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Contact Centres often receive multiple contacts from the same Customer,  
yet despite the availability of data, few organizations fully understand the 

reasons behind repeat contact, making them hard to reduce or eliminate in the 
first place.

Repeat Contact



● A process failure / website and contact centre not aligned.
● Mis-information / poor product knowledge.
● Intent not matched with the best process, automated or 

skilled resource to solve the issue.
● Issue that can’t be resolved by one department, 

resulting in transfer of case or call.
● Is the right channel being used to solve the problem?
● Is the repeat contact due to a specific agent?  / Is training required? 
● High volume of inbound traffic resulting in long wait / answer time.

Reasons for Repeat Contact



What is the most important aspect of a good 
customer service experience?
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Four Categories for Repeat Contact

Customer 
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Process / 
Technology Gaps



The average agent has more 
conversations with your customers 
in a day then your entire executive 

team has in a year!

“
”

Your Business Is Built On 
Conversations

-Lee Cottle



Knowledge is Power

Foster Independence

Understanding Customer Needs

Empowered Agent

Provide 
Support

Encourage 
Independence

Agent Empowerment





Takeaway

1. Make empowering your agents your top priority.
2. Select agents that reflect the culture of your business.
3. Training / coaching / CRM / knowledge base / community collaboration systems.
4. Supervisors, managers and team leaders shift focus to coaching and advising. 
5. Identify customers most common reasons for contacting you.
6. Listen to your agents / brainstorm repeat contact situations. 
7. If your service relies on subject matter experts create a way to get immediate access.
8. Be open to making process changes to allow issues to be solved on first contact.
9. Make sure that the goals you’ve created and incent on don’t compete with each other.
10.Use your NPS or Customer Experience Survey data as another source of information.



QUESTIONS?



Thank
You!


