Contact Center Continuity

By Robert Camastro

The next best thing to advoiding an ;udape s knoweng how to fix one. Here ave some s

amiee] Johnson, the 18th Century Enghish wries
saiel, “thee mext best thnge 1o knowing sometbhiong is

Ll:l.ll'ni!:'_'h .l.||1'||_' {EN I-I|'||_| i 'rh:‘:i |:~:':,'|I'| ool wistleam na

onby ofters o prwtcal adiecnanve o having fisi-

haaeel ].\,:Jlﬁl.'h'l_ll_lll_' al life's infinite I|||I"H.|il.l|I'\-i_ b 11 alsa
itz s couphe of relaed kessons, One ol them s that it s
11iil ||I\|_'|'\. 8L waiiled cver Erow cveEry aimsiver 0 evey l:|II.-I'H
ticarn, The exther e theat suehca condinen s reasomably acceg-
alales i thee read wordd,

Calling oo e ESth Centory sraber e begin adiscussion

iH ""'"I'I'-i'" A5 .ian'.l = II|'||| (REHARE

T AT COMELCLCeTers ey
b 2 limthe welghiny, bant goven scane creatve loense, this guote
i Iy l_'.L'\w.i]\ ||||'\q,'|i|-||_'\-|| s KL N I A AT :||:l|'|l'-|"\.'i:|Iil:'|II ol thee
imerne 2 haned, Warh Mo Jobmson's perossson, U deelane the
fedloavineg variation on his theme; the e besi thamge o oo
Mg o onkyee meoyour conbel denler B knowing bow
vl it This |m:-|'l.1u'|;||i| a1 wirstiled i1||||I1.' ihuad it will 3:-|-:-Ir
ahiby ot e abile by ool cutagres i your Comtact center, and
than such a condition is repsoaably accepteble e gk real
wordil, Commangr o berns watl this ootion sall Belp you aooodd

seiting nnressonable expeciations for voumsell and otbeers

CATCTE SGINDT WOILL SONIIEE BRI

Energy Markets

Messt ool tha cnetages vor experience will be cansed by gar
dermvancn problems such as Failures modeleplione ser viCe:
o commprater systems I vou are o Tucky as T oo, vour one
ame expeeriences also will be spiced op by calale coes, bz

e, Mosoks; emrthapakes, bioluzands, bomb thireans, fres,
uricn sirikes and cwil nnrest, Yo oy also hove somee fun
vkl F:q_l]l:'_.ll l:||||'_|:_:|.'l-\. |'|:|||| S SELCETTNES., T :"!lil'||'lll:!|"~i fa P |
calule e anfesiatian,

Eermarkably, 1 ovwn koow of o comian center that ws
barcnigdan ter its Eneess by 21 two-cent compiuies part. Lako: soame-
tlaing ot o i wechnictns nighomare, the ground screw an

r eneagh

thee resar |rC'|II-|"1 ol 3 modemn wais bewcked] oot ost
tor ke condael with the sk space in which i was mogmi
e, The unmily serew conmsed all of the nons m tha: rack
shact ouel, disalsling the entive center, Tt was siech an imcon
spicusoaes and sl probdem thn o fook thee ey fora
very well gqualified growp of sysiems expers v fguree i o

Althonph congel center oukeges can be o souroe of
entertuning winr sories and dark waier cooler hnmor, man
aging such outsges is anvithing bt smuosing. To help pre-
||;|_|.;' weanl deal ||||:':H.-|_' ALE l_'_\-l-\.l.||-; |_';~C\,|||_".i-c'l'||'-|-i_ lets dmke 1 bocek i

the taetical aspiecns



MARKETOPPORTUNITIES

38

THE TACTICAL

Yoanr contact center has its oo
unsgpue configumtion of voice,
dlata. Gucility and human assets that
make up the crascal UM
al your eperation. Since a failure
iy any eone o thamee areas il ikely
resnll inoan outage, the ultimare
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To this end, vou can sgart by

assessing the financial mpact of outages oo vour busi-
ness. As part of this cxercise, do vour best 4o assign finan
el smlwes o gualitaive Buctors that ace a1 csk duriog an
ouikge, such as customrer pondwill, This analysis will like
Iy Formm an exponentml curve a5 the outage ages. For
cxample, customers will tolerate short duration ootages
amed will even be willingg 1o call back later, As the coaage
carries on, however, they will start to get frostrated and
miay bemporarby leok for other opions, Fionally, i the ou-
age st long enough, customers may permanenily ke
thesin lowalties elsewhere.

Eaxch component on the critical path of your operation
has three povicque properies celued o Guluces, The lrse ow
are: (1 the tme v repair and (2} the cost of redundanaoy
Theme propercies, abong with the Goancial impact of an out-
age a5 explained earlier) can be plodied on a decision
mitr skt the example provided herein.

Twor hypoahictical components on the erigieal path of your
oprersniacan, Ak B e dlustranedd, As vous can see, i the tome
it takes o pepair component A, the financial impact of the
onriape winled ber presier the the eost ol cedundamney for tha
coanponent Therefore, a decision might be @ken o go
sthesicd smd ke this component sedundant. I the case of
component B, however, the inancial impact of the outage
wromaled be less than the cost of redlundancy. Tn this e, o
rediundant svstern mighe be il advised,

Before making o decision, however, the third compo-
rrent o the eritical path of your operation needs w0 be con-
sicbererd which is {3} probabaluy of Baluee. 10 s move kely,
for cxample, that a backhoe operating somewhers in the
nighborhosad will diy up vour elephone calbiles than yous
Lare meocke]l ACH will go down. As sech, all other wiriahbes
bearygy eepual oo pour decision matris, vou are probably bei-
ter served by puiting in redundant cable pathes than you e
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think abwsst relative 1o managing your way through ane o
these reenis:

* Have a comprehensive set of writien outage proce
cdures in plave wath roubleshooting wees thar aecount for
as many conceivafle outige scenarios s posihle.

# Juest a5 mnpeatand s weillen proceduies, ensuee that an
cxpericnced, creative and forcehal oatge manaper 15 on
call i hanalle cogspe apetons. While it s mporant e
have procedures, T would msch mther have one hodshiod
oniage mamager ol the controbs than ao oy of mexperi-
enee] procedure readers, . v

* Do 't alloww vour technology providers o pass the buck
apt the source of trouble just becanse they don’t see any o
their sestemn alerms goang ol More ofien than nor, e
CALIsE |.rl'||1-,- prhlem i not inifEally ehaaons io the tectincal
surprpot persons wha eventoally lods i

* Bemember o manage the people resources as well as
the facilives and sysems msoes, Bad weather, mounng ill-
ness, lbor srrikes -;'u;' anvthing that keeps preople from work
can be just as devstaing as o Bweliy or syswem Bilure.

* Develogs & relationship with a oqualified cotsonreer whe
i willings v baack vou wp. Whether vour wouble i it s
terms or himan resources, amond outsoureing partner can
prowvicle @ valuable e poliey agains outages. In o,
working with an casourcer is arpuahly o more reliabbe ancd
et effective approach than buldiog cedundancy o your
conlach center.
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