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Will this system increase call efficiency for my organization?

Will it build revenue?

Will we be able to reduce our phone infrastructure costs?

Does the system provide for growth and flexibility?

What level of service and support can we expect from the phone system vendor? 

Within those broad goals, you should be looking for specific capabilities on the system you're considering. The
phone platform should include a robust Automatic Call Distribution (ACD) system to provide for intelligent 
call routing and queuing. There should be an intuitive interface to improve call agent productivity, and features
such as Auto Answer, Hold, Transfer, Conference and Supervisor Escalation. Advance applications can 
integrate with your CRM platform so that call agents will have an automatic screen pop-up with information on
the caller. And agents can even dial customers right from their Outlook® directory. 
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to make the right impression on your customers. And robust call analytics are the first step to determining
where more work is needed. 
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