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Call SWEET! Live and ROI

You don’t need the finance guy to tell you money is tight.
Making informed decisions about your expenditures and
maximizing your assets is more essential than ever. You
Investment) divided bv Cost of investment need quantitative tools to achieve this, and there are
several to choose from. To find the best fit, you need to
consider which will apply to your particular needs, and
which will provide ROI.

While organizations have different needs, there are areas where money can be used wisely to create additional
return. Some of these include customer satisfaction, human resources, and marketing.

The Customer Satisfaction Perspective...

How long will your customer wait before they hang up and call a competitor? Considering what it cost to
get that potential customer to call you, how much do you lose when no one is available to help them? In an
internal help desk scenario, what is the cost of downtime?
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process of recapturing that customer, as
well as alleviates the issues of agent procrastination
and misdialing.

The Human Resources Perspective...

What is the value of a good employee? How do you define and replicate exceptional behavior? What is the
value of optimizing the number of employees available per shift?



Call SWEET! Live’s Agent Status report shows, both numerically and graphically, how an agent spends their
time between their call queues and different types of calls. This enables a supervisor to better understand their
agents’ performance and compare that to their requirements. It also gives visibility into talk, hold and handle
time outlining the customer’s experience. Reports are also available to compare agents based on their answer
time and handle time, as well as reports showing which agents are ignoring calls. These are essential tools for

a supervisor, allowing them to best manage their agents.

The Marketing Perspective....
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Positive ROl will be achieved if one of two things happens - either marketing spending is reduced, or sales are
increased by targeting the marketing dollars better. The other metrics which come into play are timing and
cost. Timing will depend on how often ads run and how frequently numbers are reviewed. Call SWEET! Live’s
affordability will keep your costs under budget. This, combined with the beneficial insight provided, will make
ROl achievable.
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