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Our growing company is hiring for a call analyst. If you are looking for an exciting
place to work, please take a look at the list of qualifications below.

Responsibilities for call analyst

» Avoid service level breaches of tickets

e To provide an excellent customer service and value to end users

e Escalation of tickets to resolver groups when required

e Ensure customers are kept updated on progress of tickets

o Escalate issues, risks, achievements in a timely and effective manner *LI-HL1

e Work with stakeholders of IT systems to define system requirements and
design approach

o Audit representative samples of QA Evaluations in all call center locations to
assess accuracy of scoring and analyze results to uncover areas of
opportunity for improvement

e Develop and implement improvement strategies with call center QA teams
and center leadership to drive performance improvement to Key
Performance Indicators

e Manage communication between internal support departments and call
center sites to ensure training and knowledge portal information is accurate
and effective

e Maintain awareness of call volume trends and customer needs to make
recommendations for process changes / improvements that will promote a

superior customer experience
Qualifications for call analyst

e Experience with one of the following systems is preferred
e With at least 2 years of experience in margin experience within Financial



Development, distribution and ownership of invoices, reports, timecard
upkeep, weekly, monthly performance review decks, reporting Hub

Making travel arrangements, arranging meetings, recognition and other site
wide events

Coordinating activities related to new employees, seat moves, schedule
distribution, training room coordination and agent/supervisor assignments
Bachelor’s degree in Accounting or Finance with a minimum of two to three

years of related experience preferred



