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INTRODUCTION

The saying ‘business never sleeps’ is very accurate. So too is the assertion that 
no time of the year is like any other. In fact, companies in a growing number 
of sectors are finding that their ability to respond to changes in demand 
throughout the calendar can mean the difference between a great customer 
experience and one that falls short of expectations. There can be no doubt 
that in periods of peak demand, enterprises need to be able to deliver rapid, 
courteous, and efficient contact management. But, in the current era of in-
house contact center cost-cutting, this is easier said than done.

The key for many enterprises facing seasonal demand fluctuations has been 
to work with a contact center services partner that can take the strain off 
the need to ramp up agent volumes at certain points of the year. However, 
when seeking this type of relationship, it is important to consider a partner’s 
experience in managing seasonality, its team of people on the front lines, 
the key processes associated with their demand management strategies, 
and their ability to do so in a cost-effective manner. If a partner can provide 
the right combination of these attributes, both the enterprise and their 
consumers will benefit.
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SEASONALITY IS A CROSS-INDUSTRY CHALLENGE

In today’s commercial atmosphere, there is more demand for products and 
services than ever before. With the advent of e-commerce, consumers have 
become accustomed to ordering something in the click of a button and seeing 
it arrive within a very short period of time. However, what has not changed 
through the decades is that demand levels are not evenly distributed. In 
fact, savvy businesspeople know that for both mature and emerging vertical 
markets, levels of consumer activity can vary significantly, depending on the 
time of year. Critical peak times include:

 • February: Valentine’s Day

 • March/April: Easter

 • May: Mother’s Day

 • November: Black Friday

 • December: Holiday period (not to mention the returns season which can 
run into mid-January)

This seasonal demand phenomenon is quantified by the graphic below from 
the US Department of Commerce, which traces quarterly changes in consumer 
demand during 2015 and 2016 (see chart at right).

Percent Change from Preceding Period in Real Personal 
Consumption Expenditures by Major Type of Product

Source: US Department of Commerce
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It would be easy to assume that seasonal consumer demand is limited in 
its scope to only a few vertical markets, but this is not the case. In fact, the 
impact that seasonality has on mature and emerging sectors is significant. 
Just consider the following nuances:

 • Retail/e-commerce – The pressures faced by vendors in this vertical are 
year-long, starting with the rush to take back merchandise in January, 
followed by Valentine’s Day, Easter, and Mother’s Day, then ramping back 
up in Q4 for Black Friday and the December holidays;

 • Travel and tourism – Consumers look forward to their vacations, and  
this means a spike in contact volumes during spring break, the  
summer holidays, and as families convene for Thanksgiving, and over  
the Christmas period;

 • Utilities – Ongoing climate shifts are putting more strain on vendors of 
utilities than ever. Whether extreme heat or cold, abundant precipitation or 
any other weather anomaly, at certain peak points of the year, citizens can 
be counted upon to interact with their providers of electricity, gas,  
and water should a service disruption occur;

 • Financial services – As consumers prepare tax returns in the spring, 
plan investments, and finance homes during peak buying periods, the 
interaction volumes among financial service providers can vary greatly 
depending on the month in question;

 • Education – Back-to-school is only part of the education contact center 
equation. Other peak times include pre-exam period demands for 
tutoring services, student loan inquiries, and a rush in requests for 
university applications.

Therefore, when looking at the seasonality associated with the sectors above 
(as well as others), enterprises clearly face challenges when it comes to 
managing this demand. 

But, as pointed out in a recent Ryan Strategic Advisory survey of 100 American 
contact center decision-makers, in 2017 65% of enterprises will see their CRM 
budget investment flexibility either remain static or decrease. Therefore, for 
firms with limited resources delivery, alternatives are essential. This is why 
more forward-looking executives are engaging with established providers 
of third-party customer experience services that have experience in cross-
vertical demand management. 
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INSPIRO AS A LEGACY PROVIDER OF SEASONAL CONTACT CENTER SOLUTIONS

Leading global contact center services provider Inspiro is aiming to increase its presence in the delivery of seasonal demand services. 

The Philippines advantage

A large segment of Inspiro’s contact center services delivery for the US market 
is housed in the Philippines. This location was identified by respondents 
to the Ryan Strategic Advisory’s 2017 Omnibus Survey of American CRM 
executives as among the top five most-favored offshore delivery points in the 
world. In addition, the Philippines has consistently grown as a contact center 
delivery point over the past two decades, making it now one of the largest 
offshore markets in the world. There are many reasons for this, including a 
sophisticated labor force in which service culture is pervasive, team members 
that are motivated to enter the contact center sector as a career move, as 
well as a strong cultural/commercial affinity between the US consumers and 
agents in the Philippines. 

Additionally, contact center services from the Philippines come at a price 
point notably cheaper than those delivered domestically from the US. In fact, 
it is not unreasonable to assume that on average, the hourly price for an agent 
delivering voice-based inbound customer care from the Philippines could 
afford a savings of up to 50%, relative to the same agent based out of a US 
contact center.
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Inspiro’s approach in managing seasonal demand 

Being among the most experienced providers of seasonally-driven customer engagement management does not happen without the right processes and positive 
work culture in place. At certain points of the year, Inspiro can increase in agent volume up to ten-fold to support clients. The following are the core elements  
of their strategy:

FINDING SEASONAL AGENTS

Inspiro has found a great deal of interest among prospective agents in  
joining their team during peak periods. Many find that it coincides with  
school breaks, meaning a great way to earn extra money for vacations or 
buying seasonal gifts. 

One thing that typifies the approach that Inspiro takes to seasonal demand 
is a laser-sharp focus on the types of people that it hires. In fact, as one of the 
most well-known local players in the Philippines, it is already a go-to choice 
for many budding and seasoned customer experience professionals. This 
ensures a steady stream of applicants at any given time. 

Inspiro’s recruitment efforts emphasize the company’s various industry 
recognitions including Best C-Suite Team at The 2017 International ICT  
Awards and Best Company to Work for in Asia at the ACES Awards in 2015. 
That Inspiro has among the lowest rates of attrition in the Philippines and 
high retention rates for both agents and managers is also highlighted. By 
taking this approach, Inspiro is a sought-after workplace, thereby attracting 
top caliber applicants. 

To prepare for busy seasonal times, Inspiro is multifaceted in its planning. 
In addition to holding recruitment events in anticipation of peak periods in 
various locations (including university campuses), efforts are made to find 
people by personal referrals from existing agents and through social media 
promotions. Search firms are also leveraged, if need be. 

Equally, Inspiro has been successful in recruiting previous hires to work during 
seasonal ramp-ups. This provides not only experienced people that know 
Inspiro’s culture and processes, but it also acts as an efficiency driver for 
which savings can be passed onto the client.

KEEPING SEASONAL AGENTS

Inspiro has a number of strategies that it uses to maintain its team of 
customer experience professionals recruited to work during points of seasonal 
demand. These include (but are not limited to) the following:

 • Performance incentive programs – agents that go above and beyond 
the call of duty are eligible to win an array of monetary, technology, and 
novelty prizes;

 • Overtime opportunities – extending shifts and working on statutory 
holidays provide willing agents with more financial reward and career 
advancement opportunities;

 • Atmosphere – the feeling during ramp-up periods at Inspiro is electric, and 
provides agents, supervisors, and management with a level of camaraderie 
that contributes to team spirit;

 • Leadership by example – during seasonal ramps, Inspiro’s executives play 
their part on the front lines and provide support to consumers as part of 
the broader effort. This is greatly appreciated by the agent pool and is a 
source of strong morale.

Combined, these factors have helped Inspiro develop a strong track record 
in the reduction of agent attrition. In fact, the company notes that during 
peak seasons, agent churn tends to fall relative to other parts of the year. This 
benefits clients with a more stable workforce which is less expensive in terms 
of recruitment/retention/training, and goes far to ensure happy customers.
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MANAGING THE PEAK PERIODS

Inspiro manages to balance seasonal demand for its US clients in  
a number of ways. 

One of the most innovative is through the efficient management of  
its Philippine capacity. 

By determining which centers that service Asia-Pacific consumers will  
lie dormant during weekends and evenings, Inspiro can seamlessly  
move seasonal staff to these locations during down times, without  
disrupting existing operations. 

In addition, Inspiro has access to a number of temporary contact centers 
in Metro Manila, which can be brought into action. These sites are easily 
accessible by team members, and are fully compliant with industry  
standards and client requirements.
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CASE STUDIES

1-800-Flowers

As a leading provider of flowers and floral-related gifts in the US, 1-800-Flowers 
is acutely aware of the pressure that seasonality in their industry can place  
on customer experience delivery. After all, with significantly higher call volumes 
in the run up to Valentine’s Day and Mother’s Day, being able to service each 
customer efficiently and with the highest degree of care is essential.

1-800-Flowers works closely with Inspiro in order to manage its  
seasonal demand. 

By including Inspiro as a strategic partner within their customer experience 
delivery program, 1-800-Flowers has been able to increase capacity ten-fold 
during their seasonal peak times. However, this process begins well in advance, 
with representatives from both firms planning capacity needs, finding the 
right front-line team, conducting training and ultimately servicing customers. 
1-800-Flowers notes the flexibility, ability to attract enthusiastic agents,  
and consumer-centric philosophy of Inspiro as key aspects to the success of  
the relationship.
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A leading provider of debit cards for personal  
and commercial users

As one of America’s fastest growing financial services companies specializing 
in prepaid debit and credit cards, this organization provides access to 
financial products to nearly 70 million US residents who do not use  
traditional banking solutions.

This client engaged with Inspiro in order to better manage their growing 
volumes of customer service calls. What quickly became apparent from  
the outset of the partnership was that a number of periods during the year 
were exceptionally busy, notably peak retail times (such as Christmas and 
back-to-school), but especially during the tax-filing season. Inspiro has 
not only been able to seamlessly manage these ramped-up periods of call 
volumes, but this client has seen their levels of end-user satisfaction remain 
extremely high during these months. Executives working at the client 
credit Inspiro’s expertise in managing seasonal flexibility, strong employee 
engagement and an end-to-end customer service ethos as among the 
principal reasons for the success of this relationship.

PacSun

Clothing retailer PacSun specializes in contemporary sports and casual 
wear, and counts the majority of its sales in the US market. Given its area of 
commercial focus, PacSun faces steep call volumes in Q4 each year, due to 
Black Friday and Christmas (as well as into January when returns processing 
becomes a priority). During these busy periods, agent volumes can quadruple, 
meaning increased pressure on resources and performance.

PacSun decided to work with Inspiro to help them with their seasonal ramp up 
requirements, citing several reasons for this choice. These included Inspiro’s 
high caliber of management, a strong legacy managing peak seasons for 
clients, and its ability to attract high quality agents in large volumes due to its 
local reputation as an employer of choice.  Since its relationship began with 
Inspiro, PacSun has seen key performance indicators improve across both 
voice and non-voice interactions, a clear validation of its choice.
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CONCLUSIONS

Unquestionably, today’s consumer is more discerning than ever before. 
In order to best ensure that their needs are met requires efficient and 
courteous interactions at all times of the year, even those associated with 
peak interaction volumes. However, in an era of tight in-house contact center 
budgets, executives are hard-pressed to deliver the high levels of customer 
experience needed to guarantee end-user loyalty.

Engaging with a contact center services provider that has the experience, 
processes, technology and people in place to ensure excellence during 
seasonally-charged periods of interaction volumes is a logical alternative for 
enterprises. By working with such a partner, what could have previously been 
a strain on resources during busy times of the year becomes an opportunity to 
drive consumer loyalty. 

With a reputation in delivering seasonally-driven contact center support, 
Inspiro has a record of working with clients across industries managing 
peak periods of interaction volumes. A strong team of agents facilitated by 
experienced managers provides the stability and quality of care required to 
drive repeat business for clients. Its legacy as a leader in Philippines’ front-
office BPO has been instrumental in attracting some of the country’s best and 
brightest agents. Combined, these factors position Inspiro well as a provider 
of choice for US firms seeking seasonal ramp up contact center solutions. 
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ABOUT INSPIRO

Inspiro is a pioneering leader in global customer experience management.  
We blend tech-savvy and a people-centric approach to deliver multi-lingual, 
omni-channel solutions covering the full customer engagement lifecycle 
from acquisition, to retention and on to enhancement. We have over 12,000 
customer champions in 35 global strategic locations serving some of the 
world’s best-known companies across various industries including media, 
telecommunications, travel and hospitality, financial services, utility, 
healthcare, retail, and e-commerce.

Inspiro is a Relia Group company.

For more information on how Inspiro can add value to your business 
processes, please contact:

Mark Belcher  
Head of Sales and Business Development – United States 
M (956) 703 7682 
E mark.belcher@inspiro.com

www.inspiro.com


