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When it comes to maintaining customer satisfaction, few 

factors play as large a role as the contact center. Whenever 

a customer or prospective customer encounters an issue, 

the contact center serves as the front line of defense against 

dissatisfaction or a lost conversion opportunity. The more 

effective the contact center, the more likely the interaction 

will end satisfactorily for all parties. 

Maintaining an effective contact center that acts as a 

strength, rather than a weakness, can be difficult. Exploring 

the wide breadth of technology, software and strategies 

available today is a full-time effort; as these factors change, 

and your competition adopts the newest versions, your 

contact center may lag behind.

Examining your contact center operations with an objective 

eye can be just as challenging as staying current on changing 

trends. Failing to be objective about your operations will 

likely lead you to overlook key weaknesses and areas for 

improvement. Contact center consulting services are the 

answer to both of these challenges. In order to understand 

why contact center consulting is so important, it is necessary 

to explore what contact center consulting actually is. Contact 

center consulting can take many forms, and ranges widely 

from provider to provider.

There are several tenets of contact center consulting that are 

universally recognized within the industry, however, including:

• Operational assessments

• Tailored implementation plans

• Measurement and monitoring

Whatever their focus, most contact center consulting 

organizations will offer these services, among others.

Operational Assessment
important step in an effective contact center consulting 

endeavor is an operational assessment. Lasting from a week  

to several months, an operational assessment involves 

embedding a consultant or consultants within your contact 

center who will observe each and every aspect of the 

operation.

During the operational assessment, the consultants on hand 

will observe the effectiveness of the contact center, focusing 

specifically on several key aspects, including:

Technology: The use of technology within a contact center 

environment can make or break an organization. By utilizing 

available technology and planning for the use of future 

advancements, your organization can streamline interactions, 

arm agents with vital customer data and ensure that 

customers have a viable way of reaching your organization 

without unnecessary hardship or delay.

Staffing: Without effective staffing, a contact center is all 

but useless. Ensuring that talented employees staff the 

contact center at all times is the only way to truly support 

your customers.
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Vendor selection: Evaluating your vendors and service 

partners on a regular basis is imperative to ensuring that the 

service or technology they offer is functioning at optimal 

performance. Vendor solutions that fail to offer the promised 

functionality or support should be reconsidered.

Training initiatives: To be truly effective and satisfied in their 

role, employees must be offered comprehensive training. 

Evaluating your training programs is vital to the ongoing 

success of each individual employee, and the organization 

as a whole.  

Following the operational assessment, you will be offered 

a comprehensive report on each detail reviewed. In many 

cases, the report will contain a great deal of actionable 

information that can be used to address weaknesses, 

vulnerabilities and areas ripe for improvement.

Tailored Implementation Plans
Using the data gathered during the operational assessment, creating a strategy 

for implementing new technology, software or strategies becomes a much more 

manageable process. 

Contact center consulting services often include a custom implementation plan to 

ensure that any upgrades or changes to the operation are optimally effective, and 

timed properly to ensure continued success of the organization.

Tailored implementation plans go beyond the logistics of the actual installation of 

new technology, software or strategy. A fully custom plan will also determine the 

best vendors and partners to work with, and the most cost-effective solutions to 

implement.

The Benefits of 
Consulting
Organizations that partner with contact 

center consultants enjoy a wide range 

of benefits, including:

• Custom solutions

• Expert advice on organization’s 

unique challenges

• Long-term partnerships

• Heightened return on contact 

center investment

Measurement and Monitoring
Many contact center consultants will assist your organization in pinpointing metrics to be tracked and monitored. By 

identifying metrics that are key to the success of your contact center, consultants help you focus on the statistics that 

truly matter. Of course, the continual monitoring of these metrics is just as important as their identification, which is why 

consultants generally offer ongoing monitoring and advising programs.
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Heightened Return on Contact 
Center Investment
The costs of operating and maintaining a contact center 

are not insignificant. It is imperative to ensure that the 

investment your organization makes into the contact center 

is worthwhile. The advice and guidance contact center 

consulting partners offer should help to improve the ROI 

of your investment in many ways, including improving 

interaction times and effectiveness, weeding out ineffective 

technology or software solutions and cutting the costs of 

employee training and turnover.

Without obtaining a comprehensive awareness of your 
organization’s challenges, it is difficult for an advisor to offer such 

effective guidance.

Custom Solutions
Since no two contact center environments are identical, it is 

difficult to apply an off-the-shelf solution to every situation. 

Contact center consulting services help to identify solutions 

that can be customized to meet your organization’s needs, 

and often provide the guidance needed to facilitate the 

implementation of said solutions. 

Only a detailed review of your contact center can provide 

the data needed to identify and create custom solutions. In 

turn, only a truly customized solution package can ensure 

the optimal performance of technology, software and agents 

within the contact center.

Expert Advice on the 
Organization’s Unique 
Challenges
The challenges your contact center faces are unique to 

you, making it important to seek advice that directly relates 

to your specific needs. Contact center consulting services 

provide this tailored advice; by digging deeply into the many 

details of your challenges, the consultant is able to offer 

highly effective advice that fits your specialized needs.

 

Without obtaining a comprehensive awareness of your 

organization’s challenges, it is difficult for an advisor to offer 

such effective guidance.
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Long-term Partnerships
One of the underrated benefits of a contact center consulting relationship is the 

ongoing partnership between your organization and the service. As your contact 

center’s needs and goals change, it may be helpful to have a partner to turn to for 

advice, especially when that partner is already familiar with your organization. 

As your needs change, the support of a contact center consulting partner will likely 

prove invaluable.

Contact Center Consulting ROI

The effectiveness and ROI of contact center consulting partnerships can be 

determined by examining a number of factors throughout the operation, including:

Agent effectiveness: By paying close attention to agent effectiveness, or their 

ability to resolve customer issues quickly and satisfactorily, your organization will 

likelysee evidence of ROI. The more effective individual agents become after 

a contact center consulting partnership, the more effective the overall contact 

center becomes. Any increase in effectiveness is likely to cut costs and improve 

customer satisfaction and loyalty.

Resolution percentage: One of the most important functions of any contact 

center is the resolution of customer issues. Tracking the percentage of issues 

resolved on first contact or subsequent interactions before and after consulting 

will shed light on the ROI of the partnership.

Customer satisfaction and loyalty: Customers who are satisfied with an 

interaction tend to become loyal to the organization. Those that are unsatisfied, 

or are offered no resolutions to their concerns are likely to become jaded to the 

organization, and may switch to a competitor. Gauging customer satisfaction 

statistics before and after consulting will offer insight into the effectiveness of 

your organization’s investment.

Agent retention and satisfaction: One of the most costly aspects of operating 

an effective contact center is finding and training quality agents. As agents are 

offered increased support in doing their jobs, they are more likely to stay with your 

organization. This cuts the costs of hiring and training new agents. Comparing 

turnover rates before and after consulting may be helpful when determining the 

return on the partnership.

An increase in any of these vital areas may independently prove ROI on the 

consulting investment – significant increase in multiple areas is sure to prove the 

investment into consulting worthwhile.



The Importance of  Effective Consulting in  Modern Contact Centers

• Improving customer loyalty

• Strengthening your brand

• Improving customer satisfaction

• Freeing up your agents

• Optimizing your speech recognition

To obtain these benefits, the Avtex 360 approach involves 

several steps, including:

• Observing your contact center in action until a 360 

degree understanding of the operation is obtained

• I dentifying and recommending solutions to address 

most challenges and opportunities

• Assisting with the search for, and implementation of, 

more effective supporting solutions

• Maintaining an ongoing relationship, serving as a 

sounding board and source of advice as your contact 

center evolves

• Designing innovative approaches to your most pressing 

needs – people, process or technology, using the power 

of our combined expertise

Only by taking this 360-degree approach can a contact 

center consulting partnership truly be effective for your 

organization.

The Avtex Consulting Partnership
To be truly effective, a consulting partner must gain a holistic knowledge of your organization. Without examining every detail 

of your contact center, including your agents, processes, solutions and interactions with other business departments, the 

guidance a partner offers will be less than optimal. 

With that in mind, Avtex offers a unique 360-degree approach to contact center consulting. This means that each and every 

detail of the contact center is examined before advice is offered. The Avtex approached has been designed to offer many 

benefits, including:
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About Avtex
Avtex is a full-service Customer Experience (CX) consulting and solution provider focused on helping organizations create 

better experiences for their customers. With an unparalleled breadth of knowledge and experience, and partnerships with 

leading technology vendors like Microsoft and Genesys, we are uniquely suited to address any CX challenge.

 

Our portfolio of solutions and services supports our unique approach to Customer Experience, which includes two key phases, 

CX Transformation and CX Orchestration.

• Our CX Transformation solutions and services aid in the process of defining and improving CX. From Journey Mapping to 

CX Design Thinking, we provide the support you need to set the foundation for CX success. 

• Our CX Orchestration, solutions and services enable the realization of your CX strategy through people, processes and 

technology. From technology implementation to training, we ensure you have the capabilities to execute your CX strategy.


