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Executive summary

With traditional automatic call distribu-
tion (ACD) call routing, contact center
agents are aligned with queues, and
queues are distributed to agents that are
tied to those queues. In today’s volatile
contact center environment, this strategy
often results in inefficient use of agent
resources and difficulty reassigning
agents on the fly. Complexity increases

rapidly as new types of calls are added.

In contrast, in a skill-based routing
system, agents are no longer assigned to
queues; they are assigned to answer calls
according to their abilities or skillsets.

Skillsets are defined by a business based
upon who their callers are and the
reasons for their calls. Agents can be
assigned to answer calls for up to 50
different skillsets or call types. Each
agent can be assigned a priority within
each skillset, and all these assignments
can be easily changed whenever needed.

Compared to traditional automatic call
distribution, skill-based routing offers
some compelling benefits:

* Call resolution improves, because calls
are directed to the most appropriately
skilled agent the first time.

Opverall call processing time is faster,
hand-offs and wait time are mini-
mized, cost per call is reduced, and the
customer receives more knowledgeable
and efficient service.

Shortening call durations increases the
number of calls agents can handle,
which in turn enables the contact
center to grow in call volume without

hiring more people—and to reduce the

number of calls abandoned by frus-

trated callers on hold.

The ability to route and prioritize calls
based on required skillset reduces agent
training time and saves on training
costs.

Recognizing agents as individuals with
unique skills increases agent morale
and sense of personal investment,
which is often reflected in lower
turnover and enhanced job satisfaction
and service extended to callers.

The ability to understand and leverage
the unique skills of agents gives
managers the tools to offer incentives
to agents based on their willingness to
learn new skills and expand the scope

of the calls they are able to effectively
handle.

Nortel Networks Symposium™ Call
Center Server and Symposium Express
Call Center both offer skill-based
routing, along with flexible call treat-
ment options, real-time displays, and
comprehensive management and report-

ing functionality.

Read on to find out more about skill-
based routing, how it works, and
what your contact center can gain
by migrating from traditional
ACD to more efficient and
customized call treat-

ments based on accu-

rately matching call
requirements with

agent capabilities.




Beyond ACD—

The advantages of skill-based routing
in today’s contact centers

Technology available today can recognize
each caller’s unique and changing needs,
match their calls with the most qualified
agents to meet those needs—and
enhance contact center performance

and profitability in the process.

Beyond traditional auto-
matic call distribution (ACD)

Automatic call distribution (ACD) is a
30-year-old technology designed on the
assumption that all customers call for
the same reason—and that all agents are
trained with the same skills. To make the
system most efficient, all callers are
placed in a line, or queue. From there,
calls are answered in sequence: first in,
first out. At the same time, agents are
placed into a pool, or queue. The agent
who has waited the longest since the last
call takes the next call. Or, when calls
are waiting, the first available agent takes
the next call.

ACD is adequate for companies that
receive only one type of call, or have
relatively low call volume and static
needs. But most businesses now receive
customer calls for many purposes, from
warranty claims to product inquiries,
billing questions to order placement,
service requests to complaints—at highly
variable, hard-to-forecast volumes.

With so many reasons for customers to
call, and so many fluctuations in call
traffic by type, contact center managers
are challenged to figure out how many
agents to assign to each queue, as well as
how many agents have the appropriate
skills to deal with various types of
customer calls. Because ACD has limited

flexibility, the potential for customer
frustration and abandoned calls is a
serious threat to customer satisfaction
and, in turn, to the company’s revenue.

There is an answer to this dilemma.
Move beyond traditional “first-in, first-
out” ACD call handling. Revitalize your
contact center with skill-based routing.

Recognize callers’ require-
ments and deliver them to
the best available agents

Skill-based routing determines a caller’s
identity and reason for calling. It then
directs the caller to the most qualified
available agent. This could be your
customer’s personal account manager, a
help desk representative, or someone in
accounts receivable.

By directing a customer to the appropri-
ate agent sooner, skill-based routing can
increase customer issue resolution on the
first call, decrease customer wait time,
lower the abandoned call rate, and in
turn increase customer loyalty.

The other half of the contact center
equation is to recognize your agents
valuable contributions and treat them as
individuals. Using skill-based routing,
your agents are no longer assigned to
queues. The system recognizes their
unique talents. Because skill-based
routing is based on software logic,
contact center managers can quickly and
easily change agent assignments to
distribute work fairly and appropriately.

Skill-based routing enables managers to:

* Maximize staff productivity. In real-
world implementations, skill-based
routing has been shown to increase
agent productivity by more than 25
percent.

* Improve first-call resolution. One
utility customer reported 98 percent
first-call resolution and expedited
agent training after implementing
skill-based routing.

* Reduce hold time. A customer
combined skill-based routing with
specialized 800 numbers to reduce
hold times by 89 percent and wait
times by 75 percent, while at the same

doubling the volume of calls handled
by their agents.

* Reduce abandoned call rates. A
major Las Vegas hotel and casino
reported that abandoned calls dropped
from 20+ percent to 4 percent when
skill-based routing was introduced,
due to reduced hold times and direct
connection to the agents best able to
satisfy callers’ requirements.

Balance agent workload more equi-
tably. The ability to dynamically route
calls to agents based on more sophisti-
cated considerations than “first-in,
first-out” ensures optimal sharing

of workload.

* Reduce training time. By creating
agent specialists, contact center
managers can focus training resources
on targeted skills, rather than groom-
ing all agents to be generalists.



* Increase overall contact center
performance. Reduced hold times,
more efficient call handling, effective
workload balancing, agent specializa-
tion... these features add up to overall
performance improvements. One
customer was able to handle a 30
percent increase in call volume with
zero staff growth.

Support better incentive programs.
Performance reporting by skillset is a
more fair and accurate way to evaluate
an individual’s productivity, especially
since calls of different types may
require very different knowledge

levels and handling times.

Increase agent morale. Recognizing
agents for their skills and specialties,
rather than simply by queue or work-
group, leads to greater sense of
personal investment.

Reduce costs. Intelligently distributing
calls to agents, reducing unnecessary
hand-offs, and enabling agents to
become specialists who can resolve
issues more efficiently... the cumulative
result of these benefits is that more
calls are handled more successfully
each hour. It’s a win-win proposition,
where costs per call go down as service
quality improves.

These advantages add up to increased
customer loyalty, satisfaction, and
revenue.

How skill-based routing
works—a snapshot view
With skill-based routing...

* The contact center server gathers
information about the incoming call,
and uses it to determine the routing
and treatment for the call.

* A call script, operating behind the
scenes, looks at the network-provided
information, such as ANI and DNIS,
and determines what information
should be requested from the caller or
automatically gleaned from customer

records. It then factors in dynamic
contact center conditions, determines
the appropriate treatment and skillset,
and queues the call accordingly.

* The call script can route the call to
an agent or invoke a treatment such
as IVR or a pre-recorded message.

* If an agent assigned to that skillset is
available, the call is delivered to the
agent.

* If an agent is not immediately avail-
able, the call is queued to the required
skillset, and alternative treatments are
given to the caller, as defined in the

call script.

* All activities and measurements related
to the primary and secondary call
scripts (known as “applications”) are
reported on performance reports for
that application, on real-time displays
on agent and supervisor monitors, and
in dozens of standard and customiz-
able trend reports.

These are the basic steps involved in
skill-based routing, but managers have
many choices for meeting the needs of
the contact center and its callers. For
example, calls can be routed directly to
specific agents (such as an assigned
account representative), simultaneously
queued to more than one skillset, de-
queued if not answered within a speci-
fied period of time, retrieved from an
agent’s ringing telephone set and queued
to another skillset, and more.

Nortel Networks platforms
for skill-based routing

Nortel Networks Symposium Call
Center Server and Symposium Express
Call Center both offer skill-based
routing, along with flexible call treat-
ment options, real-time displays, and
comprehensive management and

reporting functionality.

Nortel Networks Symposium Call
Center Server offers maximum call
customization for contact centers of all

sizes up to 1500 active agents and 3000
agent profiles, at a single contact center.

Symposium Express Call Center
offers many of the same features as the
Symposium Call Center Server, in a
cost-effective package for emerging,
departmental or branch office contact
centers with up to 150 active agents.
A simplified management interface
supports 32 combinations of defined
call treatments and incoming call rates
up to 5,000 calls per hour.

A closer look at
skill-based routing

Skill-based routing represents a funda-
mentally different way of thinking about
how calls are managed in the contact
center. Read on for a discussion of key
conceptual differences between skill-
based routing and conventional ACD
queuing, and the advantages to be
derived from matching callers with
agents in much more sophisticated

ways than first-in, first out.

Agents are aligned with skillsets,
rather than to groups or queues

With skill-based routing, calls are
presented to available agents equipped
with the necessary “skillset” to service
the callers’ requests. Calls can be simul-
taneously queued to 20 skillsets in the
same Symposium Call Center Server
location or spanning up to 30
networked locations.

A skillset is a label applied to a collection
of abilities or the knowledge of some-
thing, such as a product or department,
which may be required of an agent to
process a given type of call. For example,
you might define different skillsets for
catalog requests, catalog orders, product
inquiries, and product returns.

A unique feature of this call distribution
strategy is that skillsets are assigned to
agents, instead of agents being assigned
to agent groups, gates, or splits. Each



agent can be assigned up to 50 skillsets,
which means that cross-trained agents
can handle calls from other skillsets
according to their availability and prior-
ity. This approach enables agents to be
defined as individuals, with individual
capabilities and parameters, rather than
taking on the characteristics of a larger

group.

Each agent has a priority level
attached to each skillset.

Suppose an agent is qualified to handle
your most important, high-dollar
customers as well as day-to-day phone
orders for first-time customers. Surely
youd want the skilled agent to be more

readily available for the most important
business. You can achieve that by assign-
ing a priority from 1-48 to each

of the 50 skillsets that can be assigned
to an agent.

Agents with higher priorities assigned
for a particular skillset will receive calls
for that skillset before agents with lower
skillset priorities. For example, an agent
assigned a priority of 1 in the “Gold
Circle Customers” skillset could be
considered highly proficient in servicing
callers to that skillset, while an agent
assigned a priority of 48 in that skillset
might be a new employee learning how
to service those important callers.

Figure 1. Skill-based routing fundamentally differs in concept from traditional ACD.

ACD routing

Calls can receive specialized priority
queuing based on call type.

Call priorities from 1 to 6 can be
assigned to different calls, with 1 having
the highest priority. This option allows
calls with greater priority to be presented
to agents before calls of lesser priority.
For example, a contact center may have
service agreements with several customer
groups and want to provide a different
level of customer service based on those
agreements. The call center could desig-
nate call priorities based on each agree-
ment type.
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changed—management is dynamic.



Skillset requirements of incoming
calls are determined by custom
call scripts.

Call scripts are call processing instruc-
tions that provide customized and
specialized treatment and routing of calls.

* A master script governs the point of
entry for all new calls—directing
incoming calls to other scripts (known
as “primary scripts”) based on real-time
analysis of contact center conditions.

* A primary script defines call-process-
ing instructions for a particular call
type, caller, or set of conditions, such
as time of day or day of week. A
primary script can route calls to appro-
priately skilled agents, or it can send
the control of routing to a secondary
script.

A secondary script can route calls to
appropriately skilled agents, perform
some other action, or send the control
of routing to yet another script.

Call scripts can invoke a wide variety
of functions, such as:

* Queue and prioritize calls to a skillset
* Route a call to a local or remote agent

¢ Provide custom call treatments
(recorded announcements, integrated
voice processing sessions, music)

* Play voice menu prompts and wait
for collection of digits

* Retrieve presented calls to reroute
them

* Disconnect calls

* Provide information to and retrieve
information from company databases

* Schedule when to perform certain
operations, according to time of day,
day of week, or day of year

This custom-defined, multi-tiered call
scripting gathers information about the
caller’s needs, based on such information
as the phone number dialed or the

number of the caller. This information
can then be used to identify the most
appropriate skillset(s) to which the call
should be directed.

Skillset definitions, as they apply to
incoming calls, are not hard-coded into
the system; they are uniquely defined by
contact center administrators to meet
their specific business needs. Callers’
skillset requirements can be based on
any of the following criteria:

* Calling party information, such as
CLID, ANI, NPA/NXX or trunk

route

¢ The number the caller dialed:
called party information (DNIS)

¢ The date or time of the call

* Call center conditions, such as agent
status, current number of callers in
queue, or service levels

¢ Information that can be obtained from
the caller, such as voice-processing
input of account numbers, invoice
numbers, or selections from interactive
voice response (IVR) menus

For example, a call script may be set up
in such a way that all calls that have

dialed DNIS 2300 are queued to agents
assigned to skillset “Customer Service,”
while calls that have dialed DNIS 2400
are queued to agents assigned to skillset

“Sales.”

This rich scripting language offers a flex-
ible means to customize call treatment
and routing based on unique business
needs—no longer tethered to the limita-
tions of a PBX database.

Each skillset or agent can be
assigned a “call presentation class”

Call presentation class gives you flexibil-
ity in the way calls are presented to
agents. For example, you will have
different expectations for beginning
versus experienced agents. This is where
you can monitor agent performance
based on thresholds that you configure
based on your business requirements.

Figure 2. Skill-based routing—invoked with a rich scripting language and
prioritized on multiple dimensions—enables an almost infinite variety

of custom call treatments.
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Skillset, agent, priority, and presen-
tation class definitions enable
highly customized call handling.

Used in combination, these multiple
methods of selecting an agent can
provide very tightly targeted treatment
to match very specific business needs.
For instance, you can:

* Queue a call to three skillsets in 1-2-3
order of choice, and present the call to
the first skillset in the list with an idle
agent and/or the highest agent priority

* Queue the call to the skillset with the

most idle agent, measured since the
beginning of the measurement interval

* Queue the call to the skillset with the
most idle agent, measured as longest
idle period since the last activity

At any time, a skillset can be active,
dormant, or in transition

Any of three service modes can be estab-
lished for a skillset, activated or inacti-
vated according to criteria in call scripts
and skillset definitions. During “in-
service” mode, agents assigned to that
skillset are answering queued and

Figure 3. A Web-based, graphical user interface

incoming calls. In “transition mode,”
the skillset’s agents are answering queued
calls but applying different treatment
(such as after-hours treatment) to

new incoming calls. In “out-of-service
mode,” no calls are being queued

or answered.

Managing the skill-based
routing architecture

Managers and supervisors use the inte-
grated administrative tools and interfaces
in the Symposium Call Center Server
platform to define the skill-based
routing configuration, including call
scripts, skillsets, agent and supervisor
definitions, call presentation classes,

and queuing priorities.

Administration for the skill-based
routing architecture

A Web-based, graphical user interface
simplifies configuration as well as day-
to-day operations. For instance, adminis-
trators can drag and drop to quickly and
easily change agent skillsets, priorities,
and supervisor assignments, or perform

simplifies configuration and management.
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class can be applied to multiple
resources, which can significantly reduce
configuration time. Skillset Threshold
classes define acceptable times for skillset
call-processing conditions, which reflect
the contact center’s overall operating
objectives and are presented in real-time
displays.

Configure agents and supervisors.
Administrators create agents and super-
visors, then define attributes for each.
For example, in defining an agent,

the administrator would specify such
elements as:

* General properties, such as the agent’s
name, title, department, and language
association

Phone-set properties, such as the
agent’s personal directory number and
identification code for logging into the
Symposium Call Center Server

Call presentation class that determines
how calls are to be presented to the
agent

Threshold class, which assigns call-
handling timers for specific call

processing states, such as “active on a
skillset call,” and allows over-threshold
items to be highlighted in real-time
displays to alert the supervisor

Up to 50 skillsets that the agent is
qualified to handle, with a priority
from 1-48 or standby for each skillset

Primary and a secondary (associated)
supervisor for the agent

Reporting for the skill-based
routing architecture

A comprehensive suite of management
reports gives contact center managers the
means to measure system performance,
assess staffing requirements, control
operating costs, generate additional
revenues and, most importantly, deliver
premium service to callers.

Reports can supply detail and summary
information, real-time and historical
perspectives, identification of immediate
concerns and long-term trends, and
overall contact center performance or
productivity for selected timeframe or
components, such as performance
metrics by agent or by skillset.

More than 70 standard reports are avail-
able, plus customization options and
integration with external analysis/report-
ing systems. The following is just a
sampling of standard reports that are
specifically relevant to skill-based
routing:

* Skillset Reports measure performance
by skillset, such as performance for all
warranty claims calls, or all electronic
customer requests, such as e-mails, text
chats, or requests for call back from
the enterprise Web site.

Agent Performance Reports track
agents’ call handling activities for
incoming calls, drawing attention

to activities that should be rewarded
or weaknesses that may need to be
addressed. Comparisons can be
restricted to agents who have similar
skillset assignments and priorities,
acknowledging that different call types

may require different service levels.

Skillset Performance Reports
summarize call-handling performance
by skillset, listing the total calls
answered by live agents for the
assigned skillset, the number and
percentage of calls that were answered
after a predefined threshold, the
maximum delay experienced by calls
that were answered, and the total time
all agents were busy servicing calls to

the skillset.

By indicating the volume of calls and
delay times experienced by callers
along with the amount of time agents
were busy servicing calls to the skillset,
the report indicates whether or not the

skillset is appropriately staffed—and

whether further investigation within
agent reports might help find resolu-
tion for an underperforming skillset.

* Agent by Skillset Performance
Reports summarize agent performance
data for each skillset under review.
The report details performance statis-
tics, such as the total number of calls
answered, total time spent servicing
contact center callers, and average call
length. This report helps identify
agents who may need additional
training or reassignment to a

different skillset.

Revitalize the contact center

The Symposium Call Center Server or
Symposium Express Call Center that
you deploy to support skill-based
routing also provides a broad range of
adjunct capabilities—each contributing
to the business case for migrating from
traditional PBX ACD systems. For

example:

* Adaptable call handling through a
rich, flexible scripting language enables
you to customize call routing decisions
and treatments based on customer
requirements and business needs in
many ways other than enabling skill-
based routing

Graphical, real-time displays provide
a snapshot of contact center perform-
ance to enable immediate identifica-
tion and resolution of problem
conditions, and ensure consistently
superior service

Network skill-based routing provides
an efficient, streamlined way to create
and manage a virtual contact center
that spans multiple contact centers

More than 70 standard reports, plus
the ability to customize historical
reports, provide valuable intelligence
to measure performance and guide
decision-making on all facets of
contact center performance
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