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5 Ways Your
Business Benefits
from Outsourcing
Customer Support

The Path to Customer Service Success
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Outsourced call centers provide reliable customer service infrastructure and
comprehensive response systems to handle customer inquiries spanning multiple
channels (phone, email, live chat, and more).

While they endured a bad reputation for some time when a mass move overseas led to
negative customer experiences, call centers have improved and evolved over the past
decade to meet the demanding new requirements of customer support services.

Response times are faster, technology is more advanced, contact channels have
multiplied, and customers expect support to be available nearly 24/7. Outsourcing
your call center is a good strategy for meeting the challenge. Here's why:

Quick Takeaways

Outsourced call centers offer comprehensive customer service
solutions that surpass what is often feasible with in-house teams.

There are many benefits to choosing to outsource your call center,
including reduced cost, access to the best technologies, built-in
quality control, and the ability to scale.

Call centers today offer specialized solutions that don't
compromise a personalized customer experience and can be
tailored to specific company needs.
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In 2019,
outsourced call centers
reduced their customer

service costs by

27%

The ability to scale operations,
cover multi-channel customer
engagement, and continually
assess quality of service means
call centers can offer a level of
customer service that surpasses
what companies can typically
deliver with an in-house team.
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5 Reasons to Outsource

Your Call Center

1 Reduced Cost

Outsourcing your call center lowers costs without forcing you to cut any corners. Talkdesk reported in 2019 that outsourced call centers reduce customer
service costs by 27% while at the same time maintaining 35% less downtime for call center agents.

This means call centers are delivering more service for a lower price than what it would cost to handle the same operations in-house.

Outsourcing your call center also eliminates substantial expenses such as facilities to house your customer service team, annual salaries and benefits, and
investment in hardware equipment and software tools.

2 @ Built-In Quality Control

Quality assurance is one of the biggest advantages to outsourcing your call center. Call centers are experts on customer service. They implement the training,
standard operating procedures, and best practices to deliver the level of customer service you expect.

They also have procedures in place to measure results on service quality, identify common customer issues, and report insightful ways your customer
experience could be improved.

Call centers are experienced at standardizing the collection of important metrics like Net Promoter Score (NPS) and Customer Satisfaction (CSAT) that tell you
how satisfied your customer is, both with your company’s offerings and with their customer service experience.

Good call centers will also share performance metrics like cost per call, average handle time, average speed to answer, hold time, and more. This gives you
insight into how effective and efficient your call center is and encourages open lines of communication. Ultimately, when you outsource a call center, they want
to be sure that you are satisfied with their service, and serving your customers well is the way to do it.

www.televerde.com | Why You Should Outsource Your Call Center 3


https://televerde.com/

| 5 Reasons to Outsource Your Call Center

3 Advanced Technology

Call centers invest in the best customer service technologies and utilize hardware equipment and software tools that deliver fast, effective service across all
potential channels your customers are using to ask for support.

Keeping up with the latest versions of these technologies requires expertise and the job of training, implementation, and cost isn't always feasible for companies
to handle internally.

Call centers are continually looking to implement the newest technology capabilities and research shows that their investment plans cover both efficiency
measures (Al and process automation) as well as customer engagement (video chat).

What technologies do call 0O, Artificial O, Robotic & Process O, Video
g 56/0 Intelligence 33/0 Automation 31 /O Chat

centers plan to use in the future?

Outsourcing your call center means your customer service teams are fully equipped with everything they need to deliver a positive customer experience.

4 @ Capability to Scale

Outsourced call centers can easily handle changes in scale as your organization grows or as call volume fluctuates at different times. This provides
assurance that if a new product launch or approach of a holiday leads to an influx of inquiries, initial wait and hold times won't have to increase along with it.

Conversely, it also means that agents won't be sitting idle during periods of low call volume.
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5 @ Increased Productivity

Outsourced call centers are generally more productive than in-house teams thanks to their ability to handle ebbs and flows in call volume and quickly adjust
staffing accordingly.

Call centers are experts at managing these types of patterns, using data they collect over time to forecast call volume changes and varying staffing needs.
Predicting these variances optimizes call center staff time, maintains a low cost-per-call rate, and more efficiently meets customer demand.

Call centers can assign call center staff to multiple clients as well, adding flexibility to the number of assigned agents to a given company at a given time.
These shared agents often develop field expertise (ex: agents work with multiple clients who all fall under the financial services field), which ultimately
benefits the company they represent.

Productivity doesn't end at the call center, either. By outsourcing your call center, your focus (and that of all members of your organization) can remain on
important company activities that drive you toward your goals.

(]
‘ hOOSI ng a Call centers offer flexible service plans and specialized services that tailor customer service solutions to the

specific needs of your organization.

‘ q I I ‘ e nte r The ability to scale operations, cover multi-channel customer engagement, and continually assess quality of

service means call centers can offer a level of customer service that surpasses what companies can typically

option That deliver with an in-house team.

Outsourcing your call center no longer means compromising personalization or connection to your

W k f Y customer base. Instead, it allows you to focus on delivering the best possible product or service to your
or s or ou customer knowing that their customer service experience is being handled by the experts.
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Customer Service

Our customer care centers provide omnichannel customer support
services, offering global, multi-lingual inbound support from our
highly trained call center staff.

Overflow and After-Hours Support

We offer a seamless 24/7 customer support experience by augmenting
your existing support operations.

Tier 1 Tech Support

First level of technical support—our agents respond to customers with
a high level of empathy, collecting as much information as possible and
offering available solutions.

Help Desk Services

Professional and immediate omnichannel support with agents available
around the clock via phone, web chat, and more.

Lead Qualification

Trained agents ensure that every qualified lead funnelled to sales is
nurtured throughout the buying journey, converting leads to opportunities,
and ultimately, wins.

Order Processing

We can help you process customer orders faster and with greater
efficiency, allowing you to stay a step ahead of the competition.

Direct Response & Media Support

We will help build and execute your next direct response and media
campaign while also providing a seamless inbound communication channel.

Reservation Services

Deliver a seamless communication experience with customers looking to
make or confirm their reservations to attend your company’s events with our
agents, whether online or on the phone.

Customer Win Back

Our highly trained agents can help identify the current needs of lost
customers and transfer well-qualified leads to your sales team to close.

Sales Support

Through lead generation, product training, and customer service, we
can help your sales team capture informed and engaged prospects and
customers, increasing new sales along with customer retention.

Need help with customer support?
We provide solutions.

to learn how we can help.
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About Televerde

Phoenix-based Televerde is the first and only fully integrated sales and marketing
technology organization with a proven execution model for generating demand and
accelerating sales. The company combines end-to-end sales and marketing solutions
to drive engagement, pipeline, and revenue for the world's leading B2B companies
including SAP, Adobe-Marketo, and Pulse Secure. Since the company began in 1995,
Televerde has generated more than $10B in revenue for its clients.

A purpose-built company, Televerde believes in second chance employment and
strives to help disempowered people find their voice and reach their human potential.
Seven of Televerde's 10 engagement centers are staffed by incarcerated women,
representing 70 percent of the company's 600+ global workforce. The success of this
model was documented in a recent study by the Arizona State University Seidman
Research Institute. The results reveal that participants of Televerde's program go

on to attain employment, earnings, and education at higher rates and reoffend at
significantly lower rates than other formerly incarcerated females in the United States.
The full study can be accessed

For more information on Televerde,

visit www.televerde.com or call 888-925-7526 Te leve rd e
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