Call Centre may be divided into various types according to their functions and areas of operation. Most commonly call centres are divided into inbound call centre and outbound call centre. In an inbound call centre, agents receive calls from customers who need to obtain information or report a mal function. In an outbound call centre, agents initiate a call to a customer mostly to sell a product or a service. Please click on the links to find out more on Call Centre Types. 
Types of Call Centres:
1. CRM Call Centre

2. Inbound Call Centre

3. Interactive Call Centre

4. Outbound Call Centre

5. Phone Call Centre

6. Tele Marketing Call Centre

7. Virtual Call Centre

8. Web Enabled Call Centre
1. CRM Call Centre:
CRM, or Customer Relationship Management, is a worthwhile endeavour to ensure good returns on investment. In a CRM call centre, customers communicate in multiple ways that include phone, e-mail, Web chat, personal sales representative, Voice over Internet Protocol (VoIP) and a host of others. 

The Working:

The CRM software integrates all the forms of customer contact into a central history database where they can be retrieved or viewed together. Using CRM software, a customer issue can be tracked from the original point of contact through to resolution. 

CRM call centres help companies realign their entire organization around customers. And thus, is a strategic business initiative. Sales, Marketing and Service as well as other groups are connected and coordinated through the CRM applications. Before a call is made to the customer, all recent activity for that customer should be reviewed to be informed of recent events. Then a sales strategy needs to plan based upon observed opportunities. The use of CRM software in the call centre allows the assignment of a value to each customer if the culture supports that philosophy. With that feature, one can choose how to interact with that customer. 

CRM helps the company identify most valuable customers and understanding their lifetime values. Using CRM, the call centres design the organization systems and service to best meet the needs of customers and maximize their value. CRM is intended for long-term relationship building. Besides capturing the different forms of customer interaction, CRM allows you to capture and store all available customer information in the central history database. This allows agents the ability to pull up a customer's entire history while the two interact. Communication and service are more effective and efficient. Most CRM products also track trends in purchasing and customer feedback.
2. Inbound Call Centre:
An inbound centre is one that handles calls coming in from outside, most often through toll free numbers. These calls are primarily service and support calls, and inbound sales.

The Working:

The services of inbound call centres are designed to handle catalogue orders, help desk queries, dealer locations and more. They offer customized services that are designed to meet the requirements of all kinds of businesses. The inbound call centre professionals process calls and integrate Interactive Voice Response (IVR) and/or Internet services to sell additional products and offer services in a dedicated environment. 

They also integrate customer care services, predict customer behaviour and take action, while the customers are still on the line. The inbound call centre employ a dedicated team of live operators, account representatives and program managers. Offering 24/7 operator availability for the customers, these call centres provide round-the-clock account management. The team of qualified and trained operators understand the business, products and services and perform to deliver their best. Using advanced telephone service technology and programming, these call centres lay great emphasis on attention to detail in messaging and reporting of all inbound calls. 

Inbound call centres offer communication services specifically designed to maximize the efficiency of direct marketing efforts or to be a part of the technical support team of the clients. They work together with you as a partner building a strong, successful long-lasting relationship with customers.

Inbound Call Centre offer 

Skilled, professional, customer support and technical service representatives 

Improved market coverage 

Faster ramp-up, launch, and roll-out of new campaigns 

Experience with programs similar to yours 

Rapid response to market conditions 

Account management expertise 

Enhanced reporting capabilities 

Market testing capabilities 

The 24/7 services of Inbound Call Centre comprise of:

Order Processing 

Catalogue Orders 

Consumer Response 

Customer Service 

Dealer Locators 

Toll Free Response 

Help Desk 

Direct Mail Response 

Direct TV Response 

Print Media Response 

Website Response 

Seminar Registration 

Answering Service 

Inquiry Handling 

Email Management 

Product Technical Information 

Interactive Voice Response 

Sales Lead Qualification 

Technical Support 

Trade Show Registration
3. Interactive Call Centre:
Interactive call centre is a central point in an enterprise from which all customer contacts are managed. These include one or more online call centres. More companies are turning to interactive providers to outsource everything from lead generation and survey calls to order processing. They provide great opportunity to improve customer service levels, increase productivity and save money.

The only secret behind interactive call centres is a technology known as interactive voice response (IVR) that automates interaction with telephone callers. Customers require high levels of availability and interactivity and IVR is one of the most essential way of providing 24 hours service.

Benefits of Interactive Call Centre 

Provide 24x7 custom, friendly services, cost-efficiently. 

Offer nationwide customer "self-service" with optional redirect to live agents. 

Automate routine and complex transactions that traditionally required processing by an agent. 

Eliminate the cost of staffing for unpredictable peaks and valleys of incoming calls. 

Avoid the expense of training agents and installing cutting-edge call centre equipment. 

Provide high-response capability for weekends and off hours

4. Outbound Call Centre:
The success of the Outbound Call Centres depends on the extensive experience, technological solutions, quality assurance programs and commitment to customer service excellence that further ensures maximum results from the direct marketing efforts.

The Approach:
The integrated call management systems in the outbound call centre facilities use, systematic calls to consumers and transfer successful connections to a designated marketing representative (MR) who is dedicated and has been trained for the specific client application. As a call is presented to the MR, the consumer's name, address, and other available information are simultaneously presented on the MR's workstation along with a client's customized script.

The outbound clients benefit from the rigorous adherence to highly cost-effective, results-based production and management processes. The key to success is the thorough understanding of the business. Having understood the differences between business-to-consumer and business-to-business telemarketing, the outbound call centres use experienced management to focus on the unique requirements of each client and their targeted market - from recruiting to hiring, training and production.

The qualified personnel employed in the outbound call centres excel in highly attentive outbound call centre service environment. The well developed and thorough procedures ensure that the individuals on are prepared and accountable for the success of programs.

Services of Outbound Call Centres:

Market Intelligence 

Database Selling 

Direct Mail Follow-up 

Lead Generation \ Qualification \ Management 

Seminar Population 

Product Promotion 

Debt Collection 

Information and Literature Fulfilment 

Appointment Scheduling 

Decision Maker Contacts 

Up Sell/Cross Sell Campaigns 

Surveys 

Customer Satisfaction


5. Phone Call Centre:
The phone call centres offer flexible call routing, superior IVR capacity and predictive dialling systems. 

The Concept:
Utilizing advanced telephony and Internet technology, the Customer Service Representatives (CSRs) in the phone call centres provide accurate and timely information for the most complex inbound or outbound programs. The phone call centres offer personalized call management by a team of professional operators who know about the client and his business.

The phone call centres provide 24/7 answering and business services that help keep the customers satisfied. This is essential as the call centres could be loosing customers because of not answering the phone when they called and also as they expect answers to questions immediately. The customers expect the call centres to work around their busy schedules. The call centres are equipped with top-of-the-line communications technology. 

The phone call centre focus on building trust and understanding with every interaction between the company and its customers. They thoroughly understand the fundamentals, as well as the subtleties of the client's business. The go beyond mere data gathering to give the customers, timely information that supports rapid decision-making. The friendly, courteous and professional operators offer excellent service. They are trained to convey the rightful impression of the company.
6. Telemarketing Call Centre:
Telemarketing call centres specialize in developing and implementing professional inbound/outbound B2B and B2C telemarketing lead generation, appointment setting, telesales and market research programs.

The Understanding:

Telemarketing refers to the business or practice of marketing goods or services by telephone. It is the act of selling, promoting or soliciting a product over the telephone. Reliable telemarketing is an essential part of the organization's working to enhance sales and increase profits. Combining the best of personnel, processes and progressive technologies, telemarketing call centre serve as highly reliable specialist resource for organizations seeking outstanding performance and results. 

The telemarketing call centres provide customized telephone services that reveal the valued techniques used by successful telephone sales and support professionals. The fully automated, state-of-the-art call centre equipments and custom software enables the call centres to field thousands of calls daily for each client with a high degree of professionalism and customization. The clients receive superior quality, experience and courteous service, coupled with the advanced technical capabilities. The call centres are staffed 24x7 and 365 days and they totally concentrate on using the tactical skills and effective processes during inbound/outbound call process.
7. Virtual Call Centre:

Virtual call centre is a call centre in which the organization's representatives are geographically dispersed. These people are not situated at work stations, they rather work from their homes or in small number of groups. People in small groups may open small centres to work. It provides the ability to extend the CSR desktop and telephony support to any place on the planet.

Virtual call centre is simply defined as an approach to enterprise wide call centre management that treats several geographically dispersed call centres as one. These call centres are largely inbound in function and are gaining popularity as companies look for alternatives to running a traditional, in-house call centre or using an offshore outsourcer.

Benefits of Virtual Call Centre 

IT infrastructure investment is significantly reduced. 

IT personnel and resources can be centralized for maximum benefit. 

Back-up and redundancy solutions can be significantly reduced in both scope and cost. 

It enables flexibility and agility in staffing call centre operation. 

Supervision and control of all campaign data and call flow can be handled by your top personnel. 

International call centres can make phone calls within the United States greatly reducing toll costs.
8. Web Enabled Call Centre:
The market for web-enabled call centre is burgeoning. For the past decade, computer-telephony integration (CTI) has been one of the hottest topics to hit the call centre, promising reduced call volumes and handle times, as well as a higher level of customized service. The global emphasis on electronic commerce and the use of the Internet as a delivery channel has sparked the development of new CTI applications that offer tremendous opportunities to call centres.

The Internet provides for a more complete alternative by supporting a full range of transactions, almost regardless of their complexity. As its popularity continues to increase, its impact as a delivery channel will improve dramatically and may finally begin to stem the tide of demand for live agents. To ensure that the needs of all users are met, websites must be integrated with the call centre, giving customers a full range of options without completely eliminating the valuable personal touch. 

A web enabled call centre improves the e-commerce initiatives by offering high quality customer service. Various features offered by web enabled call centres are:

Web Pop that automatically provides CSRs with a pop-up screen of client's website, intranet or web script. 

Web Call back that helps the visitors of the client's website request a call back from the CSRs by simply clicking and entering their name, telephone information and time for call. 

Web Chat that assists visitors engaged in a live, two-way text chat directly from client's site to a trained agent. They can obtain answers to questions or resolve customer service issues without having to disconnect from the Internet or use a phone. 

Web Push allows CSRs to assist client's website visitor to find out information through guided "browsing." 

Email Management this manages high-volume email inquiries directed to client's mailbox or produced via a Website. The incoming messages are tracked and provided an appropriate auto reply message to the customers letting them know that their email has been received.

