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Introduction

In today's competitive business landscape, the call center
plays a pivotal role in shaping customer perception and
driving loyalty. However, many organizations struggle
with outdated systems and fragmented processes that
hinder efficiency and impede the delivery of exceptional
customer experiences. This case study explores how a
call center overcame these challenges by implementing
BCN Cloud Voice Call Center, a powerful, native
customer management solution.

Challenges

Prior to implementing BCN Cloud Voice Call Center, a
call center faced significant hurdles in managing its
operations and ensuring high-quality customer
interactions. Key challenges included:

B Fragmented Visibility: Agents were solely reliant on
voice calls, with no centralized system to track
interactions. Supervisors had limited visibility into how
calls were being handled, making it difficult to monitor
performance or address issues proactively.

® Limited Supervision Capabilities: Real-time
monitoring was primarily limited to voice calls,
hindering supervisors' ability to proactively address
issues and provide effective coaching. Reporting was
siloed and time-consuming, providing an incomplete
picture of performance.

m |nefficient Workflows: Inefficient call routing led to
agents handling inquiries outside their expertise,
resulting in longer wait times for customers. Workload
management across different channels was
challenging, leading to uneven distribution and
potential agent burnout.

® Technological Limitations: The existing on-premise
system involved significant upfront costs, complex
maintenance, and limited scalability. Integration with
crucial business systems was cumbersome and
hindered personalized customer interactions.

Transforming Customer

Experience with BCN Cloud

Voice Call Center

Solution

To address these challenges, the call center implemented
BCN Cloud Voice Call Center, a solution designed to
empower customer-obsessed organizations. BCN Cloud
Voice Call Center offers a suite of powerful, native
customer management tools and unifies communication,
providing a comprehensive platform for delivering
exceptional customer experiences.

Key features of BCN Cloud Voice Call Center that
contributed to the transformation include:

® Real-time Reporting and Monitoring:
Comprehensive tools for monitoring agent activity and
customer interactions across all channels.

m [ntelligent Routing: Customizable call center queuing
and routing thresholds for inbound call queues.

m Agent Empowerment Tools: Unified desktops,
customizable interaction wrap-up states, and
simultaneous interaction capabilities.

® Robust Analytics: Tools to enable best practice
management, generate custom reports, and customize
real-time dashboard.

® Cloud-Native Architecture: Providing scalability,
flexibility, and reduced infrastructure overhead.
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Results ] Improvet;] Custqmer Experiepce: By gmpowering
agents with the right tools and information and
ensuring seamless interactions across all channels,
BCN Cloud Voice Call Center enabled the call center
to deliver exceptional customer experiences, leading
to increased customer satisfaction and loyalty.

The implementation of BCN Cloud Voice Call Center
delivered significant improvements across various
aspects of the call center operations:

® Enhanced Visibility and Control: The platform
provided supervisors with a holistic view of the

customer journey and enabled real-time monitoring Conclusion
across all channels, empowering proactive issue
resolution and consistent service quality. BCN Cloud Voice Call Center transformed the call
center from a reactive cost center to a proactive,

= Improved Agent Efficiency and Productivity: customer-centric strategic asset. By addressing key
Intelligent routing and agent desktops streamlined challenges related to visibility, efficiency, technology, and
workflows, reduced handle times, improved customer experience, BCN Cloud Voice Call Center
first-contact resolution rates, and balanced workload empowered the call center to deliver exceptional service,
distribution. drive customer loyalty, and achieve significant

® Data-Driven Optimization: Robust analytics and operational improvements.

reporting tools provided valuable insights into
performance and customer behavior, enabling
data-driven decision-making and continuous
improvement.

® Reduced Costs and Increased Scalability: The
cloud-native architecture eliminated upfront capital
expenditure and ongoing maintenance costs while
providing seamless scalability to adapt to changing
business needs.

WE ARE BC N A communication technology solutions provider with the flexibility and experience to address every need uniquely.
Creating tailored solutions based on the portfolios of 100’s of wholesale network & technology partners.

SINGLE PROVIDER = UNIFIED BILLING CUSTOMER CARE OUR LEGACY

A single-source for ' All services at all 27 n\\  Single point of contact Decades of experience
custom-configured = locations on one ) for U.S. - based and thousands of
solutions. : monthly invoice. support. business customers.

© 2025 BCN Telecom. All rights reserved. BCN and the BCN logo are trademarks of BCN Telecom Inc. All other company and product names may be trademarks of the respective companies with which they are associated.



