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Why Improve the In-Queue Experience?

€ 40% of callers hearing a queuing message
repeated 4 times will hang up - 30% will
never call back (12% of total volume)
Source: Telemarketing magazine - CNN survey

€ 30 million calls abandoned each year in the
Financial Services sector alone through
callers being irritated by uninformative
gueuing systems or uninspiring music

Source: Call Centre Focus

€ Being kept on hold by a call centre is the number one
thing most likely to make British people angry

Source: BBC 2 Survey for Losing It i presented by Griff Rhys Jones
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What Happens if You Do Nothing?

€ USA Business Telephony Today survey of 30,000 callers:

Abandonment within 1 minute:

€ Silence 52%
@ Music 13%
€ Information 2%

€ So Information In-Queue reduces abandonment... but
€ Whose voice?
€ What do we say?

€ How long is too long?
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Considerations
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Brand
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Brands and Branding

€ AN Br aisli@i one customer contact at a time, through

a wide range of channels,orin T o uPcoh nt s O
€ Accumulated i T o u c fore ghe brand impression
€ Brand is critical -1 twha makes your business unigue

€ Big brands are often 0 p esleyn s @amndyfodm part of an

experiential marketing strategy

€ When Need becomes Want, your brand has arrived!
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Brands and Branding

¢ Retallers and the Internet have got it easy

A little video for everyone. The new iPod nano

€ | tnotso simple for Call Centres!

@ Call Centres only have one sense available i SOUND

€ Ignore it at your peril - Years of brand loyalty can be lost In
moments through poor off-brand experience!
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Brands - Audience Participation

€ Which company does this recording comes from?

a) Major Multinational Healthcare Software Provider ?
b) £1m turnover UK Healthcare Software Provider?

€ Y o u mnrlyegot short queue times?
Where am |?
...and now?

AWhich of the following is the most widely used on-hold
production in UK call centres?

a) ¢
b) ¢
C) ¢
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Sonic Branding in Call Centres

€ Sonic Logos
i Who am 1? ¢ ¢ ¢

€ TV Advert Soundtrack ¢
I Not always appropriate for call centres ¢

€ A Story or Experience <

€ Script style, Persona and tone of voice
¢
@
¢
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Sonic Branding Case Study

AWI thin weeks
Introduction, customers
became very familiar with the
Selco song, even whistling the
tune as they walked around the

stores

The perception of our brand
has moved materially in the
direction we wanted, showing
we have built a useful audio
Il denti ty very
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