How Much Will My Agency’s Contact Center Cost?
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1. Do you want contractor support or will you be using government full time employees?  If contracting out, what level?
· Customer Service Representative (CSR) (Agent)
· Management
· Technology

2. Inquiries
· What are the anticipated, most common types of inquiries you expect to receive?
· Who are your customers/why are they contacting you?  Customer demographics impact channels, languages, and hours of operation. 

3. Services to Be Provided

A. Channels
What channels would you like to answer? 
· Phone
· Web Chat
· Email
· Postal mail
· Social media (Facebook, Twitter)
· SMS
· Customer Support App
B. Tiers
What level of agent support is required?
· Tier 1:  Basic, using publicly available information, FAQs
· Tier 2:  Moderately complex
· Tier 3:  Complex, requires subject matter expertise

If only Tier 1, do you want Tier 2 or 3 transferred?  
· Warm transfer (CSR stays on line and introduces call to Tier 2)
· Cold transfer (simply transfer to a designated Agency number and CSR hangs up)   

How complex is the Tier 2 matrix - how many different Tier 2 contacts are there?  

What are the hours of availability of Tiers 2 and 3?  If they don’t match Tier 1 support, what is the solution for the other hours?

C. Hours of Operation
· What are the expected hours of operation? 

D. Languages
· What languages need to be supported?  Note: A commercial, professional language line can provide affordable access to many languages.  

4. Call Volume
· What is the expected call volume?  (daily, weekly, monthly)
· What is the average handle time (the estimated average length of call)?  What is the estimated after-call wrap-up time?  

5. Security 
· Do CSRs need any special security clearance to answer inquiries?

6. Telecommunication and IVR
· Does your agency want to use an existing toll free number?
· Do you want a new toll free number just for this topic?
· What company provides telecommunications for your agency?
· Will you use recorded messages (IVRs) for FAQs?

7. Operations
· Does your agency have current contact center procedures documented?   
· Does your agency have specific policies documented?  

8. Training
· What type of CSR training is required?
· What is the estimated length, in days, of new-hire training?   
· Describe the training process (lectures, role plays, application, information retrieval, all of the above?)
· Do you have any training materials developed? If no training modules/curriculum are available, who will be responsible for developing and delivering the training?

9. Data Collection
· What information needs to be captured about each inquiry?
· Identify required data fields 
· Purpose of inquiry
· Demographic data
· Customer data
· Other
· Identify optional data fields 
· Business name
· Email address
· Other contact information
· How will the data be used?

10. Reports
· What types of reports are needed?
· Standard contact center reports 
· Other reports - identify data fields that require reporting

11. Performance Metrics
· What are the required performance standards/Key Performance Indicators? (Response Time, Service Level, Quality Assurance Scores, Customer Satisfaction Scores, First Contact Resolution, Service Availability, etc.).  Note:  High performance standards increase the cost of the service.

12. Resources/Content
· What resources/content will be provided to CSRs to answer inquiries? 
· Are standard resources (FAQs) already developed?
· Maintenance of resources
· Who will maintain?
· Frequency of updates required?

13. Technology
· What technology will be used to support the contact center?
· Does the agency own the technology?
· Who will maintain the technology?

14. Budget
· What budget does your agency have for customer support activities?
· Do you anticipate that this budget will remain steady in future fiscal years?

15. Timeline for Start Up
· When do you anticipate contact center support to begin?
· What is the estimated time frame/duration for contact center support?
