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Nixxis Contact Suite

Profit based routing
Next Generation Profitable Customer Interaction Solutions
Nixxis Contact Suite patented Profit based routing is the secret weapon behind

Key Benefits

some of the highest profitability in their sector of our customers. Nixxis is the only
15 to 20% higher profitability

company offering this wonderful functionality and much much more.
Over the years routing strategies have been developed to improve productivity and
quality of call centre operations in a structured way. Productivity is improved by routing
incoming calls to the first available agent, while Quality is improved by routing incoming
calls to that agent who has the best skills to answer the call from a knowledge
perspective. So, on average, the call is routed to the agent - with enough knowledge to
be

able

to

answer

the

call

and

who

is

available

in

a

reasonable

time.

than any competing
product
Maximizes Value of contact
Lowers the overall Cost of
communication
Drives the optimization of
profit/cost ratio
Is naturally combined with
Skill based routing

Traditional Group/skill-based routing vs Profit based routing

Intelligent routing strategies will aim to combine both quality and productivity aspects in
the routing decisions.
The first routing algorithms were based on “group-based routing”. In “group-based
routing”, incoming calls are presented to a defined group of agents and any available
agent in that group can take the call.
This concept has a major limitation because an agent either belongs to a group or does
not. It is very difficult to indicate whether a particular agent has more knowledge on a
certain topic than another. The only way around this, is to create a complex mechanism
of overflow from the initial group to another group (e.g. to a group of less trained
agents), but once the overflow is activated, an agent from the initial group is no longer
able to handle the call.
The introduction of “skill-based routing” improved the ability of the call centre manager
to organize the call centre by enabling him/ her to add knowledge aspects to the agent
definitions. On one hand calls can be presented to more than one group while, at the
same time, making the overflow mechanism obsolete.
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On the other hand, an agent is allowed

In some cases, there is even a need to blend

to be available in more than one skill

the different media. Value becomes the

(group) at the same time. Furthermore,

decision driver and one want to have the

parameters can be set to define the

best and most cost-efficient agent to handle

degree of knowledge that every agent

a particular demand.

has for a particular skill. This enables a
much more accurate decision during the
routing process.
“Service

only represents a higher cost, but can also
result in the non-availability of that person for

Level

Agreements”

are

implemented in call centres in line with
the possibilities of the routing mechanisms
available on the installed equipment.
Typical SLA’s define the percentage of
calls that need to be answered within a
predefined number of seconds. Other
SLA’s define both the average and
maximal waiting times allowed.

centres have a quantitative nature. They
time-related

another

communication

with

a

higher

potential value.

aspects

for

answering the incoming calls. Qualitative
measure points, e.g. did the customer

traditional skill-based routing means that for
every defined value-range a skill has to be
defined. This will result in an enormous
number of skills and waiting queues making
the life of the contact centre manager and

It will even be less cost efficient because a
dramatic increase in the number of skills will
cause an increase in the number of agents
with the ability to handle all defined skills.

it

Profit based routing therefore has to be

necessary to transfer the customer to a

implemented as an extension to skill-based

more experienced agent, are rarely

routing. Every demand is then evaluated on

found in SLA’s.

value (this can be done by a set of

get

the

correct

answer

or

was

Today’s customers are no longer satisfied
if a contact centre only respects those
traditional quantitative SLAs. Not only do
they expect to be answered timely, but
they also expect to get an accurate

centre

management

requires

lowering costs and getting more value
out of each contact.
Both imperatives ask

for increasingly

complex routing algorithms. Today one
wants

a

call

to

be

identification

technology

in

combination with service numbers, customer
contact

history

or

IVR

sessions)

and

presented to the correct skill.
On the other hand, the cost of every agent

answer on the first contact.
Call

interactive questions using an IVR, or by
customer

evaluated

on

estimated value, and routed to that

Austria

+43 720 884020

Bahrain

+973 16198075
+55 61 37172952

Bulgaria

+359 2 4925088

Canada

+1 613 6999163

Chile

+56 3 5332619

Denmark

+45 89881909

Finland

+358 9 42450470

France

+33 1 76431067

Germany

+49 30770191489

Greece

+30 21 11983751

Hong Kong

+852 58084194

Israel

+972 2 3721678

Italy

+39 06 94803617

Japan

+81 3 45209652

Mexico

+52 55 36877100

Poland

+48 22 3072165

particular agent).

South Africa

+27 21 3002432

Both figures are put together and the most

Spain

+34 91 1238668

Sweden

+46 8 52500440

Switzerland

+41 31 5280514

appropriate, cost efficient agent is chosen
to handle the demand.

efficient way. This becomes even more

centre managements. As it remains easy to

important when adding new aspects as

the

+61 261 452465

+40 316 300642

cost of transferring the demand to the

customers’ expectations and the contact

yield

Australia

Romania

the sum of the cost of the agent and the

outcome out of the call in the most cost-

can

+54 11 53528223

+351 30 8803633

Profit based routing responds to both the

that

Argentina

+32 2 3070000

Portugal

that can take the demand is calculated (it is

correct

agent

54 Avenue Louise
B-1050 Brussels
Belgium

Brazil

Implementing “profit based routing” using

supervisors simply impossible.

Most SLA’s implemented in today’s call
control

Taking someone that is overqualified not

Corporate Headquarters

The Netherlands

+31 33 763 03 03

administer, profit based routing will change

United Kingdom

+44 203 6086734

the delocalization of agents to low cost

the way contact centres are operated
resulting in lower costs and more loyal

United States

+1 202 3791191

countries, and when allowing new media
that have to be treated and measured in

customers.

Vietnam

+84 4 73014512

the same way as traditional phone calls.
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