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OVERVIEW

7RGD\FBGEQWBUB I XQG D FHBIMMRIVW KED\PRGHUQ
FRP S D QIL®W HILDAKK HFIXW W R P HRIW D Q F X VW R PWM KM
RFFDVLR@WOU ZEWER® BQ WHH@W\E HV KRIQ AL P H
WK H\HDZL UHEUWMDR X BRP SD Q)R UR W KFMUV W R PMKIWL U
LQWH U PBPWELHRK UR® BKF KD Q QWORRV-HE RUPDLO
CHHS L@ K HRHU UFDOWW R KIDIS\E WP X F IR R UFR VHWIHFW LY H
WKDOTXLQHRQHYR W KWM D VR P S H U DMKYWHD O O
FHQWBUQ WY H\L JMMWDQRIOXG MQBIILFLHQF\

'LDO,QWHUDFWQYHYNMVVHVVPHIEG UMQILQHHULQ
PHWKR G RERO\O'\Q D O \WKWH F K Q EEX RIMDWRKEX VL QHVV
SURFHY W MWHUDTFPWLIPALAMHDUHI\RXED BI®QWH U
RSHUDWLRBD® X EXYWRPHSHULH @M I ILQVHR
WHFKQRD®BWH S RIUVEKQ RQV X QWHIDEN @ GH QWRIXIV
FHQWWW IV QV/KO®EB RWHQWRPOWMDAK S ULRULWL]F
UHFRPPHQG ZWRRQMHVBEUHIMMK ZWYRRZPPHGLDWH
SRV LWHYKXOMMQWH U D F\I BBQVBNY HVV ZH@® N H

\R XM L VWG WHARYH D H YRHFX VW RHP[SB UL HQ F H

APPROACH

'LDA@WHUZREBRQIE BFRWPSUHKHQNWY MHR XH[LVWLQJ
FDFGIQWHUKHUHYLAZQA®Q Y R O¥H KQ RIDWRIMVVPHQW
SHUIR U P DEPAMDQ D O\ FIXW W R R/HDW L V | DIFXALYRHIDL Y H
PRQLWRUQQWHURLBINQWY PDQDJHUV FAPWRPHUYV
R W KRHUW K RAGRG H QMPISIU R Y HP H B BRX F R Q V X OKMDYQHW V
ZRUN HIGW H Q V ILYQMK\IF D CF®1 Q WLHIUG X VIVQUAN Q R E \
H[SHULHERBARUEWVW

([DPSO&D@\SHSQDO\VLY

Example Process Map

[Call Type Frequency _|Percentages
%DODQFH
%L O.0NQHV
SHSDLUV g
6KLSSVXHV © Q)
2UGHUV Eee 3 ]
“URQUXPEHU o€ & & ch BRI
LQYHVWRUV O
2WKHU EOGIRN & N )

Total

7KH'LDOQWHUDP®/URBEKXQLTZHW KLIQAD FGIQWH U
LQG X VIKUD VVH VYV PHROWAOXGMIS HF UKLFRPPHQGDWLR
EDFNHEG TXD QW L ILLFDSEURY H PINV@M. P D WWHYVQN K BH VW
PDQDJAG 6BQ WGHNSH U L P®LDFO D/Q®& X Q WERIH H)SS
ZLWKVWRPHHNGQYB[SHFWDWLRQV

-
&ERS\ULIKW 'LDAWHUDRWLYH
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WHY INVEST IN A CALL CENTER ASSESSMENT?

$ FDPIWQWMVHVVBSHE@W LDEHRZL PN W KRIS[W U D P\G E@IY D
YDORMNWI\RXBRVWPSRUWBZRXURRXED GEQWHH QW
PPHGLEWHFLHRERV DUSIRV V LER & HWXHGH UV WD (
\RXEXUUHQY\LUR QRR)JM Q W B R Q QH HIEV V L V W.IFYXFRIU
WZRUHEXKWKEHQHIENGK DY HQRUPROP\EDRWD O\® X U
FXVWRPHUV

,MRXEDBPWQWHIHULHRBRQIKR O O RZROFRSUREOHP V"

. &XVWR FFHRUWP\E O D DER@WR B R O\G P HV
, THFKQROBERWMWRKWMNGIRGHOL YRIBHRPLVHYV
. IDUJRIXPEHRINDWODQVIHUV

, 'LIILAXQUDQBHWDI@DQ4PBOR\HHV

, /DUJFKDQJIHNVDYROXPH

. $JHQIDN WWQ BRRKY R X WALID\HN V

$'LDAQWHUDAWHWY FID@MWDLOWBRBG UMNKHNE B WK H
VSHFLMMVXHYV

TYPICAL CONSULTING ENGAGEMENT

'LD@WH U DWVFD\WNRD QD JHP ARGV X DS § Q R RKFD 6Q W F
DVVHVVPHQWWUHVXDWHDFNHG H[WHQ\EDWDWKH UL
DQDO\WQ@HFRPPHQGEDALIR@\HD WRIFDBBQWIHSIHULHQ
/LVWHEHHO RUMRPNDPSGHOLY HWKR®KEGF XV W R PIRY C
\RXSD UW LFXIOBW

,95% XVLQAHEWHFWLYHRUGRFXPHGWQWWIKEQV L QRIE/M H F W MMAHR Q WHHQW H U

&XU U B\ D/WH ‘LDJUDP®GRFXP HRXWWO ER UQRIQID Q L DWU R BWKFMRIR O

F D B0R AKX V W R\PHHIP H QDAVR W KNHHF D BHDQ WIHRUW R U V

$FFHYXDQGHOLHZ | 'RFXPHQW G LOURDIFGEBW DR Q B G RKR/ZE X VW R RIHHDERX |
FDBIOQ W& BO XYGRIGFB OI®YH P D IZBIES 6 0D LDQ 8'Y HZD OND

EXVL@HV

5HSRUWQ@DO\VLV 'RUGRFXP MW W FXWWKBY FXUDGBERPSOHWR RYHNMAMVWLQJ

UHSRIQWBWD NHWHFRPPHQ G IRULARELVWIL RDWW L Q J

7HFKQRORALIQ
2YHUYLHZ

"RUGSRFXP IREW O Z Q L\Y.R H WXWHAILUB LL] YWALKDRIK Q RO@RAN
QHHGUIBFRPPH QG R @IGRILWHRRIRD HQ WV

&DP@REHHVLIQ 9LVER PMRZ DJURXW O DQLRSEURMB® RQ 6X VW RPHIXR Z

DOOREZRQW U H D PROXOQMREFGMWHUDFWLRQV

3URFHNVFULSWLRQ :RUGSRFXP MR MW OW GHIVRFWHIN HGL W WIKB-D PIOQ \B B G
DQDOWHWX QWIS®IF UHLFRPPHQGDWLRQV

5HFRPPHQGDWLRQVY :RUGRFXPMXW®XPPDUIBYHFRPPHQEBBGRYHAFWO®XGLQJ
6XPPDUD\QEDWLRQDDHDWLRRIMOWKHALOSORGXPBURYHBXOWYV

JLQBEDGPDS 3RZHU3BIUGW HQ\WDWERPP H@EISE RDEB HV R X QFIH\GW &

VXFFHVWXDMHPMIQW FRPPHQGDWLRQV

3.
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&DRBQVBMYHVVPHQW

The DI Difference OTHER CALL CENTER PROFESSIONAL SERVICES
AVAILABLE
i} ODGGLWRR@BQVEMUHYVVPHOMWWWHUDFWLYH
X ([SHULHQ SUR Y LOZH BWHD Q RHR W KFHDUDIDQ W R Q V X O:\WW & J
&ERQVXOWI \HD WRW H F K @LFHSH U D WIDFEEIDAM FSHULH QBB
. QW H U IXWWLKHIS H U WRD® HBIR R N RQ)J
) RFXRQV K x SHSRUWQRO\VLV

(Q@&XVWRH

X %XVLQEDMWHHYHORSPHQW
3UR G RRBW X 6SHHFRDE®B W 7TH[WRSHHRBSHHBKFRIJQLWLRQ
7HFKQROR .
7HFKQRORWH J U DML REBV& 7,

' QGHSHQG g 0 it

X 9HQGRUOHFWLRQGDIHPHQW
&RPSOHW X % XV L OFHOMYI L Q L WRIBRIGBH U Y DRHER X W L Q J
6ROXWLRC(

x &RVHQDO\WQERQWDLQPHQW
$SSBRLBV x 3URMIDFWD JHPRIQXWOWRISQERUYV
RIZTHFKQR( Xx 5LVOLWLJDWBRPHOLIMMD JHPHQW

X 30DWIRHIWPNLQJ

FOR MORE INFORMATION
KWWS Z72727Z GLDOLQWHUDFWLYH FRP

2UFDOO

3K [*ORVGLULH U

3KRQH

)DI

LOIR#GLDOLQWHUDFWLYH FRP
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