
enable them to do this without the need to
break off or refrain from taking calls
● Wireless headsets enable employees to use
movement and body language to more
effectively project their voices, which research
has shown gives a better impression to
customers (source: survey of 1,006 UK office
workers, Opinion Matters, 2010) 
● Supervisors increasingly need the ability to
move between teams, providing support and
advice as they go. However, they also need to
remain contactable to answer calls, which are
escalated to them from other team members.

Wireless headsets enable them to do this.

The true benefits of wireless headsets are
only just being realised, but the increased use
of home workers to support call centres,
customer management techniques, and a drive
to provide better working enjoinments for staff,
are set to see the use of cordless technology in
call centres continue to grow in 2011.

Richard Kenny, EMEA contact centre business
marketing manager, Plantronics;
richard.kenny@plantronics.com

In this
make-do-
and-mend
year, it
pays to buy
well and
look after
your headsets

THIS is likely to be a make-do-and-mend
year. Although spending will be kept to a
minimum, i t  does not meant that the
cheapest will do – as time has shown, the
mass of cheap, poor quality headsets are all
but gone.

Saving money on any telecom purchase
comes down to working with your supplier to
get best value for money, not forgetting
support. Remember that, although headsets
are just a small part of your call centre, they
can stop all communication with the
customers when out of action.

We are all guilty of buying the same as
before and looking for a good alternative
which may offer better service and ease of
purchase. The consumables alone for a
headset will be needed every six months; are
they readily available?

We have all talked about monaural vs.
binaural or cordless vs. over ear, etc. All this
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In action: Plantronics’ Savi
Office cordless headset


