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Our company is looking to fill the role of call center analyst. Please review the list

of responsibilities and qualifications. While this is our ideal list, we will consider

candidates that do not necessarily have all of the qualifications, but have sufficient

experience and talent.

Responsibilities for call center analyst

Prepare the Operations for impacting changes

Coordinate action items for cross-functional teams

Develop and execute influencing strategies

Learn and demonstrate business acumen for assigned line of business
Develop and maintain collaborative cross-functional relationships

To analyze CSAT & DSAT for continuous improvement on services provided
Act as the real-time monitor for the Operations team by providing direction,
guidelines and performance updates to hit service level goals

Provide continuous interaction with Operations (leadership and the agents) to
achieve service-level metrics with the intent of meeting contractual objectives
Execute forecasts and balancing volume to fulfill Contractual, Service Level,
Operational, and Financial objectives

Appropriately respond to Service Level variations by working with Operations
to match staff to demand and/or reallocate call volumes

Qualifications for call center analyst

Working knowledge of quality control in a customer interaction environment
The ability to identify and translate process or system issues into proactive
problem solving action steps

Knowledge of any NICE QM experience

Insurance background strongly preferred



e 1+ years Experience with XML or XSLT, SSRS, SSIS, Crystal Reports and
Business Objects preferred



