
Customer service organisations are striving to respond  
to the ever-changing landscape of customer expectations.  
Central to achieving that is a focus on designing and  
building the ideal contact centre strategy.
In an increasingly complex and connected world the  
contact centre has become a powerful interaction hub  
of the digital enterprise – responsible for support,  
interaction, education and data gathering.

What will your 
contact centre be 
like in the future?

CONTACT CENTRE
SnakesSnakes && LaddersLadders

Take on your contact centre's strategic journey,  
gaining COMPE  I  IVE ADVAN  AGE guided by  
profitable, customer-centric business decisions,  
but RI  KING    ETBACK   when you fail to meet  
your customer's needs through innovation  
and efficiency.
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What is your overall  
technology infrastructure  

and how does your contact 
centre integrate with it?
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What are your  
security and regulatory 

requirements?

What are you  
looking for in the  

supplier relationship?
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What volumes of interactions  
do you receive and on  

what channels?
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What is the  
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contact centre... 
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this change  
over time?
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