
ContactBabel, 77 per cent of UK
inbound customer contacts are
stil l by phone and our recent
study showed that the phone is
the channel of choice for
consumers looking for immediate
responses and answers to
complex queries.

The biggest frustration of
people contacting a call centre is
not being able to understand
what the agent is saying, putting
the headset at the heart of a
positive calling experience. 

Recently, around 40 staff in
Newport City Homes (NCH) took
part in a tr ial to move from
handsets to headsets and the
improvements in productivity and
customer satisfaction were
dramatic. Signif icant and
measurable benefits were
observed, as staff could multitask
with ease and fully utilise the
features of NCH’s unif ied
communications (UC)
infrastructure, as well as increase
first time resolution for around
two thirds of customer service
staff.

However, headset styles and
features vary widely, as do the
roles of the agents handling calls.

Call clarity is vital. In busy
environments, or those where
sensitive calls will be taken, it is
important to el iminate all
background noise. A duo
headset that offers noise
cancelling will ensure that agents
can give caller their full attention
with a rich, more natural
sounding voice. Overall noise
levels can be signif icantly
reduced and wil l  increase
productivity. 

Wideband enabled headsets
are ideal for those call centres
that have migrated to UC and
want to get the most out of it.
They will ensure the very best
sound quality and crystal clear
voice definition. 

In some call centres, mobility
can be vital, for example for a call
centre manager who needs to
move around the team or an
agent who frequently needs to
source information in other parts
of the office. Wireless headsets
are ideal for the more mobile call
centre worker, giving freedom to
talk and work at the desk and in
other locations. 

With the number of call centres
integrating UC into the mix
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Rocom, the telecoms equipment distributor, has introduced a range of
four corded headsets under its own label Radius brand name. Prices
start at £62.45, and all include acoustic shock protection, a 270 degree
rotating microphone boom, quick disconnect and two-year warranty.
There is the choice of monaural models – with optional over-the-ear or
over-the-head wearing styles and binaural versions. The company’s
Radius brand also includes call management and recording, activity
monitoring, music on hold, business telephones and long range cordless
telephones. Pictured: Rocom’s Radius monaural model 2200 


