
5 WAYS TO 
DECREASE 
YOUR 
INBOUND 
HOLD TIMES



Implement Live Chat, Texting, and Email
We talked a lot about adding live chat into your conversational marketing strategy, 
but texting and email are also great ways to minimize wait times to get in touch with 
an agent. Over 6 out of 10 consumers in the US would rather a digital self-service 
tool, like website or messaging platforms to avoid being placed on hold. These 
alternatives allow agents to help multiple people at once rather than one call at a 
time. 

Minimize After Call Work
Reducing the amount of time an agent spends completing notes post-call will free 
them up faster to assist the next person in the queue. After-call work can me 
minimized in a couple of ways, starting with taking detailed notes during the call and 
using abbreviations for commonly used words.

Reduce Average Handle Time (AHT)
Start the call by keeping the greeting short and sweet—introduce yourself and ask 
how you can help. Provide your agents with an internal knowledge base so they can 
quickly find an answer without needing to put the customer on hold. Recording and 
analyzing calls is a great way to learn how your agents communicate and determine 
areas of improvement to help them shorten call time.

Provide employees adequate training
When you give your agents adequate training to make decisions for themselves, 
they’re better equipped to answer a customer’s problem without needing to place 
them on hold or escalate the call. We have found that recording calls and offering 
coaching feedback only helps agents improve call handling and find better ways to 
arrive at a solution.

Monitor employee call and post-call activity
You always want to be aware of how long customers are on hold and get an agent 
helping them as soon as possible. If you notice an agent whose call status is either 
on a call or post-call for a lengthy period, following up with them to assist them if 
they are experiencing problems will help them complete the call and answer a new 
incoming call.
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