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Five Techniques

1. Running multichannel service

2. Exploring video 

3. Responding to fluctuating demand

4. Support your agents with training & 

development

5. Handling regulatory, data security and 

privacy imperatives



How would you rate your contact centre?

Source: 50 IT Decision Makers Call Centres, 2014. 3



Customer Satisfaction falls

• Institute of Customer Service’s UK Customer Satisfaction Index 
(UKCSI) in July 2014 confirmed a national downward trend in 
customer satisfaction

• Customer satisfaction declined across 12 of the 13 sectors of the 
197 organisations surveyed

• Syntec’s own consumer tracking research (annually with 500 UK 
consumers) highlights concerns about payment card fraud in call 
centres

Source: ICS 2014 & Syntec 2014. 4
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Please select the top three improvements that should be made to your 

contact centre/s from the following list? 

Source: 50 IT Decision Makers Call Centres, 2014.
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What is your strategy for using hosted (cloud) 
contact centre technology?

6Source: 50 IT Decision Makers Call Centres, 2014.



Top 3 benefits of new contact centre technology

7Source: 50 IT Decision Makers Call Centres, 2014.
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Re-branding the call centre

Source: Contact Centre Decision Makers, 2014.



9Source: 500 UK Consumers, 2014.



10Source: 500 UK Consumers, 2014.



11Source: 500 UK Consumers, 2014.



Card Payments and Call Centre Security: How should organisations best 
avoid fraud in call centres?
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Let only selected agents in 'clean rooms'

Do regular audit checks on agents

Only allow payments by a secure website

Use technology to hide card details from the agent

12Source: 500 UK Consumers, 2014.


