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We are living in a new world….
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In the Past 180 Days…..

• World financial crisis

• At home – 1 in 5 people have a mortgage 
larger than the value of their home

• Unemployment is moving to 10% nationally

• We ALL feel the impact of what is happening

The world is a different place….
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In these unprecedented times…

Regardless of our industry sector –
we all share the same customer
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Contact Centres are changing…
There is a shift in the core competencies 
attributed to Call Centres, as their key 
functions evolve from “Tactical Customer 
Support” towards “Strategic Relationship 
Management”.

This shift is directly impacting the Call 
Management solution mix that shape Call 
Centres, as they evolve into “Contact Centres,”
since they enable new ways of engaging & 
communicating with customers

Higher Customer Value = Advanced Contact
Solutions

2004 Perspective that is still valid
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We asked some of Canada’s 
leading customer care executives

a few questions…

Predictions for the next year
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What will you be focusing 
on in the next year?
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Top Focus Areas

• Cost containment and reduction

• Improving the customer service experience

• Greater self-serve revenue

• Customer retention

• Inbound opportunity sales

• Leveraging existing technology
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Which areas will be a focus 
for cost containment?
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Cost Containment

• Close evaluation of technology ROIs

• Driving out calls – achieving true FCR

• Streamlining of management

• Determining ‘needs’ vs ‘wants’

• Moving from annual to real-time budgets
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What technology will have the 
greatest impact on your 

business in the next year?
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Technology Impact

• Speech Analytics

• IVR functionality – post call surveys

• Customer driven contact

• Web, self-serve improvements

• CRM – going back to basics



Page 14 |   2009 06 16   |   CONFIDENTIAL

Now from the customer’s 
point of view…

Customers will pay closer 
attention to the details
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Customers will look for bargains and 
new offers – but more importantly 
they will look for reasons to stay

Customer Loyalty!

The Reality
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What are the details?

• Special offers

• Purchase reconciliation

• Interest expenditures

• Usage

• Service fees

• Need to have vs. Nice to have

• Customer treatment – was it a great experience?
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The Focus Changes

• Cost containment is the theme

• Re-visiting off-shore strategy

– Was there really a strong ROI?

• Retaining your great people

• Customer loyalty becomes paramount

• Customer experience is the new measure



A Word from the Analysts….
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Seven Top Trends - Forrester
In 2008, contact centres were leaning toward an increased emphasis 
on self-service and applications that provide greater insight into 
customer experience.

1.Unified Communications (UC) Delivers New Presence  And Routing 
Capabilities

Presence on the desktop
Expert routing with screen pop

2. Proactive Notification And Alert Systems Extend To Multiple Channel
Support multiple devices 
Enable premium customer support
Provide two-way transactions.

3. Speech Analytics Provides Meaningful Customer Da ta
Faster response to changing events and issues
Better return on marketing campaigns

4. Multimodal Applications Increase With The Use Of  SIP
End-to-end SIP solutions that support more features
SIP servers that begin to replace CTI applications
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In 2008, contact centres were leaning toward an increased emphasis 
on self-service and applications that provide greater insight into 
customer experience.

5. Standards-Based Solutions Increasingly Replace P roprietary 
Applications

CCXML and VXML, which support advanced voice and media applications
SOA (Service-oriented architecture ) and Web services, which accelerate 
delivery of information to agent desktops

6. Mobility Support Enters The Customer Service Are na
SMS or text messages give customers additional information when they 
want it
Streaming video to smart phones offers personalized services

7. Creating Virtual Contact Centers Supports Expans ion To New 
Locations

Extending contact center operations with home workers
Allowing branch employees and external experts to support customer calls

Seven Top Trends - Forrester
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The Checklist

� Do you have a plan to reduce cost  
and maintain a great customer  
experience?

� Do you know if you are getting
everything possible out of existing
technology investments?

� Do you know why customers call 
and have a plan in place to reduce 
non-value calls?



Thank you

Erika Van Noort

Director, Management Consulting, Contact Centres
Bell 

erika.vannoort@bell.ca


