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How to Choose the Right
for Contact Center for Your
Business

In addition to the traditional challenges that come
with running a company, small and medium-sized
businesses (SMBs) face a variety of different hurdles.

From delivering excellent customer support to
ensuring enough sales personnel to back up with
marketing campaigns, these companies pay close
attention to a variety of areas.

The good news is that a contact center can help fill
different gaps in your company in a cost-effective

way. With this in mind, there's a large collection of call
centers to choose from, so business owners need to
consider their business requirements and find a reliable
provider to support their core team members.
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What Is a Contact Center?

A contact center is a part of a company or organization that handles all interactions with
customers. Also known as customer interaction centers, contact centers serve as the answer
for businesses that want to provide omnichannel support for their clients.

Modern customers expect businesses to be available through specific communication
channels that include phone as well as email and chat. Unlike facilities that specialize in calls,
contact centers can support your company by managing customer interactions through a
variety of channels. These include:

= Phone calls through VolP = Email and chat support

= Social media support = Faxservices

Partnering with the right contact center can relieve pressure from your team and allow you
to focus on revenue-generating activities. However, there are dozens if not hundreds of
vendors available, so remember to research the different options and evaluate their features
before making a decision.

How to Choose the Right Contact Center for
Your Business

In order to choose the best contact center for your business, you have to:

Determine Which Activities You Need Assistance With

Contact centers can provide support with a wide collection of activities. But, you need to
figure out which areas you need help with in order to find the right provider.

The first step should be to determine your budget and the resources you have available.
Besides ensuring you have the financial flexibility, you should also plan ahead and decide
which employee will be tasked with managing interactions with the contact center.
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A contact center can provide support for a range of areas, including:

Customer Service

The quality of your customer service will directly impact your reputation as well

as your company's profitability. But, customer service goes beyond having polite
and knowledgeable agents. You should also have enough agents on the phone to
manage the calls you get without making customers wait for extensive periods of
time.

Sales

Most successful businesses have an active sales department that's in charge of
transforming leads into sales. That said, producing sales on a consistent basis
requires artistry, so your team needs to be savvy and trained to delight customers
through the last stages of the buyer's journey.

Technical Support

Depending on the complexity of the products, SMBs may also have to provide
technical support to help customers understand and use the solutions properly. Your
technical support agents need to have in-depth knowledge and the ability to provide
remote assistance if possible, ensure that your contact center of choice can provide
these features.

Specialized Customer Lines, Returns, and Other Activities

Some SMBs have special service lines for certain customers, return requests,
cancellations, refunds, and other areas. Contact centers are flexible because they can
train their agents to fulfill a variety of roles, including the ones listed above and many
more.
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Ensure that the Contact Center Has Enough Bandwidth

Even small companies can have large call volumes, so make sure that your contact center
of choice has enough bandwidth to cover all potential customer requests. If you're not
sure what your monthly call volume looks like, your contact center provider can help you
determine the ideal number of agents.

Assess Compatibility with Your CRM and Other Business Tools

Contact centers play a crucial role in your company's operations, but you need to connect
them to your most important tools, like your customer relations management (CMR) platform.
When evaluating contact centers, look for providers that are compatible with your current
software and ensure that they provide assistance during the setting up process.
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Evaluate Security Measures and Price Range

It's common for contact center agents to handle sensitive information, so you need to ensure
that the right security measurements are in place to avoid fraud and similar crimes. At the
same time, evaluate the provider's price plan and compare it to similar platforms to ensure
that you're getting the right features at a fair price.

Succurri Contact Center Services

At Succurri our team of technicians understands the positive impact that the right contact
center can have on a company. We've built lasting relationships with some of the leading
providers on the market, which allows us to provide reliable contact center solutions for small
and medium-sized businesses in all industries.

Get in touch with our team and start discussing your project today.
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