This is a manual to help you prepare your contact centre with
a business continuity plan to make remote work a functional reality.

RINGCENTRAL.CO.UK

Remote agent
playbook

BACKGROUND:

SOLUTION:

While working remotely continues to grow

•

Transition agents to work from home using
a cloud-based contact centre platform and
continue servicing customers no matter
where agents happen to be.

•

Incorporate digital channels like live chat,
messaging, and social to reduce inbound
call volume and service customers on their
channel of choice.

•

RingCentral team messaging allows agents
to collaborate across the business to resolve
customer interactions quickly, the first time.

•

Provide the service your customers expect
with a 100% remote support team.

in popularity, the decision to allow teams to
work from home has typically presented more
challenges for some areas of business when
compared to others. As organisations navigate
potential emergency situations that force agents to
work remotely, RingCentral can help you continue
to work as a team to serve your customers even
while agents are working from home.

PROBLEM:
Business owners don’t have the tools or resources
to support a work-from-home agent support
strategy.

THE ASSET VALUE PROPOSITION:
To learn what changes with remote support teams, what strategies you can implement now, and how to
manage your teams across locations to service customers.

TOP 3 KEY TAKEAWAYS:

1

2

Agents who are more focused and

Eliminating the need to maintain a

3
Hire the best workers, no matter

productive can increase the number

physical contact centre or downsizing

where they are in the world. When

of resolutions they can achieve each

to a smaller one allows you to reduce

your agent search isn’t limited by

day. As they spend more time taking

operational costs to the tools and

location and schedule, you gain

calls and interacting with customers,

software you need to connect agents

access to a wider knowledge base

you can offer faster service and

with customers.

improve customer satisfaction with

that can revolutionise the quality and
depth of your team’s abilities.

your business.
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GO REMOTE. LEARN MORE
ABOUT RINGCENTRAL
CUSTOMER ENGAGEMENT
SOLUTIONS TO SEE HOW
YOU CAN KEEP YOUR
BUSINESS RUNNING IN ANY
SITUATION.
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BENEFITS OF LETTING
AGENTS WORK FROM
HOME

New communications apps have certainly made it easier for some employees
to do their jobs from the comfort of their own home, but for some industries
and positions, such as contact centre workers, managers question whether the
practice could lead to lower productivity.
Though you may not be thrilled about having your employees work remotely,
there are numerous business benefits to having a remote customer support
team. Here are some of the top advantages of working in remote teams,
from home or local coffee shops. If your contact centre has the ability to
utilise a remote workforce, this change may make a powerful, beneficial
difference to the way you do business.

WHAT ARE THE BENEFITS OF REMOTE
WORKING?

home, increased productivity is often the biggest

The decision to move from an office setting to a

Harvard Business Review, for example, showed

virtual team affects everyone in the business, so
it’s important to know the benefit of remote work
for your team and customer service. There are
many ways to implement remote work, each with
its own perks, but there are some benefits that
everyone can experience when working remotely.

1. INCREASING PRODUCTIVITY THROUGH
REMOTE WORK

benefit of a remote team. A study presented in the
that remote workers accomplished almost a full
additional day’s amount of work per week when
compared to on-site employees. Another study
found that 45% of remote employees can get more
done in less time and 44% are less distracted and
more productive than they would be at the office.
For some agents, the ability to find the best
environment and schedule for their needs naturally
leads to better work. For others, improved

Though many business owners and contact centre

productivity is a way to pay back companies that

managers worry about work getting done from

allow them to work from home.

IN FACT, 53% OF REMOTE WORKERS
SAID THEY WOULD WORK OVERTIME,
WHILE ONLY 28% OF IN-OFFICE
EMPLOYEES REPORTED THE SAME.
RINGCENTRAL® UK | REMOTE AGENT PLAYBOOK
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Agents who are more focused and productive

board, contributing to higher job satisfaction and

can increase the number of resolutions they

output.

can achieve each day. As they spend more time
business can offer faster service and improve

3. OFFERING FLEXIBLE SCHEDULES FOR
WORKING AT HOME

customer satisfaction.

A flexible schedule is one of the greatest

taking calls and interacting with customers, your

contributors to remote work productivity. When

2. SAVING MONEY IN EVERY
DEPARTMENT

agents can determine when it works best to spend
time on business tasks, they can find the schedule

Much of the costs associated with a business’s

that produces the best results. While some of your

overhead go to maintaining physical locations.

agents may work typical office hours, others can

While the biggest cost is real estate, they also

choose to work earlier or later shifts.

have to pay for utilities, furniture, office supplies,
cleaning services, internet access, and more.

This allows your workers to find a more satisfying
schedule, but it also extends your live-agent

Eliminating the need to maintain a physical

customer service beyond normal business hours,

contact centre or downsizing to a smaller one

enabling late-night social media interactions or

allows you to reduce operational costs to the tools

early morning calls.

and software you need to connect agents with
customers. Plus, a remote set-up can also benefit

4. IMPROVING THE WORK-LIFE BALANCE

your employees’ personal finance needs.

Agent burnout is a serious threat, especially when

According to Inc. Magazine, remote workers can

your staff has to juggle family and personal needs

save between £1,500 and £5,500 annually on
food, childcare, travel, and personal items. These
savings can lessen your team’s stress across the

with hourly shifts. By allowing agents to work from
home, you offer the ability to find the balance that
best fits their individual needs.

5. GAINING ACCESS TO THE WORLD’S BEST
WORKERS
When your agent search isn’t limited by location and
schedule, you gain access to a wider knowledge base that can
revolutionise the quality and depth of your team’s abilities.
The flexibility and benefits you can offer with a remote position
are also more attractive to the talent you want. In a study
completed by FlexJobs and Global Workplace Analytics, they
found that telecommuters earn, on average, £3,000 more
annually than on-site workers in the same position. Greater
control over their work also lends to happier agents, which can
then benefit you and your work immensely.
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WHAT CHANGES WITH
REMOTE CUSTOMER
SUPPORT?

If your contact centre closes its doors to protect the health and safety of
employees, or simply to help scale operations, customer service operations
will move online. If you’ve never worked from home before, you’re not alone.
But as the nation and the world transition to remote work situations, it might be
the new norm.
Though you may be wary of this option, remote support poses little threat to
your normal contact centre operations. In fact, it may even improve them.
HOW DO I PROVIDE REMOTE SUPPORT AS
A CONTACT CENTRE AGENT?

both Windows and Mac, or even mobile devices.
Once you can access the remote system, you can

First, it’s important to note that you’ll be working

log in to your remote desktop. Accessing your

with new remote support tools, but your job will

dashboard through remote networks is similar

largely remain the same. You will still spend your

to screen sharing or desktop sharing, with the

days handling customer interactions and offering

addition of allowing you to remotely control it.

exceptional customer service. In fact, when you’ve
successfully transitioned to your home office,

3. MANAGING CUSTOMER INTERACTIONS

customers won’t even know there’s been a change.

Customers will begin connecting with you to find

1. PREPARING YOUR WORKSPACE
Some companies provide remote work tools, while
others allow agents to use their own. Check with
your employer to see what their policy is. This
might include laptops, microphone-enabled
headsets, and digital tool logins. You’ll also need
strong internet service and phone connectivity to
provide remote connection capabilities. If you can’t
provide the connectivity you need from your home,
work with your contact centre management to find
an ideal solution.

resolutions to their problems, and you will use your
contact centre software to join the conversation.
Though you may now use a partner programme
or do more through a web console, you can still
access the tools and system information you need
through application sharing. You will be able to
maintain customer happiness and continue your
work without interruption.

4. COLLABORATING WITH TEAM
MEMBERS
Now that you no longer work beside your

2. GETTING STARTED TAKING CALLS

coworkers, collaboration is a bit trickier.

When working from home, you need a contact

Rather than walking down the hall, you’ll access

centre platform that enables remote access. Once

remote meetings through your contact centre

you’ve prepared your new workspace, it’s time

platform.

to set up remote access. Start by accessing your

You can likely attend meetings from anywhere

business’s contact centre software through your
web browser, such as Google Chrome. Next, follow
instructions to download and install the necessary
software. You can likely work from a computer,
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and make file transfers to share information. You
will still work as a team, even though you may not
interact face-to-face.
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HOW TO MANAGE A
REMOTE CONTACT
CENTRE STAFF
There are endless benefits to implementing remote contact centres, but
the transition does present some challenges. One of the common concerns
businesses have when moving to a remote operation is how they can maintain
effective agent management when their customer service team is spread
across multiple locations.
By using these contact centre management tips, you can maintain your high
contact centre and agent performance across different locations or time zones.

HOW DO I EFFECTIVELY MANAGE A
REMOTE CONTACT CENTRE?
Since your agents aren’t in the same location,
managing remote agents can be a bit trickier
than typical contact centre management. You
can’t walk the floor or physically interact with
your team, but you are still responsible to keep
them engaged and productive. With the tips in
this guide to managing remote agents, you can
continue improving customer experiences and
achieving great results for your business.

1. VIDEO CONFERENCING MEETINGS

2. STRONG COMPANY CULTURE

Although you won’t have physical contact with your

Successful managers put time and energy into

remote workers, tools like video conferencing allow

creating a positive company culture for their agents.

you to keep agents connected and informed.
Using video calls for remote team meetings allows
your agents to meet each other, an important

Remote agents are physically removed from both
coworkers and the contact centre, which can create
a disconnect with the company as a whole.

element to building relationships with coworkers.

When building your company culture, emphasise

This technology gives each virtual agent a face,

your core values. Outline your expectations for

strengthening the connections they make with

your contact centre operations, even for remote

their team members. Holding video meetings also

customer service agents. Show agents how

ensures your employees hear the information

you expect them to treat customers and what

you’re sharing and encourages employee

to do when a call escalates. Give your team a

engagement.

solid understanding of how they should reflect
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the company, both at and outside of work. Your

promoting productivity and improving results. This

company culture should also emphasise the value

technique uses rewards and recognition as “prizes”

each agent brings to your contact centre. You want

for employees who achieve the highest results

remote workers to feel like important members of

in your contact centre, appealing to each agent’s

the team, so develop and maintain an environment

competitive side as they work.

that encourages loyalty and engagement.

3. REMOTE AGENT MANAGEMENT TOOLS
Like typical performance management, remote
management is based on the data and metrics you
gain from your contact centre software. If you see
a dip in customer satisfaction, for example, you can
use relevant information to identify your contact
centre’s strengths and weaknesses.
When evaluating your contact centre and team,

When gamifying your customer service, you can
motivate your agents to increase the number and
quality of their customer interactions. Agents are
pushed to do better in their work, which then
increases the quality and results of your customer
support as a whole.

6. DETAILED TRAINING PROGRAMME
Building the best team of remote contact centre
agents starts with the hiring and training process.

the ability to view agent activity and call data

When looking for new candidates to fill open

is an invaluable asset. You can use call logs to

agent positions, have a defined list of the skills

determine the number of calls they take and the

and qualities you’re looking for. Use pre-hire

length of each interaction. Using this information,

assessments, face-to-face interviews either in-

you can then see how their performance measures

person or over video calls, and targeted interview

against your standards. If you see a particular area

questions to find the best agents available.

that needs improvement, you can then focus on
training efforts for improved agent optimisation.

4. COLLABORATION TOOLS
When choosing your contact centre software, look
for an option with agent-centric communication
tools. If agents are collaborating on a project, for
example, they need the ability to message each
other and share files internally. Your resources
should always support, not hinder, your agents’

When hiring remotely, it is critical to have an
effective training programme. These agents may
never have the benefit of working alongside
a more experienced agent, so you need to
offer resources that provide the same level of
knowledge and proficiency.
You need your new hires to be both amazing
agents and effective remote workers. As you train
them in customer service, be sure to prepare them

work.

for the requirements of working from home. Cover

Collaboration tools are also a valuable asset

during their shifts, in their workspaces, and of their

for agents who need assistance during a
customer interaction. If you notice an escalating
conversation while call monitoring, you can use
these tools to join the call without the customer’s
knowledge. By offering coaching help in real time,
you can help your agents remain confident in their
work.

5. CUSTOMER SERVICE GAMIFICATION
Everyone loves to play and win games, which
is why workplace gamification is so effective at

RINGCENTRAL® UK | REMOTE AGENT PLAYBOOK

the policies and expectations you have of agents
participation in team efforts. Optimise every part of
your contact centre training to improve your agent
retention and customer service results.

7. CUSTOMER SERVICE QUALITY
While you might be happy with the number of
calls your agents are able to make and take, these
numbers are useless if your customers aren’t
happy with your service. Quality monitoring allows
you to ensure your contact centre is succeeding
on all fronts, providing value to your company.

9

USE YOUR
QUALITY
ASSURANCE
TOOLS
1. Use speech analytics to determine
customer satisfaction during support
calls.
2. Audit your calls to ensure agents are
following contact centre best practices.
3. View data on first-contact resolutions
to determine if your agents are
providing adequate support.

UTILISE A HANDSON APPROACH TO
MANAGEMENT
1. Proactively manage and monitor all of your agents.
2. Take action if you notice an agent struggling with
their work.
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MANAGE
CONTACT
CENTRE
COMPLIANCE
1. Evaluate the processes your agents
use to manage sensitive data.
2. Check your call logs to see if you’ve
followed DNC list rules.
3. Protect your contact centre and
company from potential future fines
and litigation by monitoring calls.
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Micromanaging can damage workplace

feedback is only effective when you keep an open

satisfaction, so use call recordings and past

mind, so be willing to hear hard truths and different

interactions to gather the information you need

opinions.

rather than hanging over agents’ shoulders.
If you need to take a more proactive approach,
however, don’t be afraid to use whisper coaching
and silent listening to guide agents through
calls. Your contact centre tools and the ways you

Listen to your customers

•

Utilise satisfaction surveys to invite
comments from customers.

•

Allow customers to rate their experiences
and give recommendations for
improvements.

use them can make all the difference between
guidance and overbearance.

8. CONTACT CENTRE AND CUSTOMER
SERVICE FEEDBACK

Communicate with your agents

•

Ask your agents about your policies and
procedures to learn what is and isn’t working.

•

Give employees the opportunity to make
suggestions.

The best way to learn is always to listen. As you
implement and manage your remote contact
centre operations, gather feedback to discover
the areas that need the most work. Gathering

RINGCENTRAL® UK | REMOTE AGENT PLAYBOOK
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THE VIRTUAL CONTACT
CENTRE STARTER KIT

Your remote contact centre starts with your agents. Since you aren’t limited
by geographical constraints, you can hire local employees or use a globally
distributed team. The resources you’ll need include internet connectivity,
a marketing software solution, conferencing tools, and any hardware your
agents need to connect.
While some of these tools are high-end, more costly options, there are many
tools designed for small businesses and budgets. As you build your virtual
contact centre toolkit, work with providers to design the solution that best
meets your customer service and budget requirements.
WHAT EQUIPMENT DO AGENTS NEED WHEN WORKING REMOTELY?
Your customer service now relies on team collaboration, so you need to equip your agents with resources
that allow them to reliably connect with coworkers and customers from their homes.

INTERNET SERVICE

COMPUTERS AND MOBILE DEVICES

PHONES AND HEADSETS

Working remotely relies heavily on your

Agents can use either company-issued

Most people don’t have the hardware

or personal devices in their home offices.

they need to make and take customer

Your platform will work with any laptops,

service calls at home. As you build your

desktops, and mobile devices that meet

remote centre, provide your agents with

software, video, and audio requirements. If

microphone-enabled headsets that work

you need your agents to participate in video

with their computers and/or phone systems.

meetings, for example, make sure they have

Some companies allow agents to use

video streaming devices that meet your

physical phones when working remotely,

needs.

but you can also provide built-in softphones

agent’s internet connection and speed. When
setting your agents up, test their network’s
performance and speed. If the results aren’t
ideal, consider paying to upgrade their
service. While it might not matter which IP
address they use, you don’t want to limit
productivity with poor connections.

to improve agent efficiency and call quality.

RINGCENTRAL® UK | REMOTE AGENT PLAYBOOK
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ESSENTIAL
VIRTUAL CONTACT CENTRE
SOFTWARE FEATURES
To achieve virtual contact centre success, these are the top
capabilities your solution must include.

1. EASY IMPLEMENTATION
Whether you’re starting your remote contact centre

identify potential weaknesses that can damage
your customer service.

from scratch or transitioning to a virtual setup,

Workforce management tools also help your

you need to be up and running as fast as possible.

managers with scheduling tasks. Effective

Virtual contact centres eliminate the need for

scheduling can help you avoid agent burnout,

physical setups, but you also need an option that

so give your managers a solution that optimises

can go live in just minutes. Look for a provider that

their decisions.

offers active guidance during the implementation
process to save time and avoid downtime for your

4. FLEXIBILITY AND SCALABILITY

agents and customers.

A virtual contact centre eliminates the typical

2. COLLABORATIVE SUPPORT

constraints you might experience with a physical
operation. To maintain this flexibility, you need a

When your agents work exclusively through

contact centre platform that allows you to build

your system, you need a tool that supports easy

custom solutions for your specific needs. Look for

collaboration. Your solution should offer live chat

software that allows you to adjust the size of your

for internal communication and video conferencing

workforce with ease and speed. You won’t need to

capabilities for more formal meetings. If your team

sit on unused chairs or equipment during the off-

will offer both private and public discussions,

season. Instead, you can design a solution that fits

such as webinars, look for these capabilities as

your budget and call volume at all times.

well. Additional collaboration features include
cloud storage, file shares, screens sharing,

5. RELIABLE SECURITY

image management, and the ability to collaborate

Virtual contact centres operate completely in the

with the entire organisation.

cloud, so powerful data protection is absolutely

3. WORKFORCE MANAGEMENT

agents input personal customer information or

Your managers won’t be able to physically

your customers submit sensitive data through your

monitor your agents’ work and productivity,

system, you need to know that this information

critical to your customer service. When your

so empower their success with workforce and

will remain secure. When considering a software

agent management tools. Your supervisors should

option, evaluate the security features and tools the

be able to use your solution to view data for every

provider offers. If a software’s security fails, after all,

inbound and outbound call. With the ability to

your customers and business will be most at risk.

access real-time analytics for each agent, they can

RINGCENTRAL® UK | REMOTE AGENT PLAYBOOK
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6. DISASTER RECOVERY
When comparing cloud-based and on-premises

8. COACHING TOOLS

contact centre solutions, disaster recovery is

These tools are especially important when working

one of the greatest potential benefits for cloud

with a remote team. If you notice a call escalating,

contact centres. If your business’s office location

for example, you can use a whisper coaching tool

experiences an emergency, such as a natural

to guide your agent through the interaction. If the

disaster or power outage, your platform should

customer remains unsatisfied, a call barging tool

keep your contact centre running without

allows you to take over the call when necessary.

interruption. If your software solution has adequate

Coaching and call monitoring tools are invaluable

security, you can also protect your contact centre

to your training and quality assurance processes,

from any security breaches that affect the rest of

helping your managers guide agents to their

the business. Many software providers offer nearly

greatest potential.

perfect uptime guarantees, so look for a solution
that is known for its reliability.

9. ANALYTICS AND REPORTING TOOLS

7. IVR SYSTEMS

customer success and support. The ideal contact

There are already many demands on your agents’

centre solution should offer access to in-depth

time, so streamline the call process with an

metrics that you can use to measure and improve

In our digital world, data analysis is a must for

interactive voice response (IVR) system. When

your customer service. Look for a platform that

customers call, they’ll be routed through a series

offers real-time and historical data on calls,

of automated questions that connect them to the

interactions, service levels, queues, and more.

right agent and department. For frequently asked
questions, such as queries about office hours
and simple billing info, customers can get their
answers without talking to a live agent and wasting
time. IVR systems also improve the customer
experience by sending them to the agent bestequipped to resolve their problems.

Your software should also offer numerous options
for reports on your contact centre metrics. Rather
than spending hours downloading and charting
the data yourself, you can get a comprehensive
understanding with just a few clicks. When
presenting data at stakeholder meetings, this
feature is a valuable resource that you can use to
demonstrate growth and success.
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CONTACT CENTRE
SOFTWARE INTEGRATIONS
No contact centre platform can offer every feature you need, so it’s vital to
select an option that offers an open platform and seamless integrations with
the tools you already rely on. With these integrations, you can eliminate the
need to find new alternatives to the processes you have in place. Your agents
will also be able to get to work faster and more effectively on your new solution.
Best of all, many integrations are either free or available for a low cost, helping
you maintain great service within your budget needs.

1. CRM INTEGRATIONS
For a contact centre, no marketing tool is more
important than your customer relationship
management (CRM) system. This integration
gathers and records customer data with every

05

that offers their data, relevant social media, and
details about previous interactions with the
company. This instant information allows your
agent to quickly meet the customer’s needs
without re-asking questions about their account.

interaction, building a comprehensive history

Though you can use a CRM system that isn’t

that your agents can use to more effectively

connected to your contact centre platform, this

understand their needs and personalise their

often frustrates agents and lengthens customer

service.
When a customer connects with your contact
centre, for example, your CRM shows a pop-up

interactions. Your agents will have to jump back
and forth between tools, disrupting their service
and affecting their customer support. Instead, put
their needs first with a built-in integration.

2. WORK MANAGEMENT APPS
Like CRM integrations, work management app
integrations limit the number of programmes your
agents have to use during the workday. If your
company uses an app such as Asana, Trello, or
Slack to manage your projects and assignments,
you can use this integration to further streamline
your work.
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3. INDUSTRY-SPECIFIC TOOLS
Along with popular third-party integrations, your
software should also have the ability to integrate
with apps that are specific to your industry and
business. While some integrations are universal
to customer service operations, your business or
industry may use lesser-known applications to
support your work.
If you want to integrate these specialised tools
with your contact centre solution, the software
you choose should offer open APIs that allow you
to customise your solution’s features. If you have
a software developer on staff, they can give you
the freedom to manually build these apps into your

platform. If not, however, look for an option that
offers numerous out-of-the-box integrations. While
you can still customise your software features,
this eliminates the need for extensive coding
knowledge without limiting your capabilities.

4. CUSTOMER SERVICE FEATURES
Even though there are numerous contact centre
platforms that offer many of the features on this list,
you may not be able to find an option that checks
every box. If you are struggling to find the perfect
balance for your solution, look for a platform with
integration capabilities that can help you fill the
gaps.

If, for instance, you run a small operation that doesn’t have the
budget or need for an extensive omnichannel solution, consider
supplementing your call capabilities with a live chat integration for
your website. When your CRM system strains your budget, see if you
can find a free or low-cost alternative that easily integrates with the
platform you use.

MANY CONTACT CENTRE
SOLUTIONS OFFER
INCREDIBLE FLEXIBILITY AND
CUSTOMISATION ABILITIES,
SO CHOOSE THE OPTION THAT
WILL SUPPORT YOUR EVERY
NEED.
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EXAMPLES OF VIRTUAL
CONTACT CENTRES DOING
IT RIGHT

06

Still unsure about the benefits of moving your customer service
to a virtual contact centre? These four businesses introduced
RingCentral’s omnichannel contact centre platform to their operations,
using cloud computing, unified communications, and flexibility to
boost their capabilities and results. Read their customer stories to
see how our solution can benefit your business as well.

CARVANA
CARVANA

Carvana connects customers with used

Carvana connects
customers with used cars
cars through their website, replacing
the
through
their website, replacing the traditional
traditional dealership experience.
Once
dealership
experience. Once purchased,
purchased, customers can choose
to have
customers
can choose to have cars delivered to
cars delivered to their homes
by External
their homes by External Advocates. Before using
Advocates. Before using RingCentral,
RingCentral,
buyers communicated with their
Externalbuyers communicated with their
Advocate by calling their cellExternal
phonesAdvocate by calling their mobile phones
directly. Ifthat
customers had a question that wasn’t
directly. If customers had a question
delivery-related,
however, most would still contact
wasn’t delivery-related, however,
most
theAdvocate,
External Advocate, who often didn’t have an
would still contact the External
answer
them.
who often didn’t have an answer
forfor
them.

WHY CHOOSE RINGCENTRAL CONTACT
CENTRE™?
To fix this disconnect and improve access to
customer service, Carvana decided to transition
to a RingCentral contact centre platform. Carvana

As Carvana’s market quadrupled over the next
year and a half, their contact centre easily scaled
to keep up with their growth, another critical
feature. Call analytics and historical reporting help
them understand their results and make targeted

was able to eliminate the post-delivery calls to

improvements.

External Advocates and send customers to a

Carvana works to have a minimal on-premises

virtual agent who could offer a solution. They now

footprint, using SaaS solutions as much as they

use intelligent call routing to connect callers with

can. With RingCentral Contact Centre, they have

the agent who can serve them best, using an

created a virtual contact centre that helps them

interactive voice response (IVR) system to gather

meet that goal daily.

customer information and streamline the process.
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BRIGHTWAY INSURANCE
As one of the largest privately-held independent
personal lines insurance agencies, Brightway
Insurance manages a large volume of customer
interactions. To keep up with their rapid growth, they
needed to expand their customer service operations,
which they anticipated would include building a new
on-site contact centre.
Though they initially planned to add new functionality
to their existing solution, Brightway decided that
replacing the platform was the better option. They
deployed RingCentral’s solutions and immediately
began seeing results.

INCREASING EFFICIENCY, IMPROVING RESULTS
Their new analytics capabilities showed the company that they didn’t need more agents,
as assumed, but instead needed to improve their call routing. Many calls involved regionspecific questions that could only be answered by specific agents. Their new insights
allowed them to hire expert agents who handled these calls, improving handle times and
increasing customer satisfaction.
This increased visibility also showed Brightway that they didn’t need to build a new contact
centre and instead could use remote teams to improve support. With solutions like the
RingCentral team messaging app, they can now keep their remote employees connected
as they work from home through their virtual contact centre. Though their agents are
geographically distant, the collaboration tools offered on RingCentral Contact Centre keep
them connected as a strong and effective team.
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