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Part 3 | Service delivery

A typical morning in the call centre has the profile in Table 8.2.

Table 8.2 Call profile

Time Staff numbers Emergency calls Technical calls Reassurance calls
00.00-01.00 6 4 0 2
01.00-02.00 6 5 0 5
02.00-03.00 6 5 0 Y
03.00-04.00 6 4 1 5
04.00-05.00 6 5 0 7
05.00-06.00 6 7 0 5
06.00-07.00 10 12 2 11
07.00-08.00 10 11 4 15
08.00-09.00 10 13 3 15
09.00-10.00 10 9 8 12
10.00-11.00 10 8 8 12
11.00-12.00 10 10 1 13

Medi-Call estimates that its employees are effective for about 80 per cent of the time that they are
on shift and this forms the basis of its staff scheduling system. This figure allows for short comfort
breaks and also recognises that not all staff are fully competent. Medi-Call provides thorough
induction training and continuing staff development, but annual turnover of staff is in the order of
20 per cent and it takes upwards of 6 months for staff to be fully trained.

The majority of calls are handled by the member of staff who is the first point of contact. In under
10 per cent of calls, the agent handling the call may ask for assistance from a more experienced
colleague or the supervisor.

Questions

1 When does Medi-Call’s call centre enter the coping zone? What is the likely impact of this
overload on customers and staff?

2 What strategies do you recommend that Medi-Call adopts in busy periods? What actions would
you need to take to implement them effectively?

3 Do you agree with Medi-Call’s philosophy on reassurance calls? What do you recommend?
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