
Our growing company is looking for a call analyst. To join our growing team,
please review the list of responsibilities and qualifications.

Responsibilities for call analyst

Provide staffing models for non-care center "support" areas, such as Call
Quality, Business Risk, Recruiting, to provide recommendation for proactive
hiring based on expected Retail growth model
Build, implement, and manage workforce contingency plans
Analyze historical workforce key metrics, activities, performance, contact
volumes and patterns to accurately project contact volumes and create
schedules and forecast plans
Collaborate with client services management team and department leaders
to build and refine event-based forecast models based on business drivers
(contact volumes, software releases, industry startup)
Work with client services management team to increase employee
productivity by monitoring real time adherence and metrics (schedules, call
times and break times)
Generate staffing schedules that optimize a wide range of factors, including
agent availability, work rules, breaks, and service levels
Collaborate with operational excellence analyst to identify opportunities to
improve overall accuracy and productivity through automation and process
improvement
Regularly review forecast results, analysis, and recommendations on staffing
strategies with client services management team
Oversee proactive scheduling of discretionary activities such as training,
meetings, overtime and under time
Works closely with staff responsible for creating new Inbound Queues and
Outbound Campaigns
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Proficient in MS Software, specifically Excel
Progressive Finance experience with demonstrated success in financial
modeling and FP&A
Superior demonstration of initiative, passion and drive
Individual should demonstrate a natural curiosity around business results and
orient to understanding the “why” behind the numbers
Ability to zoom in and out of detail, understanding technical nuances while
also being able to frame the big picture for senior-level stakeholders
Multi-task, handling a variety of duties


