
Every Contact Is a 
Strategic Advantage—If 
You Let It Be

The lens you use can elevate—or 
erode—value
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A Unique Operation with 
a Clear Focus
Years ago, I led operations for a 
Voice Directory Assistance 
business—
a paid, human-powered 24/7 
concierge.
Every call generated revenue.
Every interaction had to deliver 
value. optimiseradvisory.com



What "Valuing Every 
Contact" Looked Like
- <2% unanswered calls
- Contact forecasting within ±2% 
accuracy by 15-minute intervals 24/7
- Resilient infrastructure 
- CX-aligned hiring, training & coaching
- Extremely low attrition
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Value Centre vs Cost 
Centre
Our team wasn’t seen as a cost 
line item.
We were a value engine.
Not just revenue from calls but 
product growth.
It influenced every operational 
and cultural decision.
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Traditionally... (And in 

transformation agendas)

Operations are seen as cost 
centres.
The result?
• Outsourcing/Offshoring by default
• Over-complex IVRs
• Underfunded systems
• Friction-heavy digital
• Reactive compliance.
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When Cost 
Becomes the Only 
Lens...
Even well-intended strategies can 
undermine trust,
loyalty, and long-term value.
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Reframing the 
Opportunity
- Every contact = a chance to 
retain, resolve, reinforce
- CX and cost aren’t enemies
- Strategic contact design drives 
both
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This Isn’t Philosophy—It’s 
Operational
- How you forecast
- How you lead
- How you invest
- How you design journeys
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What Lens Are You 
Using?
Your lens shapes every 
operational decision that follows.
Choose wisely.

#CXLeadership #OperationalExcellence 
#CustomerExperience #CostOptimisation
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