
We Help People and BusinessWe Are Troubleshooters



RUN Capability

BUILD Capability

We empower you to focus and increase the in your business

We 

Welcome

TreadmillCommunications



Automation Solutions

To Dramatically REDUCE call 

load and delight customers.

Denise Cummins

VP Innovation – Treadmill Communications



Reduce your call
•What is the strategy 

•Put the phone off the hook 

•They can call back another 

time.

•Customer Satisfaction will fall.

•This is not a once off quick fix

•Adding band-aids here and 

there

•This won’t work



Improve your call

•Automatic call back solution.

•Call handle 24/7

•First Call resolution (FCR)

•No transfer - FCR 

•No Call Backs

•Solution Found

•Autodialing.

•Knowledge base FAQ



What Channels are you using



•Do you know are they satisfied

•Can you predict the calls

•Are you analysing the calls for repetition

•There is software in the cloud to help

Eg service next, predictor

What would your customers say?



•Reducing the call load 

•Is this your number one objective

•Adding software to do this huge 

costs

•Add More CRM???

•No 

•Or better Process

Steps to Reduce



•Look for the delays

•Look for the bottleneck

•Identify the root cause

•Analyse ,  Analyse – get the stats

•Look at what is your consumer 

doing

•Use other media to help

Do you know why calls are delayed





•Dropped calls

•Passed around

•Tracking your calls

•How many time repeat the same 

thing

•What is the aim of the customer

•Where am I

•How real time are you 

Top List of Problems



Looking at the process

•Analysis on how long through the call

•Analysis the experience

•Leverage the customers current 

information

•Its not the CSR it’s the Process.

What is your Process like





•Analyse what do your staff say.

•Analyse the calls - weekly daily

•Are you firefighting or drowning

•Trained are your staff 

•Do they know what to do.

Empower your People



•Analyse & define the current 

process

•Are you using all the channels

•What is your 360 of the customer

•24/7- only if you need to be 

•Set the Goal.

What to Do



• How do you work - Telephone

• Web - live chat

• Technology ?

• What is your aim

The Call Center Today



• Not just customer service

• Moving to marketing, financial Call 

Analytical Enterprise centers

• Customer Retention programmes

• Call Recording to enhance quality

• With Rise of Social Media, Call Centers at 

the hub of new technology

Call Center trends



• Customers Expections

• Service different customer needs

• Managing so many channels and 

infrastructure

• Customer satisfaction is now on the Agenda

• With technology the world is smaller and 

faster

Call Center Challenges



• Handle peak loads

• Shared knowledge repository

• Adopt a Standard process

• Tools baselines

• 360 customers

• Anticipate calls predict the peak times

•Empower your agents

Call Center solutions



• Know your process

• Indentify Employee strength

• What tools do you have

• Identify the bottlenecks

• Common Call.

Summary


