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So you've decided to step up your call center software game and make a tech-savvy 
upgrade. Now, it's time to think about how to get the most out of your call center 
software by choosing the right features for your business because, with the right tools, 
you can increase your customer service efficiency and effectiveness and boost sales 
revenue. 

Call center software is the cloud center solution that allows you to take incoming 
business calls and handle your customer interactions more effectively. With the right 
call center software, you can track key call center metrics, as well as handle multiple 
channels of communication customer communication, such as social media, live chat, 
email, and SMS/text. 

Call center software can help you transform your business and with the right call center 
tips, you'll be in the prime position to take your company to the next level. Here are 
five to consider. 

1. Choose Your Communication Channels.  

With call center software, you can choose your channels of communication. And with 
the right channels, you can boost customer satisfaction and loyalty by picking the 
communication channels that your target customers would choose. So if you want to 
target the younger market, you might choose Twitter and Instagram, as well as live 
chat, SMS/text. And if you're looking to target an older demographic, you might opt 
for Facebook, email, and/or phone.  



2. Integrate Your CRM.  

If your company currently has a CRM system in place, consider integrating it with your 
call center software. With this feature, you can create highly personalized customer 
engagements by seamlessly integrating CRM information. You'll be able to tell pretty 
much everything about your customer using features like historical reporting. So when 
your customer service reps pick up the phone, they can see everything that's happened 
between your company and that customer across multiple channels. That means every 
Twitter DM, live chat transcript, and SMS/text message. 

3. Use Contact Center Analytics.  
Contact center analytics can go beyond traditional call center reporting and 
offer insight into the performance of your contact center and agents so that you can 
see how your customers are being taken care of across multiple channels. Contact 
center analytics can help increase the value of every customer interaction and help you 
meet important performance metrics. Companies like 8x8 offer powerful graphical 
tools that reveal actionable business insights so that you know just what needs 
improvement and where to start. 
 
4. Implement Workforce Management.  
 
Workforce management solutions can help you better serve your customers and keep 
the costs of running your sales center under control. With workforce management, you 
can reduce customer interaction time, increase contact center staffing efficiency by up 
to 30 percent, and improve agent satisfaction with preference management, better 
scheduling, and request handling. Using this solution, you can keep your contact center 
and personnel management up-to-date and eliminate the hassle of trying to keep track 
of every customer detail with multiple programs. 
 
5. Quality Management.  
 
With a quality management solution for your call center software, you'll experience 
tightly integrated cloud-based quality management that helps you deliver exceptional 
customer experiences and maximize agent efficiency. Quality management helps you 
determine and monitor agents in need of coaching, allows collaboration via industry-
unique @mentions built directly into the application, and highlights high-performing 
agents as role models. Other features include class-leading elastic search technology, 
scorecards to structure and justify feedback, and an efficient agent review environment 
that includes trend analysis and pivot-style reporting. 
 
 
 



6. Agent Console.  
 
Adding the agent console option allows your agents to provide the fastest, most 
reliable service to your customers no matter the channel using an easy-to-learn, well-
organized interface. An agent console provides instant access to FAQs and a 
communications hub so that agents can see what kind of service past agents have 
provided and pick up where the last one left off. With call center customer service tips 
like these, you can't go wrong. 
 
7. Supervisor Tools. 
 
Your agent supervisors can get up-to-the-minute statistical data that can be displayed 
anywhere, smart call recording, and historical performance tracking. These features can 
help you get current queue information, agent statistics, and other key performance 
indicators. You can also pick which calls to listen to and record and follow up with 
customers later using these recordings as a reference point. Supervisors are provided a 
powerful wizard that allows them to customize each report for at-a-glance reports on 
the most important information needed. 
 
Now that you know how to get the most out of your call center software, you can think 
about what options best suit your organization. From contact center analytics and CRM 
integration to quality management and workforce management, service providers offer 
several options for you to choose from. Take these call center customer service tips 
and treat your business to a boost in customer satisfaction and engagement, which, in 
turn, can lead to an increase in sales. 
 
Call centers rely on their technology to empower them to be as productive as possible. 
With 8x8's Virtual Contact Center you get world-class technology and everything your 
call center needs in one place. Call 1-866-879-8647 or fill out an online form to request 
a no-obligation quote from an 8x8 product specialist. 
 
Meta Data 
 
1. Seven Ways to Get the Most Out of Your Call Center Software 
 
2. How to get the most out of your call center software using these tips, including 
integrating CRM, using contact center analysis, and more. 
 


