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FIG. 2 

(57) Abstract: A system, method, and computer program product for customer contact management via voice, chat, e-mail and so­
cial network contacts includes a balanced service process (BSP) for maximizing first call resolution (FCR) and CSAT. The BSP is 
incorporated within a contact center, which receives voice calls, SMS messages, email, chat, or social media communications from 
customers. The BSP in real-time determines dispositions of such contacts, monitors and manages the performance of individual re-
solvers. 


