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C ONT AC T  C ENT RE C XM: C UST OMER SERVIC E T ODAY AND T OMORROW (PAPERBAC K)            

Createspace, United States, 2013. Paperback. Condition: New. Language: English . Brand New Book ***** Print on Demand *****.This book is written
in three parts. The first explains the use of technology to facilitate customer service today. The second explains how to conduct and evaluate a
contact centre assessment, and the third discusses the future of customer service. Part I - Technoservice Fundamentals discusses the evolution of the
modern customer service environment and the business drivers behind every successful customer service operation - customer satisfaction, cost
reduction and business intelligence. Process considers those processes which are most relevant to the customer service environment, including a
detailed overview of the quality improvement, data gathering, escalations, and follow-up work processes. Channels describes the various
manifestations of Technoservice, including voice, self-service, email, chat and other media. Integration focuses on the technologies that are
transforming customer service and how these are being integrated. This chapter also takes a critical look at the traditional role of systems
development in contact centres. Content examines the diDerences between knowledge bases and intelligent troubleshooting systems, and how these
systems can be used in a customer service environment. Intelligence focuses on Technoservice as an integral contributor to business planning by
describing data gathering, analysis and information sharing functions and processes. Part II - Assessing a Contact Centre Discovery explains the
Areas of Focus (EDiciency, EDectiveness, Capability and DiDerentiation), Functions (Customer-facing, Support, and Analytics), and Classifications
that constitute the basis of a contact centre assessment. EDiciency considers aspects of Operations, Workforce Management and Process
Management. EDectiveness deals with Customer Relationship Management, Knowledge Management, and Quality Assurance. Capability delves into
Human Resources and Information Technology. Differentiation looks at the elements that separate the contact centre from competitors. Assessment
Outputs explains how to analyse and present the data gathered during the assessment. Part...
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Pearson Education Limited. Paperback. Book Condition: new. BRAND NEW, A Little Look at Big Reptiles NF (Blue B), Pauline
Cartwright, This title is part of Pearson's Bug Club - the first whole-school reading programme that...
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Cambridge University Press, 2014. UNK. Book Condition: New. New Book. Shipped from US within 10 to 14 business days.
Established seller since 2000.
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N in ja Bo o ks f o r Bo y s -  C h ap ter Bo o ks f o r Kid s A ge 8 -  10 w ith  C o mic P ictu res A u d io b o o k w ith  Bo o k)                                   
Createspace, United States, 2013. Paperback. Book Condition: New. 229 x 152 mm. Language: English . Brand New Book ***** Print on
Demand *****.BONUS - Includes FREE Dog Farts Audio Book for Kids Inside! For a...
R ead  Do cu men t »    

Do g o n  It! -  Ev ery th in g Y o u  N eed  to  Kn o w  ab o u t L if e  Is  R igh t Th ere at Y o u r Feet                             
14 Hands Press, United States, 2013. Paperback. Book Condition: New. 198 x 132 mm. Language: English . Brand New Book ***** Print
on Demand *****.Have you ever told a little white lie? Or maybe a...
R ead  Do cu men t »    

Th e Well- Train ed  M in d : A  Gu id e to  C lassical Ed u catio n  at H o me ( H ard b ack)                     
WW Norton Co, United States, 2016. Hardback. Book Condition: New. 4th Revised edition. 244 x 165 mm. Language: English . Brand
New Book. The Well-Trained Mind will instruct you, step by step, on how to...
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