

Enacting of regulatory laws by
government: DNC laws, privacy laws

Revenue focus

Multi -channel integration: phone,
online, face2face, social media

Integrating front and back office




Contact Centre Industry:
2012

Virtual contact centre

Service Cloud: Cloud computing

Mobility: contact centre functionality
pushed to mobile devices

Speech, Biometrics, Knowledge
Management, CRM focus




Contact Centre Industry:

10.

11.

12.

13.

2012

Outsourcing Financial Services

Greater acceptance of off -shoring:
new markets & Africa, South America

Government service improvements
and outsourcing

Disaster Recovery: ability to ramp up
and down
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Customer
Advocacy




What will be
the primary
focus for you
as a
Strategic
Leader of
the Contact
Centre
Industry over
the next 2
years?
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Dr. Catriona

Managing Director
Phone: +61 2 9927 3333

Email:

cwallace@callcentres.net

Level 4, 121 Walker Street
North Sydney NSW 2060

callcentres net

knowledge to make smart calls
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