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Your Hold Time = Hidden Treasure  
 

Personalizing, Monetizing & Optimizing  
Non Agent Queue Time 
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Customer Experience Is King 

• BenchmarkPortal research shows that the 
customer experience is key  

 

• Every step in the customer journey is 
being studied and optimized… 

 

• ....except for one 



Empty Space You Need To Fill: 

• “Billions	of	minutes	lost	
every	year”	

“The	Customer	Hold	Time”	
	 	 	(Non-Agent	time)	



Gartner 

Reference: November 2016 

CMO’s will 
outspend CIO’s on 
Technology Spend 

83% CMO’s will 
increase 
spending for 
Mobile 

Forrester 

Reference: May 2016 

87% Firms - Digital 
Experience is 
Top Priority 

Invest in Personalization, 
People & Platforms to create 
Mobile Experiences. 

Digital Experience Technology 
And Delivery Priorities, 2016 

Dimension 
Data 
(Merchants) 

Reference: Q1 2016 

2015 Global Contact 
Center Benchmarking 
Report 

2/3 
Companies 
relate improved 
CX level to 
Revenue growth 

BIA/Kelsey 

Reference: July 2014 

$65B 
AdSpend to connect with  
consumers over the phone. 

Phone Calls : The New 
Currency of the Smart 
Phone era. 

Other trend statistics show that Customer Experience is the single most important factor for driving Customer engagement / Brand Loyalty/ 
Revenue. Cloud based offering combined with BI an Analytics are the emerging trends  that enhance the Customer Experience. 

Who is Talking About this? 
Thought  leaders and Researchers are talking about Ad Tech and Customer Experiences as the ways consumers 

engage with Brands using Mobile applications.. 
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Phone engagement 
improves Mobile Targeting!! 

Ad Spend on Mobile 
Exploding. 

Biggest Mobile Challenges 
are low conversion and 

lack of transparency 
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Branding: Market Potential 

In-Call 
minutes 

500 
Billion 

Over 200 Billion Customer to Agent calls yearly 
 
Average ASA ranging between 30sec to 3 minutes.  
 
This  space is currently filled with Music and no way to 
engage the customer.  
 
These 500+ Billion minutes are an opportunity for the 
brands to engage the customer through branded value 
driven content. 

44X 
Return on 
Attention 

200 
Billion 
Agent 
Calls 
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EVERYDAY CUSTOMERS SPEND 

OVER A BILLION MINUTES 

WAITING ON THE PHONE 



Customer Service Conundrum  

No CX 
recognition 

Boring 
menus 

Push to 
cheaper 
channel 

Cost 
center 

Loss due 
to 

callback 

Loss of 
Attention 

Long Hold 
time 

No 
Branding 

Instrumental 
music 

Less 
engagement 

with customer 

No 
engagement 
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What	is	needed	is	a	totally	new	approach	to	
optimizing	THIS	crucial	component	of	the	customer	
journey		



OMS: Importance of Customer Experience & Call Branding 
recognized by managers 



OMS: Current Queue Approaches 



OMS: Today’s IVRs Do Not Add to CEx 



•  The	majority	of	managers	feel	callers	would	react	favorably	if	they	received	targeted	
messages	that	are	attractive	to	them	personally	

	
	
	
	
….as	long	as	hearing	that	message	did	not	lengthen	their	queue	time.		
	



•  Most	Current	Queue	Time	approaches	do	not	add	to	the	
Customer	Experience,	despite	the	vital	importance	of	CE	

• Current	ACD’s	do	not	allow	for	personalization	of	CE	
•  There	is	plenty	of	room	for	optimizing	queue	time	through	
targeted,	personalized	communication.	



Solution Specialist 
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Jeff	is	a	Strategic	Partner	and	Solutions	
Specialist	for	Call	Space.		Jeff	is	an	expert	
in	Customer	centricity	&	enhancing	the	
customer	experience	by	using	emerging	
technologies	and	solutions	to	build	and	
support	brands	
		



What is  
CallSpace? 

CallSpace is a Loyalty based Branding , Monetizing & 
Engagement  Platform for the Phone Channel 
 
Backed by PATENTED Technology, CallSpace creates a Customer Experience offering 
Audio, Video, SMS/MMS, Chat content.  
 
CHANNEL that creates BRANDING opportunities. 
 
CallSpace creates REVENUE opportunities from On Hold Customers. 
 
 

CallSpace utilizes BI and Analytics to identify customers and creates a customer experience with 
relevant content positioning with total brand control. 
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CallSpace Fills the Void 

Engages with Mobile 



CallSpace    perience 
CallSpace is an INTELLIGENT platform that sends BRANDED relevant content impressions to your customers. 

Seamless 
transfer of call 
to CallSpace 

Platform.. 

Caller identified 
via Database 

Lookup. 

Caller 
Categorized 
from Loyalty 
Programs or 

offer to enroll. 

Relevant 
Branded 

content offered 
through Audio, 

SMS/MMS, 
Chat. 

Using BI & Analytics, 
Consumer behavior 
analyzed and track 

ROI + ROA 

Call is 
seamlessly put 
back for Live 

Agent to 
continue 

Experience. 

Artificial 
Intelligence 

Artificial 
Intelligence 

Artificial 
Intelligence 

Artificial 
Intelligence 
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Incoming  Calls 

Welcome 
Message 

Identify  callers 
Fetch  media 

Voice  Media Repository Offer Repository 

Welcome 
Message 

Welcome 
Message 

Welcome 
Message 

Reward  Tier  Message 

Gender  Message 

Seasonal  Message 

Enroll  Message 

Welcome  Message Department    Message 

Ladies 

Gents 

Rewards 

Tech  Support 

Department 
Menu 

Ladies  media/offer 

Gents  Media/Offer 

Rewards  Media/Offer 

Upsell  Media/Offer 

CALLSPACE    PLATFORM 

Hold 
Message 

BRAND BRAND BRAND 

Helps  extend  branding  to  every  call.  At  the  point  of  connect  as  well  as  at  the  point  of  department.  Avoid  Vanilla  
messaging and  be  more  relevant  to  customers 

CallCenter Branding & Revenue Areas 

Targeted message & 

offers 
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Interact	Now	with	your	customers	

WhatsApp Gift Cards Promos Chat SMS 
MMS 

Coupons 

WhatsApp	
customer	
your	latest	

deals	

Get	Link	&	
Chat	now	
with	your	
customer	



CallSpace Technology 
Technology is at the heart of CallSpace platform, providing a robust platform available across client situations in the most secure 

environment with backup systems ensuring no downtime.,  

Platform is 
backed by best in 

class patented 
technology. 

Intuitive GUI 
driven Plug N 

Play user 
interface. Content is 

delivered through 
Best in Class 

Level 6 providers. 

Compatible with 
all Hardware 

(ACD, Switches, 
IVR’s) 

Ease of access and 
deploy ability across 

geo locations and 
different 

environments. 
Intelligence on CRM and 
Analytics drives content 

play and gives insight into 
customer behavior. 

Available 24x7 to 
give branded 

content as and 
when the customer 

is available. 

Patented 
Technology 

UI/GUI 
based 

interface 
Hardware 
Agnostic 

Best in Class 
content 
delivery 
providers 

Cloud 
based 
Platform 

BI/Analytics 
rules engine 

24x7x365 
availability 

Customizable 
for Content & 
Branding 

It can be 
customized for 
campaigns and 

for multiple 
brands. 

Integrate 
immediately with 
your hosted or 

on premise ACD. 

Integrated 
with your 

ACD 
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Hear the CallSpace difference 
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Value Already Proven 

Travel 

1.  Recognition, USP 

2.  Special going on  

3.  Menu 

4.  Offers- Disney, Bose Hertz 

Consumer Elec 

1.  Identify phone 

2.  Offer(30secs) 

3.  Menu 

4.  Offer(60) 

Retail 

1.  Instant Offer 

2.  Menu(35secs) 

3.  Offer(60) 

Your call will be answered by next available rep 

Your call will be monitored for training and quality 

Music Music Music 

Eliminate 
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$.25 

$.35 

$.12 

$.15 $.10 
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Caller Identified Play Voice file Offer Extended Use Offer Track ROI & ROA 

CallCenter 

Client 

CallSpace 

2 Cents 6 Cents $20 

2 cents 4 Cents $10 

1 cent 5 cents $10 R
e

v
e

n
u

e
 
S

h
a

r
e

 

Per call 

Per call 

Per call 

Call Volume 2 Million-(100 fte) Spend 3.2M $100,000 $120,000 

40% 100% 5% 

$4,00,000 

Branding 

opportunity 

for all calls 

Track your 

clients 

preferences and 

behavior 

patterns 

Branding  PS Spend Yearly- 10%- 320K 

Show me the money 

US Call Vol 70Billion 3.5B $4.2B $14B 



ROA 
New Metric Return 

on Attention 

ROI misses the key 
element of Customer’s 
undivided attention,  

Measures how campaign 
grabs customer attention 
& converts into Revenue  

Reaction : BI and Analytics engine 
measures consumer reaction.. 1 

Knowledge Transfer : Multiple touch points 
(Audio, SMS, MMS, Chat, Coupons) allow 
knowledge transfer. 

2 

Action & Results : interactive platform 
leads to Action that deliver results to 
consumers 

3 

Customer Experience : Optimizes this 
unused component of the CE 4 

From ROI to ROA 

© 2017 CallSpace Inc., All Rights Reserved 

From the Manager’s Viewpoint 

Add the 
CallSpace Experience 



Customer engagement 
leads to Loyalty/branding 

Engaged 
Customers 
Never Leave. 

Customers experience 
poor Customer support on 
Mobile. 90% 
Companies are focused 
on enhancing Mobile 
Customer Experience. 84% 

Cust Connection & 
Engagement 

Branding 

Loyalty/Repurchase 

Increased store/website 
Traffic 
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What Can Be Gained Through A  

Strategic Q-Time Initiative 
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Questions 



info@callspace.com 
www.callspace.com 

1 469 734 4661 

Extend . Excite . Experience 
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Point of Sale. 

Point of Offer 

Point of Influence 

3 

2 

1 

3 

2 

1 

TANGIBLE	

ROI based on Return On Attention 
The CallSpace Experience helps you monetize at 3 points.  

Point of influence - Point of Offer  - Point of Sale 

13
% 

INTANGIBLE	

2 

1 

Brand adoption 

Brand  engagement 

Brand  attention 
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