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The following are OpsTel Services USE CASES depicting approaches and tools that 
solve real problems while reducing cost, retaining customers, improving customer 

experience and driving sales. 
 

June 29, 2020 
 
As we continue our Hidden Area of Automation Series around cost optimization, BCP and day-
to-day automation in the contact center, we will be addressing another area that drives solid 
cost optimization gains within an enterprise while providing flexibility to rapidly onboard 
agents when an emergency arises; i.e. rapid agent onboarding, offboarding and maintenance.  
  
The call center continues to see unpredictable patterns of engagement from the public and 
consequences will persist well into the future as we work to deal with one of the lowest 
economic downturns and highest unemployment rates since the Great Depression (1929 to 
1939).  The pandemic has created new patterns of spending and or lack thereof which has 
resulted in devastating impacts to our economy that are projected to take years to make a 
true recovery. 
  

   
 
Leaders all over the world are rethinking their business models and reprioritizing objectives to 
retain customers, ensure safe environments for their employees, and all while working to 
figure out how they are going to positively increase bottom-line results.  The challenge is that 
we are in a new environment with many unknowns. 
  
Questions that you may be getting asked: 
  

1. How can you cut costs? 
2. How can you better utilize your existing employee pool? 
3. How can you cost optimize while reducing risk and improving service? 
4. Can your processes be improved and if so, how? 
5. Can your organization help reduce overarching burden across other areas of the 

company? 
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Requirements you may have: 
  

1. Cut cost 
2. Do more with less 
3. Improve efficiency/performance 
4. Report quicker 
5. Produce less impact 
6. Ensure SLA 

  
Thus, what does all of this mean specifically in the call center environment and how can you 
help?  
  
Hidden area for Cost Optimization, BCP and Day-to-Day Automation 
  
Let’s now talk about a hidden area within the contact center that gets little to no attention but 
is a major cost drain, labor intensive and certainly does not put organizations in the position to 
be nimble (handle BCP events) - contact center agent onboarding, offboarding and 
maintenance. 
  
Did you know that the average contact center takes anywhere from 1 to 3-weeks to onboard, 
offboard and or maintain an agent?  The reason for this time period is that contact centers 
typically leverage multiple different applications/technologies to perform their functions which 
range on average between 6 and 14 different systems.  These systems are normally 
maintained by multiple different groups, which in turn requires different queues and 
workstreams to be executed for onboarding, offboarding and maintenance of the agent 
population.  As you can imagine, if you have a sudden emergency with bursty contact center 
traffic, high-churn in your agent population and or seasonal agent requirements, having a 
legacy system in place that takes anywhere from 1 to 3-weeks to perform these functions can 
get very painful and expensive real quick. 
 
 

 
 

Expensive & Time 
Consuming 

Existing process 
typically takes 

anywhere from 
several weeks to a 

few months.  

Multiple organizations involved 
with high-effort, low performance 

and heavy expense!  
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Example:  With COVID-19 – we observed an unprecedented uptick in call center traffic with 
some of the largest brands on the market not being able to support the call volumes.  They 
had no ability to get agents into position in a timely fashion as their model for onboarding, 
agent movement and existing management structure just could not support the 
requirements.  Hence, we watched SLAs drop, customers complaints increase and a reduction 
in sales occurred. 
  
Solution 
  
So, what is one key solution – We Automate and Cost Optimize!   

  
This is where solutions like OpsTel’s PLUS™ comes into play as the toolset automates all of the 
activities that currently take between 1 and 3-weeks - involving multiple groups with high 
expense - while moving the task to 5 to 10-minutes with 1-touch.  Yes, that is correct – we just 
inserted the ability to rapidly onboard, offboard and maintain the agents with 1-touch, 
allowing the enterprise to quickly respond to a BCP event (onboard new agents fast) while cost 
optimizing the environment every single day with automation cutting labor cost and time 
waste. 
 

 
 
An additional advantage of PLUS™ is that the solution is also pertinent for day-to-day 
operations of the contact center environment as entities with unions, agent churn or 
seasonality are always having to go through the onboarding, offboarding and maintenance 
cycle.  We consistently see considerable waste in this area as organizations are using legacy 
approaches and methodologies to manage the environment with little to no automation.  In 
one case, with a major health care institution, they observed after analysis a 92% savings 
over the legacy approach.  Talk about cost optimization and efficiency!  This entity was able 
to have the FTE assigned to this menial work – realigned to other more meaningful tasks while 
inserting a BCP and day-to-day capabilities while cost optimizing. 
 
 
  

Cost Optimized 

Reduce agent 
provisioning time 

to less than 10-
minutes!  

Single Touch, Efficient & Fast!  
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Then we add in other solutions like SPEED™ to provide 1-touch rapid temporary movement of 
agents around the contact center and you have an incredible BCP capability that is also good 
for day-to-day cost optimization and SLA assurance. 
  
Imagine if I was a major brand that had an influx of calls during an event and had the ability to 
within minutes ensure that the right agents are in position to handle the situation.  We know 
the results and all while cost optimizing. 
  
Thus, what did we just do? 
  

1. We cost optimized the environment – cut cost, eliminated waste, ensured efficiency 
and all while leveraging existing platforms 

2. We provided a method to rapidly resolve SLA issues 
3. Inserted a solution that delivers real results fast – speed to realization 
4. We reduced customer churn and improved sales 
5. We took pressure off contact center operations enabling them to do a better job of 

servicing clients 
  
Summary 
  
As we move forward in these unprecedented times, we know the challenges are great and 
being able to adjust quickly while cost optimizing will be of significant importance.   
  
OpsTel PLUS™ and SPEED™ address a hidden area within the contact center that provides cost 
optimization, BCP and day-to-day automation ensuring that your company has the flexibility 
required for the future while saving money. 
  
We hope that you will consider OpsTel during this evaluation period and take a hard look at 
this hidden area of performance improvement and cost optimization.  These solutions provide 
a real and verifiable benefit while solving numerous problems. 
  
Please feel free to reach out if you have questions and we love doing demos. 
 
Respectfully, 
 
The OpsTel Services Team 
Contact us @ 980.242.1533 
Opstel.Sales@Opstel.com 

 

 
 


