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How to navigate 
call centre offshoring
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Your customers could be 
demanding more too – it 
almost feels like a given 
that businesses now should 
provide around the clock 
customer support for any 
request, large or small. In this 
world of 24/7 everything, 
what’s the solution? 

You might find your salvation 
in the form of cloud-based 
call centres and VoIP that 
makes London calling sound 
more like Lismore calling

Where offshore agents can 
hook in with your onshore 
team and deliver customer 
support that follows the sun. 

What you want is a new 
way of doing business that 
makes you lighter, faster and 
more flexible to keep up with 
customer demand. And that’s 
why offshoring has come on 
your radar.

It’s a small world after all
The world is shrinking, with new online technologies lifting us all into the same shared cloud, 
helping us to erase our borders, reshape our working habits, bring our offshore services closer  
and make remote working a new kind of norm.
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You’re in the midst of change. 
Call volumes are increasing, 
customer demands are high, 
and you’re experiencing 
queue overflows that make 
you want to weep. You may 
have call centre software that 
can scale to demand but not 
enough agents on the ground 
to connect to new lines that 
open. 

Hiring new staff is always an 
option, but the thought of all 
the extra training, equipment 
and office space needed, 
might be stopping you in your 
tracks. 

Instead, you want to explore 
a fresh way of running your 
call centre. Something that 
can help you stay lean and 
efficient, without affecting call 
handling. And in that respect, 
offshoring could sound like 
the right solution. 

But… you’ve also heard the 
cautionary tales of things 
like time delays and pushy, 
accented agents that can 
put a dent in any customer’s 
experience.

And so what is the real cost of 
offshoring your call centre – is 
it as easy as it seems? And will 
your customers forgive you for 
Michael becoming Miguel and 
saying “yes ma’am” instead of 
“no worries”?

This is important to establish 
so you can make the right 
judgement call. 

You’ve heard about offshore call centres for years but perhaps it’s only now that you’ve  
started to sit up and listen.

It’s a real judgement call
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Offshoring offers some compelling 

advantages, with the potential to: 

  Grow your call services and give 
access to new markets with 

labour rates from 30% to 80% 

cheaper than in Australia.

  Lessen operational overheads 

on everything from hiring 

costs and training to office 

space rental and call centre 

infrastructure costs.

  Provide 24/7 customer-service 
no matter the time zone.

  Reduce staffing issues that 

come with running a call 

centre, and let daily tasks such 

as hiring, training and rostering 

be handled by the vendor.

   Supply highly qualified and 
experienced agents through 

one of the many offshore call 

centres that employ smart 

college graduates with fluent 

English and a high level of sales 

experience and technology 

expertise. 

  Handle overflow issues in an 

instant with access to a larger 

pool of call centre agents and 

teams that can be hooked into 

cloud-based call centre software 

for on-demand scalability.

  Offer smoother business 
continuity with less disruption 

to services and 100% uptime 

potential.

  Let you work on the business 
rather than in the business 

without the demands of 

running a call centre, so you 

can focus on business strategy 

and service expansion.

This may make you prick up your 

ears – yet with any change like 

this there’s also a knock-on effect 

you also want to listen out for. 

Get over your hang-ups
To work out whether offshoring could be right for you, you need to get over your preconceived 
hang-ups, and objectively weigh up the pros and cons that offshoring can bring. 
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With offshoring, the ripple effect 

of being further away could 

mean dealing with things like: 

  It’s potentially not as cheap as you 
think, with offshoring companies 

generally dealing in high-volume 

call centres and smaller 

businesses may find the costs 

end up too expensive to justify. 

  Ignoring the power of a familiar 
voice, with language and 

cultural differences turning 

customers away. 

  Lack of transparency with talk 
times jumping up leaving you 

unsure whether you’re being 

charged for talk times that 

haven’t actually occurred. 

  Negative customer experience 
with remote call centres that 

are sometimes subject to time 

delays and lower call quality.

  Conversion rates start to take  
a dive due to overloaded 

agents working on several 

client lists, who aren’t instilled 

with the drive and passion for 

the product they’re selling.

  Data protection is on less 
certain ground with reduced 

transparency on offshore 

processes and procedures, 

and who exactly is handling 

your customer’s sensitive 

information.

  Working conditions are less 
transparent, making it harder 

for you to know if your offshore 

agents are working in a safe 

environment, decently paid and 

are of the legal age to work.

These are some pretty important 

considerations that are worth 

paying a little more than just lip 

service to. But if approached 

carefully, correctly and with the 

right tools, you too can find the 

right combination to make the 

world a smaller place.

 

But don’t turn a blind eye to the issues
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With all your offshore agents 
using a centralised contact 
centre platform, you can stay 
on top of things and close  
to all the action. And the 
beauty of this is that there  
is transparency in every  
call made. 

Call software features, like 
the tracking dialer, mean that 
when someone logs in you 
can track every action – from 
when they connected to the 
call duration – with everything 
monitored and recorded, 

and you’ll know exactly what 
you’re paying for. 

You also want the ability to 
live monitor and run reports 
on every aspect of call centre 
operations, from queue 
abandonment rates to who 
is active on a call. With this 
set up you can even consider 
doing a virtual walk around 
the call centre room, give your 
offshore team the thumbs-up, 
and maybe chuck in a few  
‘you beauties’ with live chat  
for the full effect. 

This means you can always 
keep a finger on the pulse, 
with the ability to coach your 
offshore call centre managers 
on ways to handle agents and 
improve things like calling 
scripts, customer service 
and sales objection handling 
without having to step foot  
on a plane.

How to keep your eye on the ball 
(even if you’re on the other side of the world)
Keeping your eye on the ball from further afield requires fully featured call centre software to help 
you unite all your moving parts.
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Step 1: Start a bucket list

Draw up a list of all the ‘must 

haves’ you want out of an 

offshoring service. You could 

include things like:

  Different service model options 

from full offshore services to 

partial or overflow needs

  Technical set-up for a VoIP 

based phone system that 

can hook into contact centre 

software

  Affordable pricing with clear 

costings, such as per hour, per 

minute, per call, per sale 

  Flexible recruitment capability 

with the ability to recruit 

suitable agents for campaigns

  Strong team managers with a 

healthy manager-to-agent ratio 

of 1:10 to 1:17

  Accessible agents that are 

shared or dedicated and can 

scale to demand

  Strong training skills for specific 

products such as rapport 

building and tech advice

  Additional coaching through live 

monitoring and managers doing 

side by side mentoring

  Service continuity with back-

up power and the ability to 

outsource if any disaster strikes 

  Adaptability to offer channel 

support via mediums such as 

email and social media

  Relationship management 
using your own contact centre 

software so you can stay 

informed 

  Quality control with the ability 

to monitor all call centre 

activities from moment to 

moment 

  Security with high privacy 

and data protection practices 

implemented

  Ethical work practices and  

work environments that can  

be checked and verified

And keep adding to the list until 
you’ve covered all the areas 
important to your business. 

Get ready to press go
So, with this all in hand, you may now have decided that offshoring is the way you want to go.  
If you’ve made this decision, there are several steps you need to take first, to ensure you have  
the right knowledge and transparency before pressing go.
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1. South Africa  
English fluency is 
excellent, with a high 
level of customer 
service, efficiency and 
a shared love of sports 
and tea. SA call centres 
can save companies 
up to 50% in labour 
costs, although being 
located further away 
means call quality may 
deteriorate.

2. India  
Cost-effective, college 
graduates with a 
good level of English, 
shared cultural values, 
and an unwavering 
love for Shane Warne 
that shows they 
understand. Located 
further away, however, 
so call quality isn’t 
as good. They also 
have a reputation for 
noisy call centres and 
strained infrastructure.

3. Philippines  
The go-to offshore 
location for many 
Australian companies, 
they offer excellent call 
quality, well-educated 
agents with fluent 
American accents, 
customer service on a 
par with the US, and 
up to 50% in labour 
cost savings.

4. Fiji  
Close to Australia, 
with good call quality, 
minor time delays and 
well-educated agents. 
Offering up to 40% in 
labour savings, and 
good standards of 
efficiency and tech 
know-how, they are 
harder to judge given 
they are newer to the 
market. 

5. New Zealand  
Arguably better at 
rugby, not the best at 
cricket, Kiwis have a 
good understanding 
of our lingo and sense 
of humour. Close in 
proximity, offering 
labour savings of up to 
30%, customers will be 
very comfortable with 
the NZ accent so long 
as they’re not selling 
oil for decks. 

Step 2: Location, location, location

Location is important here; the further the service is away the more likely it is that line quality will 
be affected, so we’re going to focus only on the southern hemisphere and countries predominantly 
used by Australian businesses.

1

2

3

5
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Telstra, for example, moved 
much of its call centre 
services offshore to save on 
operational costs. While great 
for business efficiency, some 
argue, however, that this 
has impacted its customer 
service. 

“Over the past few years 
Telstra has moved thousands 
of their call centre roles 
offshore and based on my 
experience talking to Telstra 
customers, it’s an experience 
that is largely not enjoyable.” 

– Contact Centre Central

Vodaphone on the other hand has taken the opposite 
approach, building a local contact centre in Hobart, and using 
this as its main point of difference. 

“We’re putting service ahead of profits – that’s what our 
customers want. They want to be able to speak to an 
Australian, and they want to help create jobs in Australia.” 

–  Matt Paterson, Vodaphone, GM Customer Care 

Australian company, Guardian Insurance Agency, experienced 
both the good and bad of offshoring. Initially they offshored to 
a Mauritius call centre but had to pull out due to terrible service 
delivery. 

This was a costly experience, but rather the deter them, they 
then set about hiring their own team of offshore agents, 
again in Mauritius, hooked them into powerful contact centre 
software, and this became their winning combination.

Step 3: Look at what the others are doing

Another good way to get a feel for offshoring is to have a look around at what other businesses  
are doing – and what comes closest to your ideal.
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1. Do it yourself 
Finding the contact centre, 
calling it directly and talking 
to the owner or manager to 
discuss every level of detail.

2. Go through a middleman 
Using a service that specialises in linking companies to 
offshore call centres. They can do this either as a one-off 
connecting service, and you then talk to the vendor. Or 
they can manage all the details, from finding the service to 
managing all the set-up requirements until you’re ready to go.

Step 4: Decide your offshore approach

Once you have an idea of the region, then it’s time to start looking around at offshore services  
that will fit your brief. You can either:

To find a selection of companies that provide these services, the best way to start is by going 
through a reputable call centre association such as Contact Centre World, who can offer a 
wealth of information, advice and links to call centre services world-wide.

https://www.contactcenterworld.com/
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Step 5: Look for the best

How can you be sure of the quality and reputation of your offshore vendor? To find out, have a look 
to see if they are members of key industry organisations, other companies that may are using 
them, and what kind of reviews they have received from other customers. You can also hire a 
quality assessor to check out their labour practices and offshore address.

Step 6: Make sure you have more than a handshake agreement

When negotiating a service agreement, you want to make sure they tick all the boxes when it 
comes to your requirements. Get a lawyer to have a look through the service agreement and 
look for any holes in their terms and conditions, from pricing discrepancies to provisions made 
for disruption to services.

Step 7: Keep operations close to your chest 

Through your contact centre software, you can login in from anywhere,  
at any time, to track, monitor, run reports, communicate with  
managers, and follow all offshore call centre activities from  
moment to moment. As well as this, a cloud based phone  
system makes it easier to keep your offshore teams happy  
and engaged.
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Despite the distance, there 

are many things you can do, 

including: 

  Looking at vendor hiring 
practices, ensuring they’re 

hiring the right agents for 

different campaigns.

  Training up your offshore 
managers so they know the call 

platform inside out and can 

pass this on to their agents.

  Implementing regular online 
training procedures that 

vendors have to follow.

  Monitoring managers and 
agents on a regular basis as  

a way of engaging and giving 

advice.

  Running reports to identify 
concerns you’ve spotted in 

service delivery.

  Staying in touch with managers 

and doing a virtual walk around 

the call centre room to see how 

things are going.

As you can see, it’s made easier 

when linked with a contact centre 

platform. And if service quality 

still starts to slide, make sure you 

review your service agreement 

and pull them up on any 

standards that aren’t being met. 

Managing a happy offshore team
Ok so you’ve set up an offshore call centre that can shape itself to your call centre demands.  
But what about keeping your team motivated and committed to your specific business goals?
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Using a cloud-based system 
will help make it easier to sync 
your onshore with offshore 
teams together, without any 
disruption to service, allowing 
you to:

  Let offshore agents only deal 
with overflow and specific 
inbound numbers,  
to alleviate pressure from 
your onshore teams

  Blend your inbound and 
outbound teams, with  
both onshore and offshore 
agents, so everyone’s 
working for the same cause 
and can tag-team shifts

  Connect agents for the love 
of the game, using features 
like online gamification and 
training exercises to build 
team rapport

The sky’s the limit and you 
get to do the fun part, deciding 
the best ways to make your 
agents jobs more engaging and 
rewarding for the long term. 

Getting onshore and offshore 
singing in harmony
As well as finding ways to keep you call centre happy, you also need to get used to the idea  
of mixing different call centre service types.
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Instead of putting all your 
eggs into one basket you 
can explore multiple options 
for outsourcing your calling 
services.

It could involve hiring teams of 
remote workers, from multiple 
locations that you manage and 
monitor yourself. Or letting your 
existing staff work from home, 
to help reduce overheads and 
infrastructure costs. 

You can use both foreign 
and domestic services, and 
outsource aspects of the day-
to-day running to an offshore 
call centre, or even consider 
having a completely virtual call 
centre where all your services 
are online, and agents are 
located anywhere in the world.

With contact centre software 
any combination is possible. 
And this is how you can make 
offshoring work for your 
brand. 

Keeping call operations 
centralised and in the cloud 
means you can expand service 
delivery, save on costs, keep 
an eye on service delivery, 
uphold ethical standards, and 
become a key player in a new 
global village. 

And when you think of it this 
way, you realise it’s a really 
exciting time to be looking  
for new call centre options.

The world’s your oyster
After all of this, perhaps you’re still uncertain about offshoring. The good thing is, there doesn’t 
have to be one single approach to how you should run your call centre services. 
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We are Noojee and we can help make your 
offshore journey a reality. 

We develop high performance, cloud-based 
contact centre software that links to any VoIP 
call centre service, no matter the location. 

Our software makes managing an offshore call 
centre team simple. Quick and easy to set-
up, it gives you the power to monitor, track, 
and keep your finger on the pulse for all your 
inbound and outbound call services.

1300 666 533

sales@noojee.com.au

noojee.com.au


