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Overview



National  Indices

·Global Economic Recession

·Low Government Income

·Low Government Spending

·Inflation

·Low Product Uptake

·Industry -specific Turbulence ïBanking 
SLS Effect.



Industry Indices (Telecoms 
Specifics)

·Low ARPU

·Cost and Value Trade -Offs

·Promotion - led Sales

·Increasing Overheads

·Dollar Vs. Naira Debacle

The effect is é..



Everyone Is Scrambling!



Soé..

How do we ensure the survival of the 
Customer Service and  Contact Centre 
Industry and the organisations we 
support?



Strategy

·Rethink your  Service Model
·Profile and segment your customers.
·Refocus  and Integrate Service Channels
·Create Integrated Customer Education 

Platforms
·Optimise Touch -points for best - in -class 

Service
·Conduct an Audit
·Innovate with the customer experience in 

mind.
·Find out what to Outsource !


