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LAST CALL

It’s the Golden Age of Communication. That’s what the experts 
and their scholarly articles say. Basically, it means that we’re all 
talking a lot via the bewildering number of ways available to us.

Fortunately, unified communications (UC) is simplifying the whole 
affair by integrating various communication methods and devices. 
UC lets you, say, retrieve your office voicemail messages via email 
or cell phone and respond via text or video call.

Most importantly, UC solves the challenges brought on by the 
diversity of communication styles in your workforce. 

Recognize anyone?

1. The Stalker. In the five minutes it takes you to get from one 
meeting to the next, a Stalker will email, text, and leave you a 
voice message about the same thing. Often breathless from 
anxiety and speed walking, Stalkers are starched and pressed in 
their appearance, with every hair in place. This type takes their 
work—and their own project schedules—very seriously, and doesn’t 
understand that they’re wasting your time. Stalkers claim they do 
what they do because they just want to make sure you get the 
message. But we all know the real reason has more to do with 
somebody’s inner control freak.
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TREND: CUSTOMER EXPERIENCE
In the previous 12 months:

 •  Sixty-eight percent used the phone  
for customer care.

 • Sixty percent used Web help or FAQs.

 • Fifty-four percent used email.

 • Thirty-seven percent used chat. 

 • Twenty percent used SMS/text.

 •  Nineteen percent used a microblogging  
platform such as Twitter.

The use of mobile devices is also on the rise—91 percent 
globally, according to a November 2012 report from  
telecom vendor Ericsson. That is causing vast numbers  
of companies to invest in a mobile channel. According  
to Econsultancy, more than three-quarters (77 percent)  
of companies are boosting investment in the  
mobile channel. 

The multiple modes of communication can cause 
cacophony in unprepared call centers. The Forrester study 
highlights the struggle facing customer service agents 
who want to interact efficiently with customers. Over half 
of respondents to the survey (57 percent) said agents 
use multiple applications or screens to find information to 
help customers. But about half said their customer service 
agents are unable to collaborate with each other or other 
subject matter experts to quickly resolve customer issues 
and problems.

Companies need to abandon their existing silo approach 
and adopt an integrated multichannel contact center  
where agents can access and share customer case  
history information—no matter how that customer  
chooses to interact. 

In a true multichannel contact center, all sessions— 
voice, chat, and email—are handled by a single system. 
Agents work on unified desktops and interactions across 
channels—and those channels are treated equally, making 
routing, reporting, and workforce optimization much easier. 

Palm Coast Data, a leading magazine subscription and 
membership fulfillment business, did just that. Faced with 
the task of dealing with 45 million members and millions of 
combined phone calls, emails, and pieces of traditional mail 
each year, the company responded this way: Consolidate 
several call centers into one and give agents the ability to 
handle voice, email, Web chat, text messages, and faxes as 
well as traditional mailed documents.

After the consolidation, Palm Coast Data saved  
$200,000 in personnel costs and boosted productivity 
from 86 percent to 98 percent. The company is also 
retaining more satisfied customers.

Bottom-Line Benefits

It costs companies between $3 and $10 each time a 
customer uses the phone to dial a call center agent.  
But in an automated multichannel contact center,  
where customers are given alternatives—including self-
service options—the cost of customer care can  
be dramatically lowered.

Adding a feature like automated or live Web chat on a retail 
page can actually generate new revenue. Say a customer 
is browsing an online store, or perhaps has items in the 
shopping cart but is taking a long time to check out. By 
engaging a customer directly while shopping, agents can 
offer suggestions or provide help that speeds up or  
increases sales.

Contact center agents using multichannel platforms are 
more satisfied too. They are able to switch from one care 
channel to another, avoiding mental fatigue and decreasing 
employee turnover. This flexibility can also help shift 
agents away from quiet channels to those that are being 
bombarded by customer requests.

More importantly, customers are reporting higher 
satisfaction rates. If customers can choose their preferred 
channels and switch among them depending on their 
moods, locations, or devices, it goes a long way toward 
keeping that customer. Contact centers can offer very 
specific features, such as allowing Web customers to switch 
to a phone call when they are wary of entering credit card 
information online.

Outsourcing expert SELLBYTEL reaped numerous  
benefits by transforming its call center operations from  
a single-channel to a multichannel center. It improved  
agent productivity and increased sales by 20 percent.  
The European firm also modernized its customer care 
operations by embracing new channels of communication 
such as Twitter and Facebook.

Again and again, these call centers are seeing their 
departments move from being a cost center that  
provides support to a profit center that delivers  
customer satisfaction. A multichannel contact center  
that provides a flexible, personalized experience  
continues to prove that it’s good for the business—and 
good for the customer. 

Left to right: Hermit, Golfer, Numerologist, Stalker, and Globetrotter

The multiple 
modes of 
communication 
can cause 
cacophony in 
unprepared  
call centers.

Everyone in the office has 
idiosyncrasies. Luckily, UC 
can help you deal.
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UC puts Stalkers on the same page, literally. When you  
can see all your messages—voicemail, email, and text— 
in one place, it’s easy to delete or ignore the duplicates. 

Take that, Stalkers!

2. The Hermit. You may not know the Hermits in your office, 
but you definitely have some. They’re working from home.  
Or in an empty conference room. Or in a storage closet.  
With the lights off. As creative types, Hermits have the idea 
that if they never talk to anyone, they’ll get a lot more done.  
It may be true, but then again, what are they doing? 

Does anyone know?

Hermits dress for casual Friday every day of the week. Their 
mobile phone ringers are down so low they can’t hear them. 
They’re often “unavailable” on chat during business hours 
with no explanation. UC can be the perfect solution for 
these folks, because when they do decide to check in, you 
know you’ll reach them wherever they happen to be. New 
awareness-enabled UC solutions (due out soon) assemble all 
the pieces of your last couple of conversations with a Hermit, 
helping you quickly recall the details no matter how much 
time has passed.

3. The Golfer. Like the Hermit, Golfers can hardly ever be 
found at the office. Unlike the Hermit, it’s because this type 
opts instead to do business in the great, manicured outdoors. 
Typically in sales, Golfers have been wearing those Bluetooth 
earpieces 24/7 since the very first one hit the market. They’re 
not talking to themselves—or to you, so pipe down already. 
They’re doing a deal on the green, talking, checking inventory, 
and texting outside counsel about contract negotiation 
details from their iPhone. 

Simultaneously.

As Golfers’ lines are always busy, it’s difficult to get hold of 
them. Thankfully, UC helps this type keep up with all of their 
messages by bringing everything together in one place. 

4. The Globetrotter. Globetrotters are always in an office. 
It’s just hardly ever the same one. It’s tough to get them in a 
meeting because you just never know which time zone they’ll 
be in for the hour in question. In fact, where do they live? 

And when do they sleep?

You can spot Globetrotters by their dark-colored,  
no-wrinkle slacks and skirts, which they buy at specialized 
travel boutiques. They live by their smartphones, keeping 
plane schedules, car rentals, hotel confirmations, directions, 
restaurant recommendations, and international business 
etiquette tips organized in various apps. Life is fast-paced and 
complicated, you see, and their time is limited. But so is yours. 
So next time, why not video chat? Seeing facial expressions 
as the two of you converse delivers the nonverbal nuance  
that email doesn’t (and lets you see how nice their hotel  
room is). You’ll reach a decision or get buy-in faster than  
you ever expected. 

5. The Numerologist. All seven square inches of a 
Numerologist’s business card is full of contact options:  
office phone, mobile phone, satellite phone, office fax, 
voicemail, email, website, LinkedIn profile, and Twitter  
handle. Reaching out to a Numerologist can give even  
a Stalker pause. 

Where to begin? 

Deriving comfort from redundancy, Numerologists have every 
cell phone they’ve ever owned in a drawer. They dress in 
layers. They keep a couple of extra pairs of shoes under the 
desk—just in case. Numerologists spend a lot of time checking 
all their various accounts for fear they may have missed a call 
or message. It’s a real fear, because they probably have. With 
UC, Numerologists can simplify their contact identity to a 
single name or number, so there’s no more confusion,  
no more worry.

Ah, doesn’t that feel better? 

Tony Kleckner  
(“Avaya’s Most Innovative Customers of 2013”) heads 
Avaya’s customer reference program. A former customer 
himself, he’s based out of Avaya’s New York City office.

Elke Peterson  
(“Getting Things Done—Passively”) is a freelance writer 
and editor. She is also a Hermit (see her “Five Types of 
Bad Communicators” article) and almost never gets her 
inbox to empty.

Enzo Signore  
(“Seven Issues to Watch Out for in Microsoft Lync”) 
is Vice President of Marketing at Avaya, overseeing 
development and communication of strategies to 
improve the win rate and positioning of Avaya’s 
enterprise business communications solutions.

Jaime Schember   
(“Best of Blogs”) is Avaya’s Social Media Manager. 
She is excited to show off Avaya’s latest and greatest 
social media accounts on Pinterest and Slideshare. 

Anita Karvé   
(“Limitless Rewards for First-Class Communications”) is 
a freelance writer and editor who specializes in telecom 
and technology topics and focuses on newsletters, 
feature articles, case studies, and more. Previously, she 
was managing editor at Billing & OSS World (B/OSS) 
magazine and technology editor at Network magazine.

Mark Everett Hall  
(“A Vision for Video Conferencing,” “Smartwatch: The 
Future Is Past”) is a freelance writer living in Oregon 
who has published books and hundreds of articles on 
technology since 1980. When not writing, he’s usually 
cycling in the Willamette Valley.

Jude Chao
(“Three Fab Phablets,” “Banking on UC”) is a  
California-based tech journalist and editor of 
Enterprise Networking Planet. Her work has  
also appeared in UBM TechWeb publications.

Pat Patterson   
(“Seven Questions to Help Pick Your Cloud Service 
Provider”) is Director of Services Marketing for Avaya, 
overseeing marketing strategy and execution for 
Avaya’s global portfolio of Support, Managed, and 
Outsourcing services.
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Source: CloudTweaks.

The London Film Museum was a 
picturesque venue for attendees 
of Contact Centre Futures in April, 
hosted by Sabio and sponsored 
by Avaya.

Corrections: 
In Issue 1 of the Events section, 
Roberto Ricossa’s title was 
incorrectly stated. He is Vice-
President of Marketing for 
Avaya Americas. In the article 
“The Contact Center Goes 
Social,” it was stated that Avaya 
customer Damart had already 
deployed certain multi-channel 
features in its contact center. 
Damart is planning the rollout 
of those now. The age of 
Damart’s customers was also 
misrepresented – it is mostly 
seniors today.

A Globetrotter’s life is 
complicated; their time, 
limited. But so is yours. 
Next time, why not 
video chat? Seeing facial 
expressions as the two of 
you converse delivers the 
nonverbal nuance that 
email doesn’t (and lets  
you see how nice their  
hotel room is). 


