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Contact Centre Processes.....

Deliberately Innovative

Queuing Concepts & Economies of Scale are
recognised contact center Activities!

With IPA we have taken the concepts we have perfected from the
contact center and are extending them to the rest of the organisation.
These concepts include:

—First In, First Out

— Skill Based Routing

— Time and Motion (Average Handle Time)

— Service Level Delivery

— Resource Forecasting / Scheduling

— Real-Time Monitoring / Historical Reporting
— Eliminate ‘Paper-itis’




“Horizontal” Processes

Deliberately Innovative

There are many examples of business processes that could occur in any
organisation, regardless of industry:



“Ve rti ca I 7 P rocesses INTERACTIVE INTELLIGENCE'

Deliberately Innovative

There are also examples of business processes that are specific to
a particular industry:

The common factor of the processes we are focused on is the fact
that they are multiple-step, people-centric processes.



How IPA Delivers Measurable g
Return on Investment (ROI) o alberacaly meveton
Minimizes

* Work push vs. pull

 Ensures only qualified
employee receives work

» Reduces incomplete or
inaccurate information

» Can eliminate mistakes
that impact downstream
work




CaII Centre Management Information INTERACTIVE INTELLIGENCE

Deliberately Innovative

« How many work items are pending? Who has a work item now?
 How long on average do work items take?

« How many work items have been handled by the team?

» Associate interactions with the process they support

* Find bottlenecks in the process and eliminate them
* Reduce overall cycle time
* Improve overall throughput

» Optionally record activity, including just work, or all desktop activity
while work is underway

» Schedule work activity more efficiently, and to predict upcoming
staffing needs




What does it look like ?
Some examples......

1. How you build processes ....?
2. What do call centre agents see / use ?

3. Show me what information or reports you have ?



Laying OUt the Process FIOW [NTERACTIV INTELLIGENCE‘

Deliberately Innovative




Lau n Ch i n g a N ew P rocess [NTERACTIV ITELLIGENCE"



INTERACTIVE INTELLIGENCE

What do users see

Deliberately Innovative



Userstork in the Designed Interfaces ...

Deliberately Innovative



Rea I -ti me M o n ito ri n g [NTERACTIV INTELLIGENCE‘

Deliberately Innovative



H iSto rical Re porti n g [NTERACTIV INTELLIGENCE‘

Deliberately Innovative



Questions

Conrad Simpson conrad.simpson@inin.com
07977 178 008
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