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Experiancd
 14 years experience in Call Center 

sector.
 11 years in managerial role.



1. Contact Center Departments



Contact Center Manager

Quality Assurance (QA)

Workforce Management (WFM)

Training and Development

Operations 

Inbound

Outbound

Social Media Moderation



2. Call Center Role - Leads Tracking



What is the meaning of Digital leads ?

Digital leads refer to potential customers or prospects who have shown interest in a 
product, service, or brand through digital channels. These leads are typically 
generated via online interactions or engagements, such as website visits, social 
media activity, email sign-ups, or responses to digital ads. Essentially, a digital lead
is anyone who has entered your sales funnel through some form of digital 
touchpoint.



Call Center Digital Leads Tracking refers to the 
process of capturing, managing, and following up on 
potential customers (leads) who have interacted with a 
company through digital channels, such as websites, 
social media, email campaigns, or online ads. 

The objective is to ensure that these digital leads are 
properly tracked, nurtured, and converted into sales or 
customers through follow-up interactions, often 
facilitated by call center agents.



Key Components of Call Center Digital Leads Tracking:

1. Lead Capture:

Digital leads are captured through various online channels like website forms, 
social media interactions, or email responses.
Contact information, actions taken (e.g., downloaded content), and engagement 
data are stored for future reference.

2. Lead Management:

Leads are organized and categorized in a CRM (Customer Relationship 
Management) system for easy tracking and follow-up.
Information about each lead (such as their interests or behaviors) is logged to 
help prioritize follow-ups.



3. Lead Scoring:

Leads are assigned a score based on their engagement level (e.g., a visitor who downloads 
an eBook may be scored higher than one who just browses a page).
Higher-scored leads are prioritized for follow-up by call center agents.

4. Follow-Up:

Call center agents or automated systems can reach out to leads via calls, emails, or other 
channels to further qualify the lead and guide them through the sales funnel.
Personalized communication is key in converting digital leads into customers.

5. Performance Monitoring and Reporting:

Data on lead conversion rates, response times, and customer interactions is tracked to 
measure effectiveness.
This helps refine the lead generation and follow-up processes for better results.



Number of trials
The trials supposed to be during two 
days in a different times

4 - 6

SL
Should contact the customer 
during 30 minutes

30 mins.

reachability
More is better

80%

CR% 
Number of booking out 
of the reached leads

50%

How Can I 
manage the 

fresh leads ?!



Note: This is not an exhaustive list of all possible factors.

3. What Are the Key Factors, Beyond Call 
Center Performance, That Impact Digital 

Marketing Results?!



1. Poor Website User Experience (UX)

Issue: A website that is slow, difficult to navigate, or not optimized for mobile 
devices can frustrate visitors and lead to high bounce rates.
Impact: Visitors may leave the site before engaging with content or filling out 
lead forms, reducing the chances of converting digital leads.

2. Poor Targeting and Audience Segmentation

Issue: If digital marketing campaigns are not accurately targeted or segmented 
(e.g., sending generic content to the wrong audience), the results may not align 
with the right customer base.
Impact: Wasted ad spend, low engagement rates, and poor-quality leads are 
common consequences of improper targeting.



3. Ineffective Use of Analytics

Issue: Failing to use data analytics tools properly to track campaign 
performance, understand user behavior, or measure ROI can result in missed 
opportunities for optimization.
Impact: Without data-driven insights, marketers cannot adjust campaigns to 
improve performance, leading to stagnant or poor results.

4. High Competition

Issue: In highly competitive markets, it can be difficult for digital marketing 
efforts to stand out, especially if competitors have more resources or a 
stronger brand presence.
Impact: Digital campaigns may struggle to generate leads or conversions due 
to saturation in the market.
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