Example of Call Center Analyst Job Description
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Our growing company is looking to fill the role of call center analyst. If you are
looking for an exciting place to work, please take a look at the list of qualifications
below.

Responsibilities for call center analyst

e Interact with marketing and product team to ensure strong internal
communications to build accurate forecasts

e Present forecast results in a clear, concise and useful way

e Lead in the effort of building staffing strategies that support multi-channel,
multi-skilled Golfer Care Team

o Assist Golfer Care team leadership with the analysis and interpretations of
WEFM forecasting data and make recommendations for changes to optimize
productivity

e Partner with the Golfer Care Team to support process improvement initiatives

o Partner with Business Intelligence team to understand the key drivers of
volume (lead and marketing forecasts, outbound call volume) and incorporate
into forecasting and planning

e Ensures cohesion between period and weekly level forecast and the short
range daily and interval level forecasts

» Provide weekly and period level forecast and staff requirements to outsource
partners

» Responsible for managing the day to day forecasting for the Golfer Care
Team

e Ensure strategic goals are met through forecast modeling, collaborative
planning, effective communication, while insuring forecast alignment with

strategic goals

Qualifications for call center analyst



Forecasts Contact Center volumes, handle times and resource utilization
requirements for a multi site and multi skilled contact center environment
Utilize historical data along with outside input to develop agent schedules so
the staffing across the enterprise will allow the business to meet or exceed
service level and performance objectives

Responsible for the administration and maintenance of the workforce
management system

Create a weekly comparison of forecasted volume vs

Experience using Workforce planning software, ie



