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"To get a competitive edge in a world of commoditized service, companies have to convert their reactive,
cost-oriented contact centers into predictive, engaged, revenue-generating, real-time profit centers. A real-
time contact center provides an outstanding customer experience, enhances loyalty, increases sales, reduces
expenses, and streamlines information flow between the center and the company at large -- all of which adds
up to substantial bottom-line improvement. The Real-Time Contact Center is a practical guide to building a
service infrastructure that will simultaneously exceed your customers' expectations, and build revenues. This
timely book will help you: Establish the business case for transforming your contact center into a real-time
profit center. * Sort through the technologies and systems that enable real-time contact centers, and learn the
best ways to use them. * Build profitable relationships with sales and marketing. * Strengthen your self-
service applications to improve their efficiency and to reduce dependence on service representatives,
enabling significant cost reductions. * Hire, train, and motivate staff to keep your contact center at the top of
its game. * Make smart, ethical decisions regarding offshore outsourcing. The book is packed with step-by-
step implementation plans for migrating from your current model to the real-time contact center, and offers a
complete package of winning strategies, practical guidelines, and best practices. Each chapter includes self-
assessment checklists for use by all the crucial players in your contact environment. The Real-Time Contact
Center analyzes the business trends that are driving change in the contact center market, and provides vendor
names and a market overview of key call center technology, systems, and applications. The book also
discusses how to optimize management and processes to ensure your people are well positioned to deliver
extraordinary service with every interaction. Most importantly, The Real-Time Contact Center will show you
how to make this crucial transformation without disrupting your current service initiatives. With the
powerful tools and practical recommendations in this book, you will transfer quickly and seamlessly to a
world-class contact center that's designed to generate substantial revenue, delight your customers, reduce
expenses, and make your organization the envy of its industry."
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From reader reviews:

Geraldine Dube:

Do you considered one of people who can't read enjoyable if the sentence chained from the straightway, hold
on guys this specific aren't like that. This The Real-Time Contact Center: Strategies, Tactics, and
Technologies for Building a Profitable Service and Sales Operation book is readable simply by you who hate
the straight word style. You will find the data here are arrange for enjoyable reading experience without
leaving also decrease the knowledge that want to supply to you. The writer involving The Real-Time Contact
Center: Strategies, Tactics, and Technologies for Building a Profitable Service and Sales Operation content
conveys objective easily to understand by lots of people. The printed and e-book are not different in the
articles but it just different in the form of it. So , do you even now thinking The Real-Time Contact Center:
Strategies, Tactics, and Technologies for Building a Profitable Service and Sales Operation is not loveable to
be your top listing reading book?

Patricia Gallagher:

You are able to spend your free time to read this book this guide. This The Real-Time Contact Center:
Strategies, Tactics, and Technologies for Building a Profitable Service and Sales Operation is simple to
deliver you can read it in the park, in the beach, train as well as soon. If you did not include much space to
bring often the printed book, you can buy the particular e-book. It is make you quicker to read it. You can
save the particular book in your smart phone. Therefore there are a lot of benefits that you will get when one
buys this book.

Rosalind Bowlin:

Don't be worry in case you are afraid that this book will probably filled the space in your house, you can
have it in e-book way, more simple and reachable. This The Real-Time Contact Center: Strategies, Tactics,
and Technologies for Building a Profitable Service and Sales Operation can give you a lot of close friends
because by you investigating this one book you have matter that they don't and make anyone more like an
interesting person. This book can be one of one step for you to get success. This publication offer you
information that probably your friend doesn't know, by knowing more than additional make you to be great
persons. So , why hesitate? Let's have The Real-Time Contact Center: Strategies, Tactics, and Technologies
for Building a Profitable Service and Sales Operation.

Brandon Seymour:

Reserve is one of source of know-how. We can add our know-how from it. Not only for students but native
or citizen require book to know the upgrade information of year to help year. As we know those publications
have many advantages. Beside we add our knowledge, could also bring us to around the world. Through the
book The Real-Time Contact Center: Strategies, Tactics, and Technologies for Building a Profitable Service
and Sales Operation we can have more advantage. Don't someone to be creative people? To get creative



person must love to read a book. Just simply choose the best book that ideal with your aim. Don't possibly be
doubt to change your life with that book The Real-Time Contact Center: Strategies, Tactics, and
Technologies for Building a Profitable Service and Sales Operation. You can more pleasing than now.
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