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Reflexoes sobre
os fundamentais do Contact Center

Pedro Miranda
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Ha grandes tendéncias,

mas nunca esquecer os fundamentais !
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Trends Changing the Contact Center
1. Hiring Growth, Not Decline
2. Live Agents still drive Customer Satisfaction
3. Increasing Job Complexity
4. Automation Elevates Skill Requirements
5. Expectations for Consumer-like Learning

Melissa Pollock, Dez 2018
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Fundamentais do Contact Center
1. Agenda Permanente Focada no Cliente Final
2. Organizacéo de Pessoas
3. Minimizagao de Esforgo do Cliente Final
4. Tecnologia Adaptada ao Cliente Final e ao Contact Center

5. Medir e Gerir Custos por Eficiéncia Efetiva



