
1 CREATING A GREAT WORKING CULTURE

14 ways to make more 
call centre sales without 
spending more
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There’s nothing like being rewarded for 
managing a high performing outbound 

sales team than by being given higher sales 
targets and a smaller budget. And yet in the 
world of outbound, this is often the reality.



Sales targets are set higher, while budgets and resources 
fail to keep pace. Chances are, much of the time you feel 

caught between a rock and a hard place. We hear you.

So knowing that the goal for all of us is to be cost-effective 
and do less with more, we’ve pulled together a list of 

suggested improvements that won’t slow down your busy 
outbound call centre and will put those lofty sales targets 

well within reach.

Sounds good? Let’s begin.
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1. Blend your team:  
your customers will think 

they’re hearing double



6 BLEND YOUR TEAM

For many customers, having dedicated inbound 
and outbound teams works well. But for those 
looking for more productivity, one option is to 
allow agents to receive inbound calls and make 
outbound calls from the dialer without having 
to change queues. This means important return 
calls can go directly back to the team that 
made the original contact, and teams can boost 
productivity during slow periods so there is 
less downtime for each agent.

A few minutes waiting between each call may 
not seem like much, but added up across an 
entire team and over a whole financial year – 
that’s a tonne of wasted time!

Seamless handling also helps agents stay 
active and inspired by the natural flow of 
their calls. And happy agents means higher 
motivation, greater staff retention and 
increased sales.

A win-win scenario for cost-effectiveness! 
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2. What is the sound of  
no hands dialling?



8 WHAT IS THE SOUND OF NO HANDS DIALLING?

Automated dialers ramp up the number of 
outbound calls your team makes per hour and 
reduces idle (yet paid) time spent twiddling 
thumbs or pushing buttons.

It’s a simple but supremely cost-effective  
way to maximise the number of contacts 
your team can make without having to take 
on new staff.

There are several automated dialers you can 
use to optimise outbound calling, depending 
on the needs of your team:

•  Preview dialer – lets you preview customer 
details and history before choosing 
whether or not to place the call – great for 
priming agents calling back warm leads.

•  Predictive dialer – automatically calculates 
the optimum time to dial the next number 
in advance so new calls are connected as 
soon as an agent finishes the previous call.

•  Power dialer – calls multiple numbers all 
at once and connects the agent to the first 
lead that answers – perfect when high-
volume calling is the goal.

If you want to access all three features, 
a multi-dialer will significantly reduce 
downtime and increase the number of calls 
made in a day, helping agents stay on top  
of their sales targets. 
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3. Make sure your lead lists 
are as clean as a whistle



10 MAKE SURE YOUR LEAD LISTS ARE AS CLEAN AS A WHISTLE

Dead leads waste time and ruin the sense of 
momentum that sales agents build up when 
moving from one call to the next. Disconnected 
numbers also add up, and the more dud 
numbers called the more agents will become 
distrusting of the lists they’re using.

Using a lead cleanser tool means zero 
disconnected numbers so you can make 
more sales every day. 

By cleansing your lead lists before dialling, 
agents will be more inspired to make every 
call, knowing they are chasing real and 
promising leads. And with more active 
numbers, agents can stay on top of their 
sales targets.

Lead cleansing also helps with compliance, 
eliminating the risk of calling numbers on the 
national DNC list and facing nasty penalties.
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Using a lead cleanser tool means zero 
disconnected numbers so you can make 

more sales every day. 
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4. Breathe life into your results 
by refreshing your lists

A fresh calling list is a beautiful thing, but over time numbers 
disconnect, prospects get wary and your team’s effectiveness 

starts to decrease. But you’ve paid good money for that list, 
dammit! And so your team will just have to keep calling,  

and calling, and calling…



13 BREATHE LIFE INTO YOUR RESULTS BY REFRESHING YOUR LISTS

The truth is, some old leads just aren’t worth  
it, and dumping them when your list starts  
to fatigue may actually be one of the most  
cost-effective things you can do. 

“Reducing the cost of serving customers  
and increasing revenue potential are tied  
as number one contact centre goals.”

Old leads are the sludge at the bottom that 
trick you with a dark hint of potential, yet 
never deliver any kind of ROI – and in the 
meantime you’re starving your agents of 
prospects that could be converting.

Agents using older lists can be waiting 4-5 
minutes between calls – time that quickly 
adds up – and when agents are chasing  
dead leads they’re not making sales. 

And beyond sales potential, nothing 
motivates more than dumping tired leads 
that have being weighing your whole team 
down. Or even better, dumping an old list 
that no-longer gives a good return.

So when a list has gone the ghost, don’t 
try and bring it back to life, get rid of it and 
instead invest in fresh lists, new staff and 
better contact centre software to help  
you keep smashing sales targets. 
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“Reducing the cost of serving customers  
and increasing revenue potential are tied  

as number one contact centre goals.” 
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5. Keep one eye on the clock 
(and one on the dialer)
As we have already seen, to be a truly cost-effective  
call centre, finding ways to reduce the time between  

calls is crucial. 



16 KEEP ONE EYE ON THE CLOCK (AND ONE ON THE DIALER)

If you’re already using an automated dialer,  
but not working it at optimum efficiency, 
agents could still be waiting 1-2 minutes 
between calls; enough time to get distracted 
and lose their mojo from making the best 
outbound sales pitch. 

More than that, those minutes quickly add 
up, and in the grand scheme of things will 
significantly affect your bottom line. 

To give you an example:

  sales agents can wait on average  
1-2 minutes between calls

  if you pay your staff $25 an hour, a team  
of 10 making 80 calls a day can be waiting 
up to 26 hours per day 

  over a 48-week working year, this adds 
up to 6,240 hours and $160,000 in 
unproductive time

Now that really puts it in perspective, doesn’t it! 

So in any way you can, try and claw back as 
much time as possible. Embrace the things 
we’ve already discussed like blended, lead 
cleansing and dumping old lists, and optimise 
your phone system to give control back to 
your agents.
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6. Look for software 
improvements that will get 

your team humming



18 LOOK FOR SOFTWARE IMPROVEMENTS THAT WILL GET YOUR TEAM HUMMING

If you’re running your call centre with an older 
or more manual phone system, consider an 
investment in higher performance contact 
centre software to really get your outbound 
sales team humming.

Now this one may not seem low cost initially, 
but the efficiency improvements that come 
from a contact centre solution that can 
automate a whole range of actions and make 
outbound calling a completely integrated 
experience, can offer a very rapid ROI. 

Plus, the right system can not only make your 
team more productive but also provide smart 
insights about how to better manage your 
team, with workforce management tools and 
scheduled reporting that will show you where 
money is being spent and where efficiencies 
can be made.

Note: If you’re looking for cost-effective 
calling for the rest of your business, consider 
the option of adding a hosted PBX that 
integrates with all your business systems. 
These are quick to install, easy to configure, 
offer cheaper call rates, require no staff to 
setup or manage, and can be set up and 
supported anywhere in Australia.
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7. Keep your IT out of sight 
(but not out of mind)

One of the main benefits of most new contact centre 
software systems is that they are cloud-based, meaning 
set-up is easy, low cost, and requires minimal additional 

infrastructure expenditure.



20 KEEP YOUR IT OUT OF SIGHT (BUT NOT OUT OF MIND)

When it comes to contact centre software the 
upkeep is suprisingly low. For instance, lower 
CAPEX means no more issues with expensive 
server-based phone systems that have a short 
shelf life (many only three or four years!) and 
are prone to hardware failure that can take  
out a whole call centre system. 

As well as this, a system that is cloud-based 
helps to future-proof your business giving 
you access to:

•  instant upgrades, specialist engineers and 
helpdesk support, meaning these resources 
don’t need to be found within your own 
business

 

•  responsive 24/7 support with one point 
of contact rather than having to chase 
different suppliers or wait for internal  
staff to diagnose the problem

•  enterprise-level reliability with a low 
downtime per month providing increased 
productivity and increased sales for your 
contact centre

It also means you don’t have to budget 
for big upfront purchases, providing you 
with a predictable payment model to avoid 
unexpected costs.
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8. Keep eyes in the back 
of your head



22 KEEP EYES AT THE BACK OF YOUR HEAD

Nothing will blow your budget out, or see you 
missing those sales targets more spectacularly 
than an inability to deal with unpredictable 
call-volume fluctuations and disaster incidents.

In these situations, advanced planning is vital. 
But how do you plan for the unexpected?   
It’s pretty simple really – develop and 
regularly review a disaster recovery plan, 
paying special attention to the following:

•  Your ability to quickly scale up or down 
– the steps you’ll take to handle larger call 
volumes and add or remove agents when 
needed. This might include relocating 
teams, blending your teams or even 
offshoring if needed. 

 

•  Service location flexibility – during major 
outages you can let staff work from home 
or alternate office locations without 
affecting customers

•  Instant call diversion – to an alternate mobile 
number or phone-line if calls are down

•  Queue, agent, message and route 
management in real time – where you  
can change your call handling techniques 
on the fly.

Ensuring these factors are built into your 
call centre software system will reduce the 
potential for crippling debts that come from 
things like long-term outages and natural 
disasters. Staff can still work from home, 
from anywhere in the world, and make sales 
calls where customers are none the wiser. 
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9. Stop, look and listen
How does monitoring calls make outbound 

calling more cost-effective? Simple. By 
monitoring agents in real time you can gauge the 
effectiveness of call scripting and make tweaks 

on the go to improve agent performance.



24 STOP, LOOK AND LISTEN

It’s the thing we often forget to do in the 
rush of getting a campaign up and running 
– troubleshooting daily issues and planning 
for the next – however, identifying campaign 
improvements in real-time can help you meet 
sales targets for this campaign and those  
to follow.

Optimised call scripting helps you to: 

•  better tailor campaigns to suit emerging 
customer needs

•  provide assistance with common sales 
objections

•  enhance customer trust by being more 
relevant

Monitoring calls also lets you make changes 
to scripting while agents are still calling, so 
you don’t have to interrupt the sales process 
to make improvements – and you can’t get 
more cost-effective than that! 

Scripts can also be tested with a few agents 
before a whole team is changed over, giving 
greater confidence to every agent, ensuring  
a better customer experience and better 
sales results.
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Identifying campaign improvements in 
real-time can help you meet sales targets 

for this campaign, and those to follow.
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10. Use real time 
reporting to give 

yourself second sight
They say hindsight is 20/20; we think every call 
centre manager should be blessed with eyesight 

that good. And with real time reporting, you’re 
about as close as it gets.  



27 USE REAL TIME REPORTING TO GIVE YOURSELF SECOND SIGHT

Rather than wait til the end of the day or the 
end of the campaign to find out what happened, 
with real time reporting you can live monitor 
every call and agent along with detailed agent 
and queue metrics such as wait time between 
calls, agent status, tracking against goals  
and more.

Using the beauty of metrics, you can:

•  follow call centre activity 24/7 from  
any location

• track team progress towards defined goals

•  view call outcomes to quickly understand 
how each campaign is performing 

 
• view live sales performance metrics

•  know which agents are performing best 
and how their performance could be 
improved

Real time reporting will highlight for you 
what needs more investment and what has 
been a waste. It will also help you make 
better sales forecasts and develop better 
rosters to utilise your staff – all of which 
translates to a better bottom line.
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11. Have a little pep talk
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“Staff turnover costs Australian call 
centres an estimated $3.8 billion in lost 
productivity and another $385 million 

in recruitment costs”



30 HAVE A LITTLE PEP TALK

Staff attrition and the constant need to re-hire 
and retrain is a huge expense for call centres. 

“Staff turnover costs Australian call centres an 
estimated $3.8 billion in lost productivity and 
another $385 million in recruitment costs”

By nurturing a positive team culture, you can 
have a huge impact on staff retention. And the 
great thing about focusing on improving your 
team’s morale is that it doesn’t have to cost 
a thing. It’s more about realigning your call 
centre’s focus to be primarily ‘human-centric’. 

Some of the best, most cost-effective ways 
to keep staff happy, include:

•  take the time to hire the right fit from  
the very beginning 

•  invest time in training people when they 
show skills gaps, both at the beginning  
and ongoing

•  offer things employees value, such  
as the chance to work from home 

•  keep your door open and encourage  
your team to ask for advice,

•  invest in random acts of kindness from 
remembering their birthdays to celebrating 
their sales achievements

Spending time on people will save you  
more money in the long-term. Happy staff 
work harder, deliver better sales results  
and are less likely to leave you in the end.  
A great cost-efficiency for simply being  
more human-focussed. 
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12. Play it by ear  
(with a little call centre 

gamification)



32 PLAY IT BY EAR (WITH A LITTLE CALL CENTRE GAMIFICATION)

Gamification has landed and many outbound 
call centres are now using it. Why? Because is 
stimulates that part of the brain that pines for 
interaction and human interplay. And when 
we play we have more fun and produce better 
results in whatever we’re doing – a good state 
to be in when you’re at work!

Gamification gets sales teams talking about 
targets, giving them: 

• goals to accomplish

• real time feedback 

• peer recognition

• rewards that agents value

It also gives managers:

• visibility into what everyone is doing

• ways to improve metrics

• lower turnover & savings  

• easier and cheaper training tools

Gamification is a hugely cost-effective way 
to boost daily team productivity. It takes the 
feeling of ‘work’ out of work and gets agents 
pumped when they reach sales targets. 
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13. Let your systems talk 
nicely with each other



34 LET YOUR SYSTEMS TALK NICELY WITH EACH OTHER

Effective integration with external business 
applications is a must for any contact centre 
system today. The better your systems talk  
to each other, the less manual work for your 
team and the more time they can spend  
on the phone.

It’s the new reality and people expect it. 
Having integration APIs to any external system 
saves on wrap time for agents, with new 
customer data seamlessly updating external 
CRMs, automatic email and letter dispatch 
at the end of calls and database popups to 
prepare agents for sales calls to come. 

It also means that any time account pages 
are updated, agents can feel confident the 
leads they call have up-to-date information. 
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14. Close your eyes and say 
‘there’s no place like home’

Now this is a scary one for some contact centres, but the 
reality is, how much time do your agents waste milling 
around the water cooler or in the kitchen dissecting the 
latest gossip with fellow colleagues? Or having meetings 

about meetings that never get anywhere?



36 CLOSE YOUR EYES AND SAY ‘THERE’S NO PLACE LIKE HOME’

With cloud-based software that can be 
accessed and monitored anytime from 
anywhere, location is irrelevant, and some  
call centres are seeing the benefits of letting 
people work from home. Could it work for you?

For instance, it can help with sales.  
Agents who are dealing with warm sales  
calls, in particular, will benefit from this,  
with conversations sounding more intimate 
and engaged in the quiet of their home  
rather than a busy call centre. 

From a cost point of view, working from 
home also has its benefits. Fewer staff 
at work means less overheads and office 
space needed. This is an enormous potential 
savings, since rent is usually one of your 
biggest costs.

And you can still live monitor agent 
performance from anywhere, interact in  
a highly personalised way and keep close 
track of the progress of sales targets.

When you think of it that way, it’s quite an 
attractive prospect, and the benefit is that 
you’re instilling trust in the individual and 
flexibility in your team, which will also  
reward you in dividends long-term.
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Being cost-effective 
will set you free

The reality is, being cost effective doesn’t mean your call centre 
has to live in a state of stinginess, counting all it’s pennies and 

being distracted from its real earning potential.

Being cost effective is all about being creative with your resources, 
efficient with your time, effective with your staff and putting a 
system into everything. And with good planning, powerful call 

centre software and a team that’s ready to go, you may have just 
become the most cost-efficient outbound team in the country – 

and that has the ring of success!
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Noojee Contact Solutions designs and builds 
high performance call centre software to 
support small to mid-sized businesses with 
cloud-based inbound, outbound and hosted 
PBX phone solutions. We make it simple to 
manage a high performing contact centre that 
maximises customer service, while making 
outbound sales and appointment setting easier.

1300 666 533

sales@noojee.com.au

noojee.com.au


