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Home is where the heart is (of your business – dummy!) 
 
Wondering where to find the room to grow your call center has kept call center executives awake for many a night. 
 
Some of us remember trawling the Interstate highways looking for Nirvana – a pocket of reasonably well educated but unemployed 
Americans looking to work in a call center. And once we found it, holding our breath hoping that another call center would not 
open up within driving distance. Oh, those were the days. 
 
Roll the clock forward. It was the early ‘90’s when the “location de jour” was Ireland. A country steeped in history – as well as in 
young well-educated unemployed call center gold nuggets. Times were so good that companies were putting call centers in 
downtown Dublin and attracting real talent. Then the economy took off and quite rightly Ireland priced itself out of the market and 
moved to an economy with much more rapacious appetite for higher skilled jobs. 
 
So the caravan of call center executives headed to India, the Philippines, and beyond to find the next “gold mine” of educated 
English speaking customer service agents. All wonderful so far, until you have to endure the attrition rates and customer 
grumblings that typically follow. And the search for the next caravan stop continues ….we have all been to call center summits 
where government funded agencies representing places many of us haven’t heard of, trumpet the apparently endless supply of 
well-educated English speaking talent. 
 
With the rapid technological improvements, particularly broadband access, coupled with a desire to provide a better quality and 
more authentic “voice”, we are coming to realize that the greatest untapped talent pool of well-educated English speaking talent is 
right in front of our noses. It’s our Aunt Betty’s bridge partner, our neighbor’s college kid, the Mom down the street whose kids 
are now all in school from 8am to 3pm – heck it could well soon be the 30% of our current workforce who will make up this year’s 
dreadfully inefficient attrition rate. 
 
There are many ways to view (and use) home based agents – and all of these have successful track records: 

• To augment your current seat count 
• To manage your seasonal peaks To help you grow your business without having to sell your next born child to get the 

CFO to agree to build a new call center 
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• To repatriate call volume that hasn’t met the standards that you had expected (and to some extent we have all had that 
experience – either as a client or a slightly frustrated customer) 

• To improve customer satisfaction  
• To improve your sales conversion rate 
• To provide current “good” agents with the ultimate retention tool 

 
Noticeably absent is cost saving. It is definitely cheaper because of the large productivity gains that can be made, but this is 
primarily a quality play and a growth-proofing strategy that, by the way, is cheaper. Get ready to be on you CFO’s holiday card 
list. 
 
But why does the home-based paradigm scare us so much? We have all benefited from taking a day at home to “work on 
performance reviews” or some other important initiative. Why can’t those efficiencies be shared throughout the enterprise. Could it 
just be that we are afraid to lose the keys to our castle? Are we a little bit afraid that if we have no visible workforce to manage that 
we are somewhat less important? Are we just afraid of change? 
 
What is not to be afraid of? Happier and more productive agents with more flexible schedules – a thought unlikely to keep you 
awake at night. How can we not love the willingness for these agents to happily work the “Holy Grail” – the split shift? 
 
There are a few ways to get a home-based agent project up and running 

• The Do-It-Yourself mode – move your current agents to a home based model 
• Engage your current outsource vendor in providing you with a home-based agent pilot 
• Use a specialist home based agent vendor 

 
And even within the vendor category there are companies that are technology plays, companies that use independent contractors, 
companies that use their own employees, companies that are predominantly “bricks and mortar” vendors diversifying into this 
space to stay relevant.  
 
The time to approach this solution is now – the question to ask yourself is  

• How do I go about it? 
• How can I sell it internally? 
• How long will it take? 
• What potholes do I need to avoid? 
• Is my business ready for this? 
• How will training be done? 
• Can my IT department handle this? 
• What is my risk tolerance? 
• Which vendors is the best fit for me? 
• To RFP or not? 
• How can I not do this? 

 
Make sure it is one of your New Year’s resolutions. 
 
The above article was written by John Riordan. As Vice President of Customer Service at Virgin Atlantic Airways he devised, 
championed and implemented a combined in-house and outsource home-based that is now entering it’s fourth year. Since leaving 
Virgin Atlantic in March 2006, he has consulted with, conducted RFP’s for and managed the implementation of a home-based 
customer service solution for two Fortune 500 companies, including Apple Computers, one of the most iconic brands in the world. 
Let us know what you think of John’s article and his point of view, please visit www.thetaylorreachgroup.com or send us an email 

at info@thetaylorreachgroup.com.  
 

http://www.thetaylorreachgroup.com/
mailto:info@thetaylorreachgroup.com
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Survey of the Month 
This past month we asked the Question: “Outsourced or Hosted workforce management is a rapidly growing segment of the 
contact center industry. When it comes to outsourced or hosted workforce management, where are you at?” 

The results support a lot of analogous research that suggests that more and more organizations or considering and trialing hosted 
workforce management solutions. Our survey with 211 participants identified that while only 9% were operating under this model 
three times this number were considering it. A similar percentage had tried it and discarded the concept. 

Operating
9%

Considering
37%

Planning
0%

Tried and discarded
27%

 Implementing
27%

 

 

Visit the TRG website www.thetaylorreachgroup.com and weigh in on this months survey: Do you have an idea for an 
upcoming poll? If so we would love to hear it. Please email your suggestions for future surveys to 
feedback@thetaylorreachgroup.com                

Sometimes the future is obvious  
Just saw an article in the local paper today. A company we had spoken to about a year ago, they were interested in outsourcing 

their call center services to India, we recommended against it as we felt that as new business, trying to establish themselves they 

would be better to retain close control of their client interactions. 

 

They chose otherwise and outsourced their call center. The article in the paper was a litany of problems they had with the call 

center...commitments made and not honored, lost call records, credits gone missing. The result a negative article in the local paper 

which will likely do more damage to the reputation than the actual call center errors actually did. The result will be huge challenge 

to the senior management and contact center management. Now they need to over come bad press as well as a poorly functioning 

infrastructure. 

 

 

http://www.thetaylorreachgroup.com/
mailto:feedback@thetaylorreachgroup.com
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This situation should not be an indictment of outsourcing as hundreds of companies do this well on every call every time. It is I 

think more of cautionary tale about the repercussions of our actions. 

 

I suspect there may not have been enough due diligence in selecting an outsourcer and their reputation and processes. There were 

also likely challenges within the organizations and their ability to effectively manage an outsource relationship half way around the 

world. 

 

The morale to each of us should be that these decisions are not just about individual calls and contacts but may have far reaching 

consequences that impact the business well into the future. 

 

Our customers are our most important assets, we have an obligation to them, to our stakeholders and to our shareholders to treat 

this assets with care respect, lest we end up in an article in the local paper. 

The above article was taken from our call center blog “Call Center Perspectives”, you can visit the blog at 

http://callcenterperspectives.blogspot.com.  

 

Newsworthy 
In this regular column we review the latest news, predictions and trends impacting on the Call Center / Customer Interaction 
Industry. 

Call Centre Managers Wasting Up To Half Their Working Week 

London October 2006 – Contact centres are being run inefficiently and it’s bad management information which is to blame 
reveals independent research. Carried out on behalf of Teasel Performance Management, the findings reveal that call centre 
managers waste a staggering average of one work day per week (19% of their time) identifying and addressing everyday 
problems. For an unlucky 14% this problem is even worse – saying they waste between 30 and 50% of their time, which 
corresponds to between 1.5 and 2.5 working days per week.  
 
Senior contact centre staff also feel let down by the management information (MI) currently available to them. When asked if 
managers felt ‘failed’ by the lack of relevant management information available to them, 44% agreed. The same number also felt 
dissatisfied by the quality and timeliness of the information they are given and agree that it doesn’t allow them to identify issues 
early enough.  
 
The findings also show that contact centre investments in technology are not providing managers with the tools they need. Over 
seven in ten (71%) want to be able to benchmark agent and team performance across all parts of the infrastructure – but only 40% 
have the technology in place to do so. A similar number (69%) want to be able to consolidate data regardless of location – just 
43% have access to this technology at present.  
 
The research also points to varying frequencies with which management information is received. A quarter (25%) receive reports 
shorter than hourly, 5% receive them on an hourly basis and 38% daily. However, nearly a quarter (24%) only receive reports 
weekly, monthly or longer. The reports are largely delivered electronically, with only 12% receiving paper-based reports.  
 
Tim Burfoot, Managing Director of Teasel Performance Management comments: “The findings are very interesting. There are 

http://callcenterperspectives.blogspot.com/
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positive signs in that most management reporting is done electronically and 58% claim to be able to produce MI in real time. But 
with up to half their working week being wasted and over four in ten managers feeling failed by the information available to them 
there are clearly issues with the quality of MI and how it is being used to run contact centre operations.”  
 
Burfoot continues: “Less is more when it comes to management information. It’s no good bombarding people with lots of 
irrelevant or inaccurate data. It’s far better to give them less but ensure that it’s relevant, up-to-date and tailored to the role they 
have to perform. Small modifications and ‘tweaks’ as the day progresses can make all the difference when it comes to running a 
contact centre efficiently and keeping customers happy. This is why even hourly delivery is unacceptable because the information 
is retrospective and too late to resolve problems in real time.”  
 
The online research was carried out by Metrica between August and September 2006. Participants were classified as being either 
a contact centre ‘director’, ‘manager’ or ‘head of department’ and 78% worked for organizations that had two or more contact 
centres.  

CallCenterWorld 
Up-selling and Cross-selling 
Of the Contact Centres that had inbound calls with sales opportunities, an average of 32% of calls presented an opportunity to up or cross-
sell the customer  
 
Callcenters.net 
 

Philippines industry expects to double in 2007 
The Philippino call-center industry expects to double its revenues next year. Benedict Hernandez, the general manager of e-Telecare, one 
of the biggest call center operators in the Philippines, said the industry is likely to post US$4.5 billion in revenues, a 100-percent growth 
from this year’s target of over US$2 billion. He said that the leading growth sectors would be outsourcers and captive in-house center 
operators such as Dell, Siemens, Genpact, General Electric and Shell.  
 
Said Hernandez, ”We are experiencing rapid growth in in-source centers fueled by widening global outlook for the industry. The 
Philippines will remain competitive in the next several years despite its more expensive labor vis-à-vis India and China. The Philippines is 
still competitive even [if] we are 20-percent [costlier] than India. Our edge is the strategy of capitaliz[ing] on high-quality service that 
gives our clients more value for their money."  
Asia Pacific Call Centre News 
 

WFM can deliver ROI of 25 to 450 percent! 

Best in Class organizations rely on automated workforce management (WFM) systems to achieve the agility necessary to keep up 
with today's variable labor market. These systems pay off in spades, with ROI figures ranging from 25% to 450%.  

Aberdeen Research 
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Ask the Experts
Distributed Call Centers 

Question: “I currently manage a Wireless Voice support team for a Telecom company. Under a recent re-org I will now also manage a 
Wireless Data support team as well. Both are call center environments. My challenge is the Voice team is in eastern US, and the Data team 
is in Central US. No possibility of consolidating in one state.  
 
I'd like to cross train the two teams to create two regional teams proficient in both Data and Voice support. This includes using a 
centralized knowledge base tool, cross training forum, and issue tracking tool for statistical trending and analysis. 
 
Any suggestions on "best practices", different approaches, and/or tools to help in my new charge? I'm open to almost anything except off 
the shelf products (budget constraints). All tool development would have to be in house. 
B” 

 
Expert Response: 
This is a big task you have before you. My thoughts are as follows; 
1-First you will need to map the skills/competencies, required for both of these functions, 
2-Then map the transactional processes that are completed by each group, 
3-Map the education/knowledge required for each group, 
4-Develop assessment and testing tools to identify proficiency of each group in each of the above areas, 
5-Identify agent 'gaps' and develop up-training curriculum to bring the agents up to speed over a relevant period of time. 
6-Test again to confirm the training has 'taken' 
7-Start swapping calls. 
 
A few other points to think about;  
1-You will need to invest resource time to develop the systems (knowledgebase etc.), training and mapping. Remember to budget it 
appropriately over your year, 
2- factor in the lost handling time for training/testing in your forecasts and schedules, 
3- Remember that this type of cross-training or universality can reduce you overall labor expenses (through queue efficiency), but you 
won't see this for 60-90 days after you have completed the implementation. 
4-Once you are directing calls to the 'non-native' centers you must continue to deliver these. Skills and training that is not kept current will 
atrophy and die...losing this capability to handle these calls. 
5-The agents will expect additional compensation based upon additional skills. I would recommend that you assess not only the 'if they 
can do it' in the assessments but also the 'how well they can do it' and use an "Adequacy, Competency, Mastery' model to determine 
compensation or performance pay.Let us know what you think of this response. How would you have answered this question? Let us 
know at feedback@thetaylorreachgroup.com     

Inside TRG
New Call Contact Center Blog 

Colin Taylor, Chairman and CEO has established a new call/contact center blog, Call Center Perspectives. You can view this 
blog at http://callcenterperspectives.blogspot.com/  or by clicking on the blog link on the TRG links page. 

Career Opportunity 
Periodically TRG is asked by a client to assist them in recruiting call and contact center management expertise. The opportunity is one 
such example. This position is based in the South East US. If you are interested in being considered for this role please email your resume, 
background and salary expectations to careers@thetaylorreachgroup.com . 
 
Contact Center Management 

mailto:feedback@thetaylorreachgroup.com
http://callcenterperspectives.blogspot.com/
mailto:careers@thetaylorreachgroup.com
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The Opportunity: 
This role is to lead the current 50-/+  agent operation for a major international charity. This is a management position with presence and 
reporting to the senior management.  We are looking for someone with proven contact center experience and success. 
 
One of the fastest growing charities in the country and is internationally recognized with a top tier brand awareness. This ecumenical faith 
based organization is located in the southeastern United States. 
 
The Contact Center position is responsible for managing customer service personnel and achieving contact center operating objectives. 
He/she will ensure the development of excellent people and processes and continual improvements in performance, productivity, and 
conformity to organization policies and mission. 
 
Responsibilities: 
1) Contact Center Operations – Manages and directs all aspects of a blended multichannel Contact Center operations.  

a) Policy & Procedures 
i) Responsible for maintaining Contact Center goals and standards 
ii) Develops, directs and reviews Contact Center policies and procedures.  
iii) Develops and monitors service metrics, volume and delivery 
iv) Prepare budgets and plans based on operational forecasts 
v) Works closely with other teams and departments within organization to facilitate effective mission communication to all 

audiences. 
b) Operations 

i) Ensures proper systems and controls are in place adequately meet and maintain service levels and KPIs within the center. 
ii) Reports to senior management all aspect of operations quality, quickly surfacing any issues that affect the brand and 

reputation of the organization. 
iii) Monitors and administers workload and work schedules to ensure departmental quality and productivity goals are met. 
iv) Reviews and refines current processes/procedures/tools, identifying new opportunities and developing methods to improve 

overall efficiency and quality.  
v) Works with other members on implementation of new programs and services, in support of overall department and mission 

objectives. 
vi) Responds to and resolves escalated client issues with good judgment and emphasis on customer satisfaction. 

2) Personnel 
a) Coaches, trains and develops of supervisors and team leaders as well as handles employee/personnel issues. 
b) Tracks performance records, conducts reviews and assists HR with scheduling, vacation requests, terminations and absences. 
c) Supports employee development through training, formal and informal coaching and performance appraisal. 
d) Fosters spirit and high employee morale with assistance of team leaders 
 

Qualifications: 
• Bachelor’s degree (B.A.); and 5 to 7 years related experience with direct management responsibility for all operational aspects of 

a medium to large multi-channel contact center.  
• Understands all aspects of leading a top multi channel, contact center; People, Process, Technologies, Methodology 
• Proven success in developing and managing operations goals and metrics.  
• Understanding and capable of applying statistical process control methodology 
• Analytical fact based decision making 
• Outstanding interpersonal analytical and problem-resolution skills.  
• Extremely strong written and verbal communication skills.  
• Experience with Not for Profit organization, donations and charity contact center environments a plus 
• Demonstrated success working independently, and as part of a team.  
• Proven leadership skills – individual and team leadership experience  
• Demonstrated success in maximizing large team performance and productivity.  
• Strong computer skills, including knowledge of Microsoft Office, programs, the Internet, search engines and browsers.  
• Ability to handle multiple assignments with effective resolution of conflicting priorities in a fast paced environment.  
• Ability to think creatively in the development of ideas/solutions that will contribute value in a dynamic, mission centric 

environment.  
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• Strong Telecommunications knowledge especially VOIP an asset 
• Experience with Staffing – Recruiting, Hiring, Training, Retaining, developing, succession planning 
• Scheduling experience with contact center staffing models (understands the process, practice and the technologies) 

 
If you are interested in being considered for this role please email your resume, background and salary expectations in confidence to 
careers@thetaylorreachgroup.com .  

 

TRG, ICSA and Contact Management conduct survey on Internal Quality Monitoring 
Does your internal quality monitoring show great results but the customer satisfaction results are not what you expected? Is this a common 
phenomenon?  

The ICSA Toronto Chapter has partnered with Contact Management, Direct Marketing News & The Taylor Reach Group Inc. to conduct 
an online survey to measure the gap between internal quality service and customer satisfaction within organizations.  

Join hundreds of Canadian customer service professionals like yourself who want information on what is taking place in the customer 
service industry.  

Follow the survey link below and take just a few minutes to complete the online survey created by The Taylor Reach Group Inc., a 
Canadian company internationally recognized for their work in various contact centre areas especially in the customer satisfaction survey 
field.  

Survey Link 

In return for your participation you will receive an electronic copy of the results of this unique survey which can be used to benchmark 
your responses. In addition, the ICSA TC will be conducting a workshop to share the results and present recommendations and solutions. 
 
Simply click on the icon and submit your responses. Organizations with multiple contact centres may submit a survey for each centre. 
 
The results will be sent to you electronically by February 2007 and published exclusively in Contact Management magazine.  
 
We thank you in advance for your support. Questions can be directed to info@icsa.on.ca 
 
www.icsa.on.ca 
www.thetayloreachgroup.com 
www.contactmanagement.ca 
www.dmn.ca

 
Holiday Wishes from all of us at TRG 
It has been another fun-filled and eventful year for us at TRG. This year we assisted clients in: assessing their call & contact centers, 
assessing Customer Satisfaction, completed site selection and 10 year cost of ownership analyses, built a forecasting template, played a 
role in the purchase of two telephone systems, implemented end-to-end Quality Assurance programs, completed due diligence related to 
the acquisition of an outsource contact center agency, implemented a knowledge management system, managed the outsourcing of 
quality management, supported the recruitment for two key management roles within client organizations, grew Customer Reach® 
subscription base to more than 5,500 and worked with literally hundreds of wonderful people within our client organizations. We did this 
in locations that include; Los Angeles, Las Vegas, Vancouver, Indianapolis, Toronto, Ft. Lauderdale, Dallas, Atlanta, Philadelphia, 
Newark, New York, Charlotte, Omaha, Montreal, Buffalo, Washington, Chicago, Denver, Singapore and Seattle. We have had a great 
year and are grateful to have been able to assist our clients build more effective, professional and production customer facing 
organizations. We would like to wish each of you health, happiness and prosperity for the coming New Year. 
 

 
 

mailto:careers@thetaylorreachgroup.com
http://direct.emb.ca/t/17870/938666/6732/0/
mailto:info@icsa.on.ca
mailto:info@icsa.on.ca
http://direct.emb.ca/t/17870/938666/6733/0/
mailto:info@icsa.on.ca
http://direct.emb.ca/t/17870/938666/6734/0/
http://direct.emb.ca/t/17870/938666/6735/0/
http://direct.emb.ca/t/17870/938666/22/0/
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Case Study 
In this regular column we review the successes that TRG is part of. TRG Model Drives Service Level Improvement 
 
TRG helped an established services organization dramatically improve their service through an 
integrated approach to service delivery.  
 

The Challenge: 

This very successful services organization faced a number of challenges; high turnover, low agent productivity, incomplete and 
inadequate training materials. All of these deficiencies lead to continued poor service performance. The company’s service level was 
very unsatisfactory with very few calls being answered in 20 seconds, and more than 35% of all calls abandoning. They sought out the 
guidance of TRG to improve the service performance of their call center.  
 
The Process: 

TRG conducted a complete end to end assessment of the call center, its processes and those processes that impacted on the call center. 
TRG developed a call center operational model and worked with the center management and staff to implement a model that 
incorporated new approaches for; 

Hiring,   
Training,  
Monitoring,  
Coaching,  
Staffing,   
Forecasting,   
Quality assurance,  
Call routing,  
Staff Budgeting,   

 
The Solution: 

New hiring practices were implemented to recruit for the desired skill sets. The process mapping resulted in revision to many of the 
processes to align them better with the objectives of the business. A number of these processes involved groups outside of the call center 
operation. The result of including these non call center processes was a significantly better alignment between the company objectives 
and those of the call center. Workforce management was introduced to support more accurate forecasting and scheduling.  
 
The Result: 

By implementing the TRG Model, the company improved the service level more than 1200%, reduced abandoned calls by more than 
75%, Improved First Call Resolution by more than 50%, Reduced Average Handle Time by 25%, increased customer Satisfaction and 
Loyalty by more than 10%. All of this was achieved in less than 4 months!  
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Customer Reach® is published 10 times per year by The Taylor Reach Group, Inc. Customer Reach® may not be reproduced without 
permission. 
Subscription requests can be directed to customerreach@thetaylorreachgroup.com or to;  
Customer Reach 
31 Barr Rd, 
Suite 2, 
Ajax  ON 
L1S 3Y1 
Phone -  905-426-5055 
Fax     -  905-426-6793 
The Taylor Reach Group, Inc. provides Strategic and Operational customer interaction consulting services that deliver Operational 

Innovation breakthroughs in Contact Center operations. 

Award winning service and more than 100 years of industry experience serving ‘Fortune 1000’ companies. Extensive North American 

and International experience with both captive (in-house) and outsource centers.  

Delivering Operational Innovation to your Contact Center 

Contact Center Consulting,   

 Customer Satisfaction Consulting,  

 Contact Center Technologies,  

 Sales & Telesales Consulting, 

Quality Monitoring & Assurance,  

Outsourcing/Offshoring Assessments,  

Total Cost of Ownership Assessments,  

 General Management & Consulting services,   

Award winning service...Reach Beyond!  

Phone or email Colin Taylor today at 905-426-5055  

By email at  ctaylor@thetaylorreachgroup.com . 

Offices in North America & Australia 

TRG are proud members of: 

     
The Taylor Reach Group, Inc. 
Phone:  905-426-5055 
Fax:      905-426-6793 
E-mail:  info@thetaylorreachgroup.com 

www.thetaylorreachgroup.com      

mailto:customerreach@thetaylorreachgroup.com
mailto:ctaylor@thetaylorreachgroup.com
mailto:info@thetaylorreachgroup.com
http://www.thetaylorreachgroup.com/
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