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Our company is looking for a 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

¢ Analyze call trends through call listening to uncover customer concerns that
drive the business and work with internal departments to develop solutions
to improve the customer experience

o Attend project status and planning meetings as needed

o Excellent computer skills with attention to detail to confirm systems data
(tank readings, telemetry readings, planned deliveries)

e Review data to identify trends and themes

e Create and maintain recurring reporting to illustrate analysis results

e Document and communicate results of data analyses to appropriate
stakeholders

e Work with data access team to secure new data sources for analysis

¢ Intake and conduct ad hoc analyses

o Create short-term and intermediate-term workload forecast and schedule for
client services resources

¢ Monitor and adjust resource work schedules to ensure adequate resource
coverage to achieve service level targets

Qualifications for call center analyst

¢ Ability to achieve aggressive deadlines by remaining highly-organized and
focused on highest-priority items

o Experience with relational databases and query tools

 Proficient in report writing and query skills such as SAS, and various word
processing, spreadsheet, graphics, and database programs including



e Execute system modifications (e.g., schedule updates and queue moves)
and/or issue procedural notifications based on trigger events , AHT, volume,

attendance
e Associate’s degree in related field or advanced vocational training with two

to four years related experience
e Proficient user of MS Office applications including Excel, PowerPoint, and

Word



