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Introduction
Waiting on hold to get help is inevitable. That being said, long wait
times, being bounced around to multiple people, and inability to
resolve issues contribute to overall poor experiences for customers
and businesses.
Time flies when we’re having fun, and it drags on when we’re bored. Sometimes it’s
on our side, and other times it’s racing against us. 90-seconds can feel like an
eternity when you’re sitting on the phone waiting for help, or answering automated
voice prompts, or even waiting for a response from an agent on live chat agent.
So, the question is, what does that mean for your business and how can you handle
hold time better in every part of your contact centre?
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“I asked the VP of marketing to the stage in the middle of the speech
to deliver a special message. He walked on stage to a nice round of
applause. He took centre stage and looked at the audience. Once the
applause ended, he just stood there in silence, and that silence was,
as they say, deafening. He continued to look out into the audience,
not uttering a single word, for 90 seconds. The audience became very
uncomfortable. I then came back on stage, thanked him, and asked
the audience to give him a round of applause as he walked off stage.
The audience wasn’t sure what had just happened.

Did you know?
90 seconds is the
average customer
hold time.1

I asked the audience how long he has been on stage. Many of them
said three or four minutes. No, it was just 90 seconds.”1
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When customers call into your support centre, they are typically diverted
through the interactive voice response (IVR) function to the agent with the
skills to resolve that particular issue. In today’s digital world, businesses can
implement IVR deflection so customers can, for example, click 1 for Facebook
Messenger or 2 for WhatsApp, to continue their conversation when an agent
becomes available. Rather than wait on hold, the customer receives a link via
SMS to pick the conversation back up on their channel of choice, saving them
time and increasing overall satisfaction.
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Offer more detailed
information on how
exactly to contact
the person they
need to speak to.

Improve your selfservice options.

If customers could help themselves wait less, don’t you think they
would want the option? Invest in artificial intelligence (AI) options to
help handle simple information requests and save more difficult
requests for agents. The more things customers can do on their own,
the less time your agents will need to spend talking to them.
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Contact us for more information or request a product
demonstration to learn more about RingCentral's collaborative
contact centre and digital engagement solutions.
REQUEST A DEMO

Visit ringcentral.co.uk
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