How to Avoid

all Escalation In
Contact Centers?

® \What does Call Escalation Mean?
Suppose a junior agent transfers a
call to a senior one at the customer's
request; this is called escalated call.
When customers are unsatisfied
with the service in a contact center
they request to escalate the call to

someone at a higher level to resolve

their issue.
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How to Manage Call Escalation in
Contact Center?

Do Not Make Assumptions o

‘ 2 | Recognize the Problem

Have Clear Objectives | 3

Demonstrate Sympathy for
the Customer

Allow the Customerto Talk | §




Present the Solution | G
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. b
e . 0,

.
- Sy

< 9

p— - . N

— e -
- A

improve Efficiencies in (g ) ||
Call Centers .81

O | Use Dynamic Internal
Knowledge

Read More

@ Scorebuday

QUALITY SCORING SYSTEM


https://www.scorebuddyqa.com/blog/how-to-avoid-call-escalation-in-call-centers?utm_source=pdf&utm_medium=direct&utm_campaign=inbound

