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'RUNRUFHD QDJHP$I\DWHVVPHQW

OVERVIEW

‘RUN)RUFBIDQDJHPH:QW L VFULWWRDRGDRXYWRPHU
VHUYERBDWBQRXRIWX @R UNIRAUFBHVXPWOORRQV
GROGBUWYDU® G G L WERBDDRKMD Y LIGRXBIR SOR\HHV
RWKDYLWBRRD QHP SOR\MW\D | UHE X Q\QGE QW L FRHG / $
SHQDOWLHV

'LDOQWHUD FWALYHH QWRBSOR\HHM R UH F D VRDLAXD
YROXPE\WDXIRXUQWHBYBOWIFFXUDMWHG XDA S
PRQLW RGIKMHU MEFR X JKKEOW , ZL WO D QWQRZOHGJIH
RIEHVOUDFWURRXZRUNIFRADQDIHPHORK IKH)O

& R Q W8JHROWHIMRQ R ITWKPIRVIAWP SR U WD RX\E VW KOLRKD O O
FHQWRUYLURQPKIQWR XD VG LUHFIDODRFHUYQHAMHOV
ZLWRERQWWBHF URPXNOWEISQWHUYV

$ 'LDOQW H U DIFWWLHWAHY PZH. GV V X WK D\VBLCH V R X WDRHV
X W L OXLRHGH O O-H W\RB@RW V L E O H

APPROACH

'LDA@WHUZABRQIE BFRWPSUHKHQNWY MHR XH[LVWLQJ
)0 SURFHVIVGI®\VWHPRKHUHY LHZRQYROSNHVRQDO
LOQWHURMHENO VWDUHY LRE[LVWALIMER®BYHSRUWLQ.
VA\VWBRVHVVPHUMWRUPGRWH DO \VQWHUR DHEQ WV
DQ®DQDJHDY®D QR W KMHW K R\GR/GHQMALSURYHPHQW
DUHDV

2XUFRQVXOWDQERUNHEGWKORDMR® V\VWHPV | (;
$SVSHF&6 %O B8NP SNIBQSNLDYEQREZ\H[SHULR&BMW
ZRUNHVWRZHY HUNQR2VK D W D NPR/U M/ K DMX WK H
WHFKQR/DORBDPODNH GLIIHUHQMBHQ W H U D BVILY M fiV
DVVHVVPBQ®)0 PHWKRGRQRWQODQDO\]WKH
W H F K Q FEXRID W\RKEIX VL QSIWRFHWY Z L @RUERLWRX U
VWDNVRPSOHPHD/QJWR R 2V KWW D | IS B U | R U PHXGJ
FRQVXO VD QW V8 URD FW QYEWDD FD OIDQ GZRUNIRUFH
PDQDJHPHEWLGEILWKHR WV KHO JUR XS W MLKH
FDOEBAQVWHUDQL]DMWKHRLD OQW H U DIFWSIUYRDBQ L T X H
Z LW RALKFD 6 QWG X VVEXUDVVHVVPHARQYNO XGWK
VSHFLUHFRPPHQGEWMERGES TXDQWLILDEWRYHPHQW
HVWLPDWHV
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'RUNRUFHD QDJHP$I\DWHVVPHQW

% H Q HILW Define Call Center Metrics
ZLOMHFRPPHRHONULBRBWKBUHDRM VHUY IORHY X@&/LOL]D

, PPHGLBD2 DYDLODEG®HWMIQFSO R WHIHW L VODFPWMRR P B W L V | DIFQ\G. |
RWKHUV

1R&DSLWD

([SHQVH -

.QRZOHG]J . Y B
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' PSURYRG | C.

) R U F H 500 100 00 11:00 1300 15:00

ODQDJHPH
TYPICAL CONSULTING ENGAGEMENT

, QGHSHQG 'LDOQWHUDWD/NEWDQDJHP IFQQV X CD/EISQR DV O {0

$QDO\VLV DVVHVVPHQWWUHVXDWHDFNHG H[WH Q\EDWDWKH UL
DQDO\DQBHFRPPHQGBEDALRGW DARIFD6BQWHSIHULHQ

5HGXFHYV /LVWHEO RUMRPNDPSGHOLY HWXBRXKEGFXVWRPILRHC

DYHU M BHH \RXSDUW LFXIDGW

WBQVZHU

)0 %XVLQZABEWHFWLYHRWGRFXP HGWQWWIKIHOM L QRIEMHFWQBHW IRQPBH V X O|W V
5HDA.PH IR UW KAHX U U@ W\VWH P

(YHQWV YJRUHFDVWLQJ 6SUHDGVKHHW BRWORMIEWHIMAN A X U USIORF IDD\G
UHFRPPHQGDRUPBQRYHPHQW

6FKHGXOLQJ 'RUGS RF X P RQW O WXE-D \BW D FWVREFH Y D WQBBIH[LEOH
VF K H G XSURWY LXGLHG D R BMKHY IR W KFHX U UHM\Q W H P

$ G K H U HIFER WM\ SURYUGHGDRMKEVIBQEHQHRIWV VRIWZDWMWHPV
$GMXVWPHQWYV 'RFXPHQ@W KHUHD@QEQVEWDBURFHVVHV

)0 OHQWRULQJ 6KDGRAR QWHQYSRD O BWHW L 9eH W DRFWWRFXPHRQMWLYLUWLH

5HVRXBRNHODWUL]J EXUUWMQ I MNLIDAEYQ D O\VLV

5HSRUWQRO\VLYV "RUGSRFXP MQMW W F X WHBY¥ F X UDEERP SOHWR RYHN¥M. VWLQJ
UHSRLQBD NHWHFRP P HQ G CRADIGRELVWILIR DWW L Q J

BURFHNVYFULSWLRQ :RUGsRFXP NKEW OWRSHHIRFNXVUURXYEHDIJRUIDQL]DWLR(

5HFRPPHQGDWLRQVY :RUGRFXPMNXW®XPPDUIJAYVHFRPPHQEGBGRYHRAKHFWXGLQJ
6XPPDOD\QGEDWLRQDOHDWLRRIMOWKHLOORGXPBURYHE8XOWYV

,PSOHPHIMIRFD@GPDS| 3RZHU3BIUPWHQWRDWERRBPHQE®ISG HP H QIWIBNVIRD® &
UHVRXQHHBGWRXFFHV\VIRIOIOWKHO LPSURYHPHQWV
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'RUNRUFHD QDJHP$I\DWHVVPHQW

OTHER CALL CENTER PROFESSIONAL SERVICES
AVAILABLE

,ODGGLWERONIRUOBR D HQMW VHVV P HIQMWV
, QW H U BRARLY YDEZH BWD Q RHR W KHDBDKQ WRQVXOWLQJ

&RQVXOWI : L W¥H D IRW H F K @LOFEDSH U D W DFBEQ@ FSH U L H Q F H

'L D@ W H U IXKDWLKAHHS H U WVRD® HBIR R N RQJ
) RFXRQV K x &RPSOHWWR) G DRBQWMUHVVPHQWV
RV WR x 5HSRUVBIQDO\VLYV
3URG RBW X %XVLQEDMHHYHORSPHQW
THFKQROR x 6SHHEGDEQBB\A7H[WR&SHHFBSHHFK
, QGHSHQG SHFRJQLWLRQ
& DD&H Q W H X THFKQRORWHJIU DML REIBVE 7,
OHWULFV X OHQGRHUOHFWLRQGD3IHPHQW
80GHUVWI X % XV L QHAOMYI L Q L VRIBRIGBH U Y DRMER X WL Q J
W KSR PPD Q x &RVOQDO\WQERQWDLQPHQW
&HQVVWROH x 3URMIHFRMD JHPRQWO W2ISQER UV
QFUHDVH x 5LVOLWLJDVWYBRBHOLMPDIHPHQW
(PSOR\HH X 30DWIRHIANVLQJ
6DWLVIDF
, QFUHDVH FOR MORE INFORMATION
?ITIYIXY_EII?QI_IL KWWS ZZZ GLDOLQWHUDFWLYH FRP
&RPSOHW 2UFDOO
6ROXWLRC( 'RQDBBWWRQ

3KRQH

$SSURSBY LOIR#GLDOLOWHUDFWLYH FRP

RIFTHFKQRC
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