


Outside of a business’s walls, customers’ 
expectations are also high. Constant 
connectivity drives the demand for 
immediate and personalized interactions, 
whether customers are reaching out from 
social media platforms, online storefronts or 
the telephone.

While operating within this demanding 
terrain, contact centers handling everything 
from sales and marketing outreach to 
customer support have had to up their 
game to keep ahead of the competition. 
Organizations running contact centers—
either as in-house enterprise departments 
or as third-party service providers— need 
holistic digital solutions that meet the needs 
of contact center managers as well as the 
phone-based agents they employ. 

The software or, increasingly, cloud-based 
services that deliver advanced contact center 
functionality can’t do it alone. Also required 
is a solid, high-availability computing and 
networking infrastructure that can support 
escalating call volumes, clear connection quality 
and other “table-stakes” capabilities. 

To build a modern-day contact center operation, 
there are a number of best practices that 
organizations should follow. The first of these 
is to obtain a clear and detailed understanding 
of the contact center’s principal charter, its 
current and projected call volumes, the number 
and location of its agents, its service-level 
objectives and a variety of other core variables. 
Only with that foundational knowledge can 
organizations move on to identify and deploy 
the contact center solutions that best match 
their business needs and operational profiles. 



Unfortunately, in a business and consumer 
world inundated with all things digital, 
phone-based contact centers can 
sometimes lag behind the operational 
curve. They must be geared to receive and 
distribute incoming data, pair that data 
with other relevant information and help 
agents respond as quickly and effectively as 
possible. 

At the same time, contact center managers 
must be able to track call volumes, call 
response times and other key performance 
indicators (KPIs) in real time, while also 
generating reports that can help them 
analyze and optimize overall operations. 
Every contact center faces these general 
challenges and requirements, although 
different types of operations have unique 
needs. To get a sense of the kinds of issues 
and demands contact centers encounter, 
it’s helpful to examine one of the most 
demanding contact center environments: 
one in which phone-based agents follow up 
on leads produced by a diverse array of lead 
generation channels. 

In the Internet age, lead generation has 
grown much more pervasive and powerful 
than in earlier marketing eras, when print 
publications, television and radio ruled. Digital 
leadgen channels include email, content 
(blogs, videos, etc.), search engines and social 
media networks, among others. In addition 
to permitting much more targeted outreach, 
these digital approaches can often generate 
immediate responses along with personal 
information and interests volunteered by the 
consumers themselves. 

To leverage these lead gen efforts, contact 
centers often must handle both inbound and 
outbound lead traffic. 



Additionally, to meet the needs of contact 
center managers: 

Leads must be qualified and distributed 
to the proper in-house phone agents 
or, for contact center service providers, 
the proper clients. 

KPIs must be identified, tracked and 
improved (see “Contact Center KPIs” 
box). 

Templated and custom reports must 
be produced and analyzed in a timely 
fashion. 

Customer operations and data 
must be easily integrated with other 
applications and databases, such as 
customer relationship management 
(CRM) and salesforce management.

Meanwhile, contact center agents have 
their own needs. The most fundamental of 
these is the requirement for tools that help 
them respond to customers and leads as 
efficiently as possible. Productivity can take 
a big hit if agents must navigate multiple 
systems and screens when, for example, 
moving from the receipt of a lead to the 
execution of a call. Even more damaging, 
as illustrated in Figure 1, the success of 
marketing and sales calls drops rapidly as 
the lag time between the lead’s receipt and 
follow-up increases. 

The negative impacts of slow responses vary 
based on the nature of the contact center. 
For example, agents working in customer 
support centers can help cement customer 
loyalty with rapid responses and solutions, or 
erode it if they take too long to answer and 
resolve incoming calls. Once on the phone, 
support agents need ready and easy access 
to troubleshooting guides, product diagrams 
and other materials required to diagnose and 
fix problems. Marketing centers may also 
deal with incoming calls, but from people who 
dial numbers they see on TV commercials, 
websites or other lead gen sources. 

To avoid losing these potential customers, 
agents must prevent long wait times before 
answering the calls. Outbound sales and 
marketing calls, meanwhile, face other 
challenges and time pressures. In these 
calls, agents reach out to prospects by 
using telemarketing lists or responding to 
individuals who enter their phone numbers on 
Web forms or other digital vehicles. 

*Data taken on aggregate basis, over many industries, over millions of calls, completed in 2014
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Figure 1. Fall off in lead gen success as call response lags
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Many contact centers require “blended”  
solutions that can support the different 
needs of both inbound and outbound call 
scenarios. 

 Clearly, not all contact centers are alike 
in their missions, operations, locations or 
staffing. As noted earlier, step one for any 
organization seeking to establish a contact 
center—or hoping to bring an existing 
contact center up to speed—is to perform 
an in-depth analysis of these and many 
other parameters. With that information 
in hand, organizations can make intelligent 
decisions about the infrastructure elements 
they require. 

Among those infrastructure considerations: 

Internet connections and routers: 
Organizations need to equip their 
contact centers with Internet capacity 
adequate for their existing demands 
(including traffic volume spikes), but 
also be able to easily scale that capacity 
as volumes grow. The location of call 
centers (domestic or overseas) as well 
as the networking technology used 
(wireless connections may introduce 
unacceptable latencies) also come 

into play. As with any business operation, 
contact centers require enterprise-grade 
equipment. For instance, they shouldn’t 
attempt to trust their networking to 
consumer-grade routers. 

Dedicated voice and data bandwidth: 
If contact center agents must fight for 
available bandwidth from a shared 
corporate resource, problems can quickly 
ensue. If other corporate activities (or 
even employees viewing YouTube videos, 
for instance) eat up most of the available 
bandwidth, the speed and quality of phone-
based operations can take a nosedive. 
Among the keys to contact center success is 
the separation of voice and data traffic. 

Agents’ computers: With contact center 
agents increasingly needing to access 
multiple data sources while also performing 
other tasks in support of their phone-
based interactions, the power of their 
computers quickly becomes an important 
consideration. If organizations equip their 
agents with low-cost machines that can 
barely open a browser, it won’t matter if 
the rest of the call center’s infrastructure is 
high performance and high capacity. Agent 
productivity— and success—will suffer. 

Setting up your contact center for 
success



Once these and other infrastructure 
elements are set, organizations must find 
contact center solutions that can meet 
all of their operational, management and 
reporting requirements. In addition to the 
solution’s core functionality, it must be able 
to scale easily and cost-effectively to keep 
pace with escalating call volumes, growing 
numbers of agents and other growth 
pressures. 

These and other requirements— such as 
the need to support agents working from 
multiple locations, including their homes—
have many organizations gravitating to 
cloud-based contact center solutions, 
rather than software applications that must 
be deployed and maintained on premises. 

Contact Center KPIs

Many contact centers have limited, 
or no, capability for tracking their key 
performance indicators. In keeping 
with the business truism that you 
can’t improve what you can’t measure, 
contact centers need solutions that 
can help them monitor and fine-tune 
their core operations. Some of the 
many KPIs of importance to contact 
centers include:

• Incoming call hold times

• Number of calls made per 
agent per day

• Call response times following 
lead arrival

• Leads per hour generated

• Conversion ratio by lead source

• Closing percentage of leads sold

• Average handle times

• Agent wrap times

• Contact-to-call ratios

• Data analytics and performance

• Average wait times for agents

• Agent talk times



X5 Cloud Contact Center, a cloud-based 
solution from Ytel, was designed to meet 
the functional and operational needs of 
modern, real-time contact centers. 

Able to support blended, inbound and 
outbound operations, the multifaceted X5 
solutions can be used to track critical KPIs, 
generate standard and custom reports, and 
provide 360-degree visibility into contact 
center operations. 

The Ytel offering can also integrate easily 
with any CRM and other applications, 
giving phone-based operators ready access 

to all the information they need without 
laboriously paging through multiple systems 
and screens. 

Because it is a cloud-based service, X5 Cloud 
Contact Center can be deployed rapidly with 
minimal up-front capital costs for servers and 
other on-premises infrastructure. Operational 
expenses are also low, with Ytel’s data center 
professionals managing and maintaining the 
software and data center infrastructure. 

The service can support single-location as well 
as multi-location contact centers, including 
home-based agents. 
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Figure 2. Ytel Call Flow Diagram



Among X5 Cloud Contact Center’s key 
features and functions are: 

Blended technology to allow 
organizations to handle both inbound 
and outbound calls 

Advanced and automated reporting 
of agent performance reports, call 
details and other metrics, all of which 
can be displayed on custom-crafted 
dashboards 

An open application programming 
interface (API) supported by more than 
100 leading software providers 

A family of built-in optional apps, 
including: 

LeadBeam A turnkey lead-
management offering for 
transferring live, aged or paper leads 
quickly and securely 

VoicePath Advanced soundboard 
technology that can be used to 
create prerecorded dialogue 
responses that agents can trigger 
when appropriate 

VoiceAnalytics An advanced 
speech-to-text capability for rapidly 
transcribing and indexing audio files 

In addition, Ytel owns and operates its own 
high-availability network to support X5 Cloud 
Contact Center and other services. Because 
X5 Cloud Contact Center and the network 
equipment are in the same data center, it 
reduces network hops and delivers high 
performance and superior call quality. Ytel 
partners with 300 data and voice carriers 
around the world to provide complete end-to-
end communications services to its customers. 

Contact center facilities no longer have the 
luxury to conduct phone-based operations at 
their leisure. Customers expect near-instant 
responses, high call quality and personalized 
attention. By leveraging solutions such as 
X5 Cloud Contact Center, organizations can 
rapidly transform out-matched and inefficient 
call centers into dynamic, digitally driven 
successes. 

For more information about X5 Cloud Contact 
Center, go to www.ytel.com. 

Discover how X5 Cloud 
Contact Center  can help 
your business manage and 
optimize KPIs.

LEARN MORE

http://get.ytel.com/cio-whitepaper-schedule-demo/

