
Contact Center Strategic Roadmaps

Contact Centers Have a Unique Opportunity in the Age of the Customer
With CEOs and Boards of Directors driving ‘Age of the 
Customer’ initi ati ves, contact centers have gained 
renewed att enti on as the heart of most organizati ons’ 
customer engagement strategies. 

However, this environment of increased visibility is not 
the ti me to be running a contact center that is not 
meeti ng business objecti ves. 

Even worse would be being behind on targets and 
failing to have a plan for the necessary opti mizati on, 
modernizati on or transformati on work needed to get 
back onto a successful track. Yet without a signifi cant 

dedicated eff ort, even veteran executi ves have diffi  culty 
diagnosing short and long-term problems and developing 
the necessary operati ons and technology remediati on plans. 

This is where an Eventus Strategic Roadmap can help. 
Eventus’s expert contact center management consultants 
will perform an exhausti ve review of your current state, 
then provide detailed recommendati ons telling you how 
to achieve your desired future state. 

At the end of the project, you receive comprehensive 
operati ons and technology plans including a full fi nancial 
analysis and business case.

About Eventus
Eventus delivers Experience Design, Managed Soluti ons, 
and Enabling Innovati ons with engagement models that 
Amplify CX Outcomes.  Eventus has infl uenced over one 
billion customer interacti ons, reduced over $100mm in 

Client costs, all while improving customer loyalty. 
Eventus provides industry experti se, a partner ecosystem, 
and proven methodologies that enable their Clients to 
exceed goals, minimize risk, and drive CX success.
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Why Engage in an Eventus Strategic 
Roadmap Engagement?

•  Our senior management consultants have 
built and run large scale contact centers with 
full P&L responsibility.

•  We will diagnose the problem areas that are 
keeping you from achieving your business goals.

•  We will deliver a clear, arti culate, multi year, 
prioriti zed remediati on plan, budget and 
business case.

•  Your plan will include quick wins as well as 
long term improvement opportuniti es.

•  You will align your operati ons, technology and 
fi nancial resources with your business objecti ves.

Recent Outcomes of Implementi ng 
Recommended Eventus Roadmaps

•  Increased customer sati sfacti on by 19%, 
decreased average handle ti me by 9% and 
reduced operati ng costs $45 million over 3 years.

•  Achieved cost savings of 12-27% across 
customer service budgets.

•  Completely modernized and standardized 
infrastructure: ACD, IVR, CTI, CRM, WFM and 
Quality – including migrati on to the Cloud.

•  Increased customer retenti on through customer 
segmentati on and enhanced technology.

•  Designed and implemented Six Sigma training 
aligned with mission criti cal company projects.
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The Eventus Contact Center Strategic Roadmap Methodology
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Operati ons & Technology Areas of Focus

First, Eventus’ team of experienced contact center 
management consultants will review your strategic plans. 

Then they will perform a detailed current state analysis 
by job shadowing, reviewing current data and performing 
interviews with key personnel. 

From these inputs, they create a gap analysis, analyze 
potenti al strategic opti ons, and develop a strategic 
operati ng plan. 

The end results of the engagement are a technology 
roadmap, recommended program plan and complete 
fi nancial analysis and business case roadmap that 
show you exactly what you need to do to increase 
customer sati sfacti on, grow revenues, modernize your 
infrastructure, support expansion and manage costs. 
Even bett er, Eventus can usually show you how you 
can achieve some or all of these goals simultaneously.
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Expand criti cal
processes to drive
overall customer
experience and
operati onal effi  ciency
through the training,
quality, and
knowledge base
programs within
the Contact Center.

Establish objecti ves,
reporti ng, and outlier
management of a
specifi c set of proven
KPIs resulti ng in
signifi cant operati onal
and Service Level
improvements for the
Contact Center and
Vendor locati ons.

Develop a
high-performing
leadership team,
implement enhanced
interacti on routi ng,
and other core
operati onal process
improvement that
will unlock currently
available Contact
Center capacity.

Tune essenti al
infrastructure,
telephony, and
CRM/knowledge
base to deliver
increased capacity
and improved
producti vity for
the Contact Center
system.

Deploy signifi cantly
improved workfl ow
routi ng, reporti ng,
and KPI
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driving increased
effi  ciency and
throughput for the
back offi  ce team.
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