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Prosci Research 
 
The Knowledge Source  
for call center managers™ 
 
 
 
 
 
 
 
Controlling the Cost of Call 
Center Operations – Abstract 
 
 
 
Prosci Research is the world’s leading supplier of call center 
benchmarking reports and research-based toolkits. Prosci 
conducts annual research projects that have involved more 
than 400 call centers from 24 countries. Prosci also sponsors 
the Call Center Learning Center, the web’s most 
comprehensive site for call center resources.  Prosci’s 
products include research and benchmarking reports, toolkits 
for project leaders and consultants, and handbooks for 
employees and managers. 
 
Product guarantee: Prosci stands behind every product with a 
100% satisfaction guarantee – no exceptions. If you are not 
completely satisfied, return the product for a complete refund. 
Only shipping charges are non-refundable. 
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Controlling the Cost of  
Call Center Operations 

 
How to cut costs in your call center 

 
 
 
 
 
 
 
 
Controlling the Cost of Call Center Operations provides a systematic approach to reducing 
your call center costs.  With this toolkit, you will critically examine multiple channels for 
reducing expenses. The outcome is a set of identified and prioritized cost saving initiatives 
that are most suited for your situation.  
 
 
The toolkit provides over 50 
initiatives that you can use to cut 
costs in your center. You will 
develop a cost reduction plan that 
includes quick-hits, mid-term 
tactics and long-term strategies. 
 
 
 
In the toolkit you receive a master 
roadmap diagram that shows the 
framework for cost reduction initiatives 
including:  
 
• lowering handle time (e.g., talk time 

plus after-call work time for a phone 
call) 

• reducing resource costs for handling 
contacts (fully loaded cost per unit 
time – e.g. cost per minute) 

• decreasing total volume of contacts 
(volume of inbound contacts for all 
media) 

 

$299 
Style: binder / CD 
Pages: 164 
Figures:  16 
Worksheets: 10 
Initiatives: 52 

Reducing the cost of 
call center operations

Reduce time to 
handle contacts

Reduce cost of 
resources

Reduce volume 
of contacts

“A truly comprehensive guide for reducing 
call center costs.  A resource with this 
perspective is long overdue.” 
  Gerald Tschikof 

Founder, Center Partners 
 

“In today’s economic times, every call center 
manager should be using this toolkit.” 
  Lisa Stockberger, Vice President 

Vanguard Communications 
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In addition to the analysis of cost 
contributors, the toolkit examines the 
different types of initiatives that you can 
take to reduce costs.  
 
 
 

Controlling Call Center Costs 
Table of contents 
 
Overview 
 

Reducing the handle time 
Reducing the cost of resources 
Reducing the volume of contacts 
Prioritization worksheet 
Three types of cost control initiatives 
Topic look-up 

 
Reducing handle time  

 
Improve agent capability 
Improve systems support 
Improve call processes 
Data gathering worksheet 

 
Reducing resource costs 
 

Drive volume to lower cost channel 
Reduce agent payroll costs 
Reduce overhead costs 
Data gathering worksheet 

 
Reducing contact volume 
 

Eliminate reason to contact 
Minimize misdirected contacts 
Reduce repeat contacts 
Data gathering worksheet 

 
Cost control worksheets 
 

Getting started  
Worksheet index  
Rank by criteria  
Rank by time  
Cost savings summary  
Financial worksheet  
Financial worksheet example  
Resource cost  

 

This toolkit is ideal if you… 

• need to reduce the cost of your call center 
operations 

• are under pressure to deliver the same level 
of service with fewer resources 

• are faced with increasing costs in your call 
center 

• need to manage peak calling periods or 
seasons without ‘breaking the bank’  

• could benefit from over 50 initiatives  to 
lower your costs 

 

Short-term
operations and
process changes

Mid-term
systems and
process changes

Long-term
strategies involving
other organizations
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Fax this order form to 970-669-7005 or call 970-203-9332 to place your order 
 

Call Center Series 
__ Best Practices in Call Center Management and  
          Operations – Benchmarking Report - $189 

__ Call Center Best Practices Special Technology  
          Edition – Benchmarking Report - $149 

__ Controlling the Cost of Call Center Operations –  
          How to cut costs in your call center - $349 

__ Planning and Design Toolkit – A blueprint for  
          building a successful contact center - $389 

__ Call Center Measurement Toolkit - $289  

__ Quality Monitoring Toolkit - $349 

__ Measurement Toolkit and both Call Center  
          Benchmarking Reports - 10% discount - $510 

__ Full Call Center Series - 15% discount (Monitoring, 
          Measurement, Planning and Design toolkits and 
          both Benchmarking Reports) - $1110 

Change Management Series 
__ Change Management Benchmarking Report - $169 

__ Change Management Toolkit - $289 

__ CM Toolkit Package - 10% discount (Benchmarking  
          Report and Toolkit) - $412 

__ Employee’s Survival Guide to Change 
          $14.95 each, 1-10 copies 
          $12.95 each, 11-100 copies 
          $11.95 each, over 100 copies 
          call for price on larger orders 

__ Change Management Guide for Managers and  
          Supervisors (includes 4 copies of the  
          Employee’s Survival Guide) - $189 

__ Full Change Management Series - 20% discount  
          (Toolkit, Manager’s Guide, Benchmarking  
          Report, 4 copies of the Survival Guide) - $519 

 
 

Name:  _____________________________________________________________________________________ 

Company:  __________________________________________________________________________________ 

Address:  ___________________________________________________________________________________ 

City:  ______________________   State:  _______________   Country:  ___________________   Zip:  ________ 

Phone:  __________________________________          Email:  _______________________________________ 

Fax:  ____________________________________ 

Payment:      Visa       MasterCard       American Express       Diner’s Club 

Card number:  _______________________________________________________________________________ 

Expiration date:  _____________________   Cardholder name:  ________________________________________ 
 

Signature:____________________________________________ 
Shipping method:     
 
Single toolkit within US: Report within US: International shipping: 

___ Overnight delivery ($31) ___ Overnight delivery ($23) Charges dependant on destination 

___ 2 day delivery ($16) ___ 2 day delivery ($11) ___ Verify charges before shipping 

___ 3-4 day delivery ($14) ___ 3-4 day delivery ($9) ___ Ship if charges are below $75 

 

The bottom line is this: you are 100% satisfied or your money back. We strive to make these products valuable for 
your organization, and we succeed only when you succeed. 

 
Visit us at www.call-center.net or www.change-management.com for more information. 

 

Catalog code: 
67015 


