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Contact Centers with a Different Twist: 
Unique Applications for Small-to-Medium 
Businesses

An Automated Call Distribution (A

dedicated call center.

dealership. It can be as small as a sin

that calls are handled in the most eff

leave a call feeling that they are

While it is possible to add ACD as a stand-alone system, that may not be your best option. The problem with this 

approach is that you will need to interface an independent PC with your PBX system. You will have to pay for 

licensing from two different vendors, not to mention programming and maintenance for two different 

technologies. Instead, we recommend integrating ACD directly into your PBX. That way, all technology is 

provided by the same vendor, eliminating licensing and maintenance complexities. 

Your ACD platform needs to be programmable directly, without requiring third-party software. You should be 

able to choose how the ACD system prioritizes call transfers when it is searching for the best way to route a call. 

An ACD system can prioritize call routing by determining which employees are logged in, and out of those who 

is the most qualified to address the issue. The system can also look at which extensions have been idle the 

longest, in order to load balance inbound call volume.

Interactive voice response (IVR) can also add a new element to the value of ACD. Advanced speech recognition 

(ASR), text-to-speech conversion (TTS), and speaker verification (SV) can now be added through ports in the 

 and you can eliminate tedious dictation to the caller such 

 Now, a caller can simply speak the 

 and be connected instantly.

rate common software such as a 

ice representative can pull up a customer record 
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 the latest technology can apply those concepts in 
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immediately. If a CR

will have all of the customer

Proper measurement
To gain a truly effective contact center, you must also gauge what the customer expectation is, and what the 

impact of meeting that expectation is — and most importantly — what is the impact of not meeting that 

expectation. The right technology can help you accomplish this by answering key questions such as:

How many calls are processed per hour, per day? 

What is the call abandonment rate for inbound calls? 

How many times does the phone ring before it's answered, and how often is a customer put on hold?

You need to use this information to develop a profile of a typical customer's patience. This could be patience 

with being put on hold, or patience navigating through the prompts of your phone system. Customer patience 

can actually vary depending on the type of business that person is dealing with. Customers will typically be 

willing to hold longer when dealing with a monopolistic business (such as a utility company) when compared to 

a highly competitive industry where the customer can easily take his or her business elsewhere.

wer calls. If you discover a gap 

re not alone as that is the situation found 

entifies this issue to also address and 

estination.

ants to provide their customers with the 

ave a truly functional contact center, 

 a contact center to any size business, there really is 
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