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Introduction

Waiting on hold to get help is inevitable. That being said, long wait 
times, being bounced around to multiple people, and inability to 
resolve issues contribute to overall poor experiences for customers 
and businesses. 

Time flies when we’re having fun, and it drags on when we’re bored. Sometimes it’s 
on our side, and other times it’s racing against us. 90-seconds can feel like an 
eternity when you’re sitting on the phone waiting for help, or answering automated 
voice prompts, or even waiting for a response from an agent on live chat agent.

So, the question is, what does that mean for your business and how can you handle 
hold time better in every part of your contact centre?
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“I asked the VP of marketing to the stage in the middle of the speech 
to deliver a special message. He walked on stage to a nice round of 
applause. He took centre stage and looked at the audience. Once the 
applause ended, he just stood there in silence, and that silence was, 
as they say, deafening. He continued to look out into the audience, 
not uttering a single word, for 90 seconds. The audience became very 
uncomfortable. I then came back on stage, thanked him, and asked 
the audience to give him a round of applause as he walked off stage. 
The audience wasn’t sure what had just happened. 

I asked the audience how long he has been on stage. Many of them 
said three or four minutes. No, it was just 90 seconds.”1

Did you know? 
90 seconds is the 
average customer 
hold time.1
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bSc_[fS�dWS]cS[fScͶ�GWSi�]Ni�WNfS�dbXSR�d_�db_eP[ScW__d�dWS�`b_P[S]� 
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bSNQW�dWSXb�Qecd_]Sbc�ecX^V�_edP_e^R�QN]`NXV^�d_�^_d�_^[i�S^cebS�dWSiΑbS� 
WN``i�N^R�cNdXcTXSR�gXdW�dWSXb�`b_ReQd�_b�cSbfXQS�Ped�N[c_�dS[[�dWS]�NP_ed� 
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When customers call into your support centre, they are typically diverted 
through the interactive voice response (IVR) function to the agent with the 
skills to resolve that particular issue. In today’s digital world, businesses can 
implement IVR deflection so customers can, for example, click 1 for Facebook 
Messenger or 2 for WhatsApp, to continue their conversation when an agent 
becomes available. Rather than wait on hold, the customer receives a link via 
SMS to pick the conversation back up on their channel of choice, saving them 
time and increasing overall satisfaction.

BCCBEGHA<GL 3�	����NbdXQ[S�X^�dWS�;NbfNbR�4ecX^Scc�ESfXSg͹�gWXQW�WNc�cd__R�dWS�dScd�_T� 
dX]S͹�RSΝS]`WNcXsSR�dWS�XRSN�_T�΍RS[XVWdX^V�dWS�Qecd_]Sb͹Ύ�gWXQW�]N^i� 
Q_^dNQd�QS^dbe�Q_]`N^XSc�gSbS�d_edX^V�Nc�dWS�]_cd�X]`_bdN^d�endeavourͶ3� 
GWSi�NbVeSR�dWNd�Qecd_]Sb�STT_bd�d_�c_[fS�N�`b_P[S]�gNc�Yecd�Nc�X]`_bdN^d�X^� 
RSdSb]X^X^V�ACFͶ�4i�NVVbSVNdX^V�QWN^^S[c�N^R�]NZX^V�Q_]]e^XQNdX_^c�gXdW� 
Qecd_]Sbc�_^�dWSXb�QWN^^S[�_T�QW_XQS�SNcXSb͹�i_eΑbS�]X^X]XsX^V�Qecd_]Sb�STT_bd� 
N^R�N^R�c_[fX^V�T_b�N�]NY_b�X^T[eS^QX^V�TNQd_b�d_�i_eb�ACF�Nc�dWXc�QWNbd�cW_gcͶ
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Offer more detailed 
information on how 
exactly to contact 
the person they 
need to speak to.

F_]SdX]Sc�Qecd_]Sbc�WNfS�d_�Ye]`�dWb_eVW�W__`c�d_�VSd�X^�d_eQW�
gXdW�dWS�bXVWd�`Sbc_^͹�SfS^�XT�dWSi�N[bSNRi�Z^_g�gW_�dWNd�`Sbc_^�XcͶ�
A_d�d_�]S^dX_^�NVS^dc�S^R�e`�gNcdX^V�fN[eNP[S�dN[Z�dX]S�bSRXbSQdX^V�
Qecd_]SbcͶ�JWSbS�`_ccXP[S͹�NRR�NRRXdX_^N[�<IE�_`dX_^c͹�_TTSb�cW_bdQedc�
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_^�dWS�`W_^SͶ�

Improve your self-
service options.

If customers could help themselves wait less, don’t you think they 
would want the option? Invest in artificial intelligence (AI) options to 
help handle simple information requests and save more difficult 
requests for agents. The more things customers can do on their own, 
the less time your agents will need to spend talking to them.

FX]`[XTi�dWS�[_^V�
[Xcd�_T�QW_XQScͶ

7fSbi�Qecd_]Sb�WNc�PSS^�dWSbS͹�[XcdS^X^V�d_�N^�_fSbQ_]`[XQNdSR� 
[XdN^i�_T�QW_XQSc�dbiX^V�d_�TXVebS�_ed�gWXQW�Pedd_^�d_�`bScc—_^[i�d_� 
]Xcc�dWS�_^S�dWSi�gSbS�[XcdS^X^V�T_b͹�X^QbSNcX^V�dWSXb�W_[R�dX]S͹�^_d�d_� 
]S^dX_^�dWSXb�TbecdbNdX_^Ͷ�@NZS�Xd�SNcXSb�_^�QN[[Sbc�Pi�_TTSbX^V� 
RXbSQdX_^c�dWNd�NbS�Nc�Q[SNb�N^R�Q_^QXcS�Nc�`_ccXP[SͶ
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