
Aids strategic decision-making in complex 
contact centre environments

Contact Centre 
Overview

Cogentium deliver innovative, high-value solutions 
to support strategic planning and analysis within 
contact centre operations. 

As contact centres strive for optimisation, strategic 
planning has become a critical requirement for 
ongoing success and optimisation. 

Our strategic planning solutions enable you to test 
plans for investment, consolidation and growth, by 
comparing and evaluating multiple scenarios in a 
risk-free environment.  

This gives you a better understanding of your 
business and customer interactions, the confidence 
to recommend solutions that drive long-term 
improvement and efficiencies and the ability to 
transform your customer experience to deliver on 
your service and profit goals.

Cogentium has worked with some of the UK’s 
largest contact centre providers to support them 
in determining best practices to drive their key 
strategic initiatives.

Our solutions give you the vision to make proactive, 
better informed decisions.  They enable you 
to quickly and accurately develop monthly, 
annual and multi-year planning scenarios, taking 
into consideration all of the contact centres’ 
complexities and interactions, and test limitless 
‘what-if’ scenarios to support future planning 
requirements.

Each scenario delivers forecasts of the impact 
of strategic change to answer questions around 
cost vs. benefit of achieving one service level over 
another, and use this information to determine 
optimal operating strategies that reduce cost and 
improve service.

Cogentium’s solutions 
enable your contact 
centre to test strategic 
plans such as investment, 
consolidation and growth 
to deliver on your service 
and profit goals. 


