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Introduction

Time flies when we’re having fun, and it drags on when we’re bored. Sometimes it’s 
on our side, and other times it’s racing against us. 90-seconds can feel like an 
eternity when you’re sitting on the phone waiting for help, or answering automated 
voice prompts, or even waiting for a response from an agent on live chat agent.

So, the question is, what does that mean for your business and how can you handle 
hold time better in every part of your contact center?

Waiting on hold to get help is inevitable. That being said, long wait 
times, being bounced around to multiple people, and inability to 
resolve issues contribute to overall poor experiences for customers 
and businesses. 
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“I asked the VP of marketing to the stage in the middle of the speech 
to deliver a special message. He walked on stage to a nice round of 
applause. He took center stage and looked at the audience. Once the 
applause ended, he just stood there in silence, and that silence was, 
as they say, deafening. He continued to look out into the audience, 
not uttering a single word, for 90 seconds. The audience became very 
uncomfortable. I then came back on stage, thanked him, and asked 
the audience to give him a round of applause as he walked off stage. 
The audience wasn’t sure what had just happened. 

I asked the audience how long he has been on stage. Many of them 
said three or four minutes. No, it was just 90 seconds.”1

Did you know? 
90 seconds is the 
average customer 
hold time.1

Ringcentral.com   |   
A Guide to Building Your Business Around the Customer



��͡�_T�3]SbXQN^c�
g_e[R�bNdWSb�Q[SN^�N�
PNdWb__]�T_b�WN[T�N^�
W_eb�dWN^�c`S^R�
��
]X^edSc�_^�W_[R�
gXdW�Qecd_]Sb�
cSbfXQSͶ

Ringcentral.com   |   �A Guide to Building Your Business Around the Customer



E<F>�
ASVNdXfS��
Sh`SbXS^QS�gXdW��
i_eb�PbN^RͶ

CNdXS^QS�Xc�N�fXbdeS͹�Ped�XdΑc�^_d�N�VXfS^Ͷ�JNXd�dX]S�QN^�PS�N�TbecdbNdX^V��
b_NRP[_QZ�T_b�Q_^ce]Sbc�_^�dWSXb�Y_eb^Si�d_�VSddX^V�aeScdX_^c��
N^cgSbSR�_b�`b_P[S]c�c_[fSRͶ�3^R�gWX[S�Nd�dX]Sc�N�c[XVWd�RS[Ni�Xc��
e^Nf_XRNP[S͹�gWS^�Xd�R_Sc�WN``S^͹�XdΑc�X]`_bdN^d�d_�]NZS�cebS�XdΑc�_fSb��
Nc�aeXQZ[i�Nc�`_ccXP[SͶ�GWS�[_^VSb�Qecd_]Sbc�NbS�]NRS�d_�gNXd͹�dWS��
VbSNdSb�dWS�QWN^QSc�NbS�dWNd�dWSi�gX[[�Vb_g�TbecdbNdSR�gXdW�i_eb�PbN^R��
ΠΠ�c_]SdX]Sc�c_�]eQW�dWNd�dWSi�cWNbS�dWNd�^SVNdXfS�Sh`SbXS^QS�gWS^��
dN[ZX^V�d_�`SSbc�_b�`_cd�_^�c_QXN[�]SRXN�NP_ed�XdͶ�C[ec͹�^X^S�_ed�_T�dS^��
3]SbXQN^c�dS[[�_dWSbc�NP_ed�N�PNR�Qecd_]Sb�cSbfXQS�Sh`SbXS^QSͶ

BCCBEGHA<GL BPfX_ec[i͹�]X^X]XkX^V�W_[R�dX]S�cW_e[R�PS�dWS�V_N[Ͷ�3�Q_^dNQd�QS^dSb��
`[NdT_b]�dWNd�]_^Xd_bc�NQdXfXdi�N^R�[SdΑc�NR]X^c�]NZS�_^ΝdWSΝT[i��
NRYecd]S^dc�gWS^�aeSeS�dX]Sc�cdNbd�d_�X^QbSNcSͶ�<^�dWS�SfS^d�dWNd�N��
W_[R�dX]S�Xc�e^Nf_XRNP[S͹�XdΑc�X]`_bdN^d�d_�S^cebS�dWNd�i_eb�cdNTT�Xc��
dbNX^SR�d_�dbSNd�W_[R�dX]Sc�gXdW�QNbS�N^R�Q_^cXRSbNdX_^�T_b�dWS�TbecdbNdX_^��
dWNd�dWXc�W_[R�]Ni�PS�QNecX^V�Qecd_]SbcͶ�;NfS�N^�N`_[_VSdXQ�`b_]`d�Nd��
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NPX[Xdi�d_�Q_^dNQd�N^�_bVN^XkNdX_^�_edcXRS�_T�N�`W_^S�QN[[Ͷ�CNi�ShdbN�NddS^dX_^�d_�W_[R�dX]Sc�N^R�
W_g�[_^V�Xd�Xc�dNZX^V�dWS�NfSbNVS�Qecd_]Sb�d_�VSd�dWb_eVWͶ�<T�i_e�^_dXQS�dWNd�[S^VdWi�W_[R�dX]Sc�
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Offer more detailed 
information on how 
exactly to contact 
the person they 
need to speak to.

F_]SdX]Sc�Qecd_]Sbc�WNfS�d_�Ye]`�dWb_eVW�W__`c�d_�VSd�X^�d_eQW�
gXdW�dWS�bXVWd�`Sbc_^͹�SfS^�XT�dWSi�N[bSNRi�Z^_g�gW_�dWNd�`Sbc_^�XcͶ�
A_d�d_�]S^dX_^�NVS^dc�S^R�e`�gNcdX^V�fN[eNP[S�dN[Z�dX]S�bSRXbSQdX^V�
Qecd_]SbcͶ�JWSbS�`_ccXP[S͹�NRR�NRRXdX_^N[�<IE�_`dX_^c͹�_TTSb�cW_bdQedc�
T_b�QN[[Sbc͹�N^R�]NZS�Xd�Nc�cX]`[S�Nc�`_ccXP[S�d_�VSd�dWS�bXVWd�`Sbc_^�
_^�dWS�`W_^SͶ�

Improve your self-
service options.

<T�Qecd_]Sbc�Q_e[R�WS[`�dWS]cS[fSc�gNXd�[Scc͹�R_^Αd�i_e�dWX^Z�dWSi�
g_e[R�gN^d�dWS�_`dX_^΁�<^fScd�X^�3<�_`dX_^c�d_�WS[`�WN^R[S�cX]`[S�
X^T_b]NdX_^�bSaeScdc�N^R�cNfS�]_bS�RXTTXQe[d�bSaeScdc�T_b�NVS^dcͶ�GWS�
]_bS�dWX^Vc�Qecd_]Sbc�QN^�R_�_^�dWSXb�_g^͹�dWS�[Scc�dX]S�i_eb�NVS^dc�
gX[[�^SSR�d_�c`S^R�dN[ZX^V�d_�dWS]Ͷ
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7fSbi�Qecd_]Sb�WNc�PSS^�dWSbS͹�[XcdS^X^V�d_�N^�_fSbQ_]`[XQNdSR�
[XdN^i�_T�QW_XQSc�dbiX^V�d_�TXVebS�_ed�gWXQW�Pedd_^�d_�`bScc�ΠΠ�_^[i�d_�
]Xcc�dWS�_^S�dWSi�gSbS�[XcdS^X^V�T_b͹�X^QbSNcX^V�dWSXb�W_[R�dX]S͹�^_d�d_�
]S^dX_^�dWSXb�TbecdbNdX_^Ͷ�@NZS�Xd�SNcXSb�_^�QN[[Sbc�Pi�_TTSbX^V�
RXbSQdX_^c�dWNd�NbS�Nc�Q[SNb�N^R�Q_^QXcS�Nc�`_ccXP[SͶ
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<]`b_fS�W_[R�dX]Sc�
dWb_eVW�dSQW^_[_Vi

@NZS�Xd�SNcXSb�T_b�
Qecd_]Sbc�d_�
c`SNZ�gXdW�N�[XfS�
`Sbc_^Ͷ

3�[_d�_T�dX]Sc͹�Qecd_]Sbc�NbS�QN[[X^V�NP_ed�dWX^Vc�dWNd�QN^Αd�PS�WN^R[SR�
Pi�dSQW^_[_ViͶ�FdbSN][X^S�dWS�`b_QScc�Pi�]NZX^V�Xd�_PfX_ec�W_g�dWSi�
QN^�Q_^^SQd�d_�N�[XfS�NVS^dͶ�GWS^͹�[Sd�Qecd_]Sbc�Z^_g�W_g�[_^V�gNXd�
dX]Sc�bSN[[i�NbSͶ�

9XfS�Qecd_]Sbc�
N^_dWSb�gNi�d_�VSd�
X^�d_eQWͶ

JWS^�W_[R�dX]Sc�R_�PSVX^�d_�ScQN[NdS�VXfS�Qecd_]Sbc�dWS�_`dX_^�d_�
cS[SQd�N�QN[[PNQZ�N^R�VSd�dWS]�_TT�dWS�`W_^S�aeXQZ[iͶ�Bb͹�N[[_g�dWS]�
d_�Q_^dNQd�i_e�fXN�N�c_QXN[�_b�RXVXdN[�`[NdT_b]�_T�dWSXb�QW__cX^V�ceQW�Nc�
8NQSP__Z͹�GgXddSb�_b�S]NX[Ͷ�
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<^Q_b`_bNdS�QWNd�
P_dc�T_b�SNci�cS[TΝ
cSbfXQSͶ

JWX[S�c_]S�`S_`[S�cdX[[�`bSTSb�d_�QN[[�Qecd_]Sb�cSbfXQS�N^R�c_]S�
QXbQe]cdN^QSc�cdX[[�gNbbN^d�Xd͹�]_bS�`S_`[S�N^R�i_e^VSb�VS^SbNdX_^c�
cSS�QWNdP_dc�N^R�X^cdN^d�]SccNVX^V�Nc�^_b]N[�]SdW_Rc�_T�
Q_]]e^XQNdX_^Ͷ�6XVXdN[�Q_]]e^XQNdX_^�gXdW�_bVN^XkNdX_^c�gX[[�[XZS[i�
Q_^dX^eS�d_�Vb_g�Nc�dW_cS�gW_�VbSg�e`�RebX^V�dWS�RXVXdN[�NVS�Q_]S�d_�
bS`bScS^d�N�[NbVSb�`SbQS^dNVS�_T�3]SbXQN^�Q_^ce]SbcͶ
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