1. Do you require only an inbound Call Center Services or an outbound Call Center Services as well?
?

2. Nature of project (e.g., Customer Service, Order Taking, Technical Support etc.)?
?

3. Modes of contact between your customers and call center agent(s) (only phone or any combination of phone, email, chat, fax, etc.)?
?


4. Number of agents / seats required?
?
5. What will be the work hours and how many days per week (one agent works standard 160 to 176 hours per month on average)?
?
6. Anticipated number of calls per month?
?

7. Average length of a typical call?
?

8. Do you currently have an in-house call center or are you currently using third party call center services?
?

9. Your industry / nature of business?

?

10. Which language(s) the call center agent(s) need to be able to speak (example: English, French, and Chinese)?
?

11. What additional features and services you require (Please mention all that are required)
· Automatic Call Distribution (ACD) / Skill Based Routing (SBR)

· Interactive Voice Response (IVR)

· Multimedia Management (Manage phone, email, & chat channels in one application)

· Computer Telephony Integration (CTI)

· Collaboration / Desktop Sharing

· Case & Contact Management

· CRM Integration

· Real-time Monitoring & Reporting

· Call Recording & Logging

· Virtual Queuing

· Predictive or Preview Dialer

· FAQ Knowledge Base

· Voice Mail and Auto Attendant
?

12. Anticipated start date?
?
