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Beware my son the Consultant 
By Colin Taylor 
Founder & CEO 
 
With my Apologies to Lewis Carol, but most of the poem Jabberwocky does sound like some meetings with consultants I have sat in on 
“Twas brillig, and the slithy toves, Did gyre and gimble in the wabe”. Maybe it’s the recession or just the stage of life and career that 
many of the folks I know are at, but it seems you can’t swing a dead cat without hitting a call/contact center consultant. (Please note that 
no cats were harmed in the preparation of this article, nor are we advocating that any harm should come to any specific cat.) Of course as 
always there are two types of consultants: those who actually consult for money and those who are really just unemployed, but believe that 
‘consulting’ sounds much better than ‘unemployed’. I must agree that being a ‘consultant’ has a much better ring to it than, say; 
‘unemployed former acquaintance who is now just looking for a free lunch while being a general burden on society’. And of course 
‘consultant’ is easier to fit on a business card. 
 

Consulting sounds much better than unemployed 
 
Call Center consultants seem to all have taken one of a few of paths to this auspicious role. The first is the consultant who comes from the 
captive center organization; having spent the past number of years travelling and speaking at all sundry of call and contact center events 
and conferences. This acknowledged expert has been wined and dined, by technology vendors, fawned over by outsourcers and cuddled 
by conference organizers that want to sell access and influence to these ‘grantors of favors and purchase orders’. So upon having survived 
the indignity of actually being downsized, packaged out or otherwise dismissed by lesser beings, these pocket potentates figure they are 
likely better off without the corporate baggage, as now they are free to leverage their knowledge and contacts, now freed from the shackles 
of corporate servitude they can become Consultants. Dizzy with the euphoria of the moment, they send out an email to all of their contacts 
informing each of their good fortune…they can now hire or recommend their best friend, who they have previously confirmed as the 
smartest person of this or any similar sized planet. The freshly minted Consultant, then sits back and looks at suitable executive office 
space, close to a golf course with hot and cold running minions and they wait. And wait and quite astonishingly wait. Is it their internet 
connection? Is Outlook overwhelmed by the responses being received? Puzzled they reboot a couple of times. Slowly and darkly an evil 
thought flits through their mind. They dismiss it quickly at first, as they pick up the phone to share the good news of their availability, but 
after 50 voice mails and 82 more unanswered emails it comes back and won’t leave. “What if maybe, just maybe, no it’s to preposterous to 
imagine, but perhaps, it wasn’t their brilliance and insightful knowledge that made them an expert and pre-eminent speaker, but rather 
their positions, spending budget and ability to source and select suppliers. No, this couldn’t possible the case, these people were good 
friends; they enjoyed each others company and the fact they did business together was just a happy coincidence. Or was it?” 
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The second path to call center consulting greatness, or at least eating regularly are those who used to sell technologies, outsourcing and/or 
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conferences to the first class of new consultants. These are the Do-ers, and the sometimes occasional doer, and unfortunately the “I didn’t 
do it then, but I could have if I had really wanted to do-ers”. Some of these folks actually do know what they are doing and some while 
they are adept at selling are blissfully unencumbered by any deep knowledge or insight. It is some perverse quirk of the universe that that 
both of these camps or consultants will struggle, the first because their knowledge and insight is handicapped by a lack of sales skills and 
networking aptitude and the second camp, because you always have to sell to new prospects as the old ones keep mentioning lawsuits and 
other ugly words.  
 
A small third path is made of those individuals that actually know what they are doing and can effectively share their knowledge. They are 
not handicapped by their past histories (captive center nor vendor). While these are the fewest consultants, they are the ones that if you 
require or think you need assistance, are the people you want.  So how can you recognize the differences between these three species of 
consultants, before it is too late or has cost you too much money or you are looking for your lawyer’s number? This article will strive to 
help you through the ‘glad-handing’ jungle of consultants to assist you to identify, source and select a consultant that can help you to 
succeed. At the end of the day that has to be your motivation…’what’s in it for me?’ Yes self interest is alive and well. 
 
So why would you ever want to hire a call center consultant? In a culture that denigrates consultants as those who borrow your watch to 
tell you the time and charge you for the privilege, many organizations are opposed to hiring consultants on principle. But in any discipline 
at virtually any company consultants may be able to do things better. It is this quest for improvement that drives organization to hire 
consultants. In the call/contact center environment there are great opportunities for improvement and the appropriate consultant may be 
able to help you to capitalize on these opportunities. The wrong one might just comment on how nice your Rolex is.  
 
In my next column I will look at why, when and how a company should hire a call/contact center consultant.  
 
Let us know what you think of this article, please visit www.thetaylorreachgroup.com or send us an email at 

ctaylor@thetaylorreachgroup.com.      

Tribal Engagement: redefining Customer Engagement  
By:Joe Tawfik 
 
Customer Engagement as defined at http://en.wikipedia.org/wiki/Customer_engagement highlights that in March 2006, the Advertising 
Research Foundation announced the first definition of customer engagement: 

 

 “Engagement is turning on a prospect to a brand idea enhanced by the surrounding context.”  
 
Customer engagement can also refer to the stages consumers experience as they interact with a particular brand. This Customer 
Engagement Cycle, or Customer Journey, has been described as using a myriad of terms but usually consists of 5 different stages: 
Awareness, Consideration, Inquiry, Purchase and Retention. Marketers employ Connection Strategy to speak to would-be customers at 
each stage, with media that addresses the customer’s particular needs and interests.  
 
The term ‘Customer Engagement’ is most often referred to in terms of online engagement with customers on the Internet. My interest lies 
in how we can apply the marketing practices of online marketers to the offline world. As traditional marketing practices begin to lose their 
effectiveness because of changing social practices (people watching less TV and spending more time on the internet researching and social 
networking) the challenge lies in how to engage the new generation of consumers without ignoring the value of their parents as 
consumers. The ‘interrupt and repeat’ advertising model is no longer as effective as it used to be because of the fragmented nature of 
media and audiences. The issue with the Customer Engagement definition is it assumes that consumers are all aged 18-26. Let’s assume 
that some of us (older) are not on FaceBook or we’re not twittering. Other generations still hold significant controls of consumer spend.  
 
Customer Engagement should be viewed more as a mantra which is talked about beyond online marketing departments. As it becomes 
more difficult to keep customers loyal, and as the effectiveness of traditional advertising wanes, businesses will need to explore creative 
ways to engage customers and keep them engaged throughout their lifetime cycle.  
 
The internet has enabled consumers to speak their minds about the products and services they like and dislike. It has also enabled 
consumers to become tribal again. They no longer voice their opinions in isolation but find peer groups with the same belief systems about 
a product or service. The internet has become a tribal-enabling medium. These common groups established over the internet have regained 

mailto:ctaylor@thetaylorreachgroup.com
http://www.thetaylorreachgroup.com/
mailto:ctaylor@thetaylorreachgroup.com
http://en.wikipedia.org/wiki/Customer_engagement
http://en.wikipedia.org/wiki/Advertising_Research_Foundation
http://en.wikipedia.org/wiki/Advertising_Research_Foundation
http://en.wikipedia.org/w/index.php?title=Connection_Strategy&action=edit&redlink=1
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the power base from companies back to the tribe. If companies are to start understanding how to effectively address the changes brought 
on by technology, social practices and shrinking markets, they need to understand tribal behavior and how to engage tribes. Thinking 
needs to shift away from online and offline engagement and become centered on understanding tribal behavior and how to influence tribal 
leaders.  
 
Many companies refuse to listen to the tribe and are essentially living on borrowed time until a new entrant emerges who has listened to 
powerful tribe members that can influence the tribe’s preferences. The emergence of Linux as a major operating platform in IT is a 
testament to how powerful tribal leaders can change the direction of multiple tribes.  
 
I can envisage a future where the fastest growing companies work in collaboration with their customers to design both products and 
services. Their business plans will have been written by tribal leaders of key customer types and power will be displaced from Board room 
to chat room.  
 
This column was written by Joe Tawfik. Joe is CEO of Streetsmart Call Centre and is an industry veteran based in Australia. You can 
reach Joe directly at joe.tawfik@bigpond.com  
 
Let us know what you think of this article, written by our guest columnist please visit www.thetaylorreachgroup.com or send us an email 

at info@thetaylorreachgroup.com.      
 

Inside TRG 
TRG adds ContactCenterWorld.com news feed to website 

ContactCenterWorld.com (CCW) is the leading global support organization for the contact center industry around the world. The 
newsfeed from CCW will provide visitors to the TRG website the latest news from and about call and contact centers around the planet.   

TRG updates website 

We have recently updated our website to improve its utility and access. Please let us know if you have any comments or suggestions on 
how we can improve the site.  

New Research Study Available 

TRG has recently completed a new research report titled ‘Towards a Multi-Channel Contact Center, Email, and Chat: Emerging Contact 
Center Technologies’. In this 23 page report examines channel adoption, best practices, hosted versus premise based solution and the 
advantages, shortcomings, and trends for both Email and Chat as contact center channels. To get a copy of this report please click on this 
link- Towards a Multi-Channel Contact Center

 

Customer Reach Readership Survey 

We are conducting a new readership survey to help us to better serve our readers and we would like to ask for your help. Please click on 
this link http://www.surveymonkey.com/s.aspx?sm=8Ig_2bja_2b4IPTLKw2B6R8Ang_3d_3d  to participate in this 5 minute survey. 
We will conduct a draw from all participants who register to win their choice of one of TRG published research studies. 
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Upcoming Events that TRG is a part of 

The following events will feature TRG prominently as a speaker, presenter, or facilitator.  We will post more details and site links once 
these are available. 
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Malaysia- Employee Attrition and Retention Strategies for Call Centers, January 19 & 20, 2010, Kuala 
Lumpur  
Colin Taylor is conducting this two day intensive workshop.  Malaysia’s outsourcing sector could be worth more than US$5 billion 
(RM17.55 billion) in 10 years if local firms can win bigger deals internationally, said Outsourcing Malaysia (OM) chairman David Wong. 
The business process outsourcing (BPO) and call center markets in Malaysia are fast catching up with countries like India, the Philippines 
and China. Regarded by analysts as an emerging market for BPO, the local shared services outsourcing industry is worth about RM750 
million and growing at 30 per cent per year.  
 
There are now 600 call centers in the country, employing about 25,000 people. The call center and BPO industry is one of the most labor-
intensive which, based on estimates, currently has a work force of around 200,000 employees for the entire industry and still continues to 
grow rapidly. Being an industry that relies heavily on labor supply for continued growth, the attrition rate, which has averaged around 
19%, is of great concern. 
 
Employee retention is one of the major problems of call centers and BPOs given the unusual work conditions, the unusual work hours and 
demanding responsibilities on the employees, which many find generally exhaustive and draining. But, since this industry relies heavily on 
manpower for continued growth, it becomes imperative that they are able to adopt and implement effective talent retention strategies if 
they want to become competitive in the market. This 2 day intensive training course will help call center managers and team leaders to 
identify the crucial ingredients to manage staff attrition 
  
This intensive 2 days training course will enable participants to identify the main causes of attrition in call centers, BPO’s and shared 
services and to come up with effective strategies that can be put in place immediately to increase staff retention. Training courses of this 
type which focuses on staff retention issues in call centres, BPO’s and shared services are very few in the region. Therefore, do not miss 
this opportunity to attend this intensive training course. It is truly a must attend for all Call Center Managers, Supervisors and Team 
Leaders to address the number one problem haunting call centres, BPO’s and shared services today - high turnover and staff retention. 
 
For more information please visit the conference web site http://www.jfpsgroup.com.cn/kltrainings/AttritionM  
 
6th Annual Istanbul Contact Center Conference & Expo, Istanbul Turkey, Oct.  25 & 26, 2010. The 
conference theme is   The Value of Delivering Extreme Customer Satisfaction. 
Colin Taylor will be speaking on The Customer Roadmap, customer Experience and Customer Satisfaction- Planning the Journey and 
Executing the Plan. More details to follow. 
 
IQPC Call Center Summit and Call Center Exchange January 26 to 29th, 2010.  
TRG is a sponsor and will be attending this event in beautiful Orlando Florida and holding many meetings. If you are attending and are 
interested in getting together, please drop Colin a note at ctaylor@thetaylorreachgroup.com . For more information please visit the event 
website http://www.callcenterevent.com  

 

Speaker Bureau 
Do you need a speaker for an upcoming event? The senior partners at TRG speak regularly on all things contact center. If you 
would like to discuss our speaking or just to hash around discussion topics please contact us at 416-979-8692 ext 200 (John) or ext 
200 (Colin). 

http://www.jfpsgroup.com.cn/kltrainings/AttritionM
mailto:ctaylor@thetaylorreachgroup.com
http://www.callcenterevent.com/
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Case Study 
In this regular column we review the successes that TRG is part of.  
 

Assisted a Major bank to review its' Customer Interaction processes and identified more than $5 
million dollars of operational efficiencies 

 
The Challenge: 
A national network of call centers, significant staff turnover, unhappy customers, uncertainty regarding the benefits of outsourcing and 
challenges associated with delivering the value they sought from their call center channel. These were some of the challenges facing one 
of the largest financial institutions in Australia when they began speaking to Colin Taylor.  
 
The Process: 
Colin and his team of consultants began at the beginning, a Strategic Assessment a full end-to-end review of each of the 'moving-parts' 
within the call center infrastructure. The sweeping engagement assessed the people in the call centers, their skills and competencies, the 
processes, procedures, operational methodologies, technologies, quality and service practices and business objectives. With a number of 
centers and thousands of agents this was a significant exercise in terms of scope.  
 
The Solution: 
The bank employed state of the art, best of breed technologies and had invested heavily in self-service and workforce management 
solutions. Their operational methodology was based on a very successful internationally accepted model…so what was the problem?  

There were fundamental gaps in the process maps and invalid assumptions being employed in defining the objectives and means to 
attaining these objectives.  

By vetting and re-engineering the process maps, procedures and operational methodology we ensured that the objectives of the 
organization could be met. In the process we streamlined the use and application of the existing technology and implemented a limited 
outsource relationship, both of which improved efficiency and reduced expense.  

 
The Result: 
The bank improved its customer satisfaction, reduced turnover and leveraged enhanced benefits from their technology investments. In 
addition they established an outsource relationship that allowed them better control on the call patterns arriving in their captive centers 
which improved the center performance, as well as employee morale. The re-engineering process improvement, leveraged technology and 
outsource combined to total more than $5,000,000 in annual operational cost savings!    
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Classifieds 
Services, Offerings and Opportunities for Contact Center and Call Center professionals. 
 

 

 
 

Testimonials 
“Colin's years of Call Center experience have resulted in him becoming one of the premier experts in this field. He has helped countless 
companies improve their Call Centre and Customer Service processes, and his monthly Newsletter provides valuable information and 
advice for all of those who are lucky enough to subscribe. In one place, you can find industry happenings, statistics, advice on 
problems/questions, case study information and much more. It's invaluable, and an easy on-line read, which makes it even more valuable 
in my view. I would recommend contacting Colin if you find that you are having problems providing the service you want in your call 
centre. Although his business is recommending and providing call centre solutions, he will not hesitate to be honest with you and tell you 
that with a few changes, you can manage everything on your own. This is an honesty that I value highly.”  

Senior Customer Service Executive, Readers Digest Asia 

 

“Colin is one of the leaders in the Contact Center industry. He really understands the key drivers of this business. He always showed me a 
better way to understand each side of this very complex business. He really helped me to develop my knowledge and view of Contact 
Centers.”  

EDS 

http://www.amazon.ca/Excel-Call-Centers-Bill-Jelen/dp/1932802266
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“Colin's vision, direction and management style was motivational and inspiring as he grew the business. Working along with him on many 
new and exciting ventures I admired his ability to build strong relationships with customers and suppliers, his strategic and visionary 
thinking, business savvy, and his supportive nature for his employees.” 

Customer Care Manager, BMO 

“John was retained by Advantex to lead an prototyping effort to outsource the sales cycle of a new business concept. John and his team 
worked diligently on this Proof of Concept, proving that business could be sold over the phone; this was an important step forward for 
Advantex, in terms of validating the opportunity to decrease the cost of sales, as well as confirming that it was a viable alterative to feet on 
the street. John took a complex offering, which worked in person, and broke it down to a workable over-the-phone pitch. John was a 
pleasure to work with every step of the way on this POC.” 

VP Advantex 
 

“Colin's depth of knowledge greatly enhanced the results. His recommendations made good business sense, and created a good outcome 
for the company and the employees. I trusted the research and the deliverable he and his company provided in a timely manner.” 
 
Customer Service Executive, Rodale  
 
“Colin understands the complex service requirements needed to support large multi-channel companies and he is able to articulate those 
needs to a range of audiences. Once the needs are defined, Colin has the ability to create a roadmap and structure for a given project, 
communicate the plan effectively, and deliver the desired results within the defined timelines. Colin is a creative thinker and has deep 
industry knowledge that would make him an asset to any company that engages in his services.” 
 
Senior Contact Center Executive, Best Buy 
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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 info@thetaylorreachgroup.com or to;  
Customer Reach 
19 Mercer Street, 
Suite 302, 
Toronto  ON 
M5V 1H2 
Phone -  416-979-8692  
Fax     - 416-977-8817 
The Taylor Reach Group, Inc. provides Strategic and Operational customer interaction consulting services that deliver Operational 

Innovation breakthroughs in Contact Center operations. Download our corporate brochure at 

http://thetaylorreachgroup.com/pdf/taylor_reach_group_corporate_brochure.pdf  

Award winning service and more than 150 years of industry experience serving ‘Fortune 1000’ companies. Extensive North American 

and International experience with both captive (in-house), remote agent and outsource centers. More than 14,000 agent desktops 

worldwide employ TRG designed operational business models. 

Delivering Operational Innovation to your Contact Center 

Contact Center Consulting,   

 Customer Satisfaction Consulting,  

 Contact Center Technologies,  

 KPI and Best Practices, 

 Contact Center Performance Assessments, 

Commissioned Research,  

Quality Monitoring & Assurance,  

Outsourcing/Offshoring Assessments,  

Total Cost of Ownership Assessments,  

 Service to Sales Migrations,   

Award winning service...Reach Beyond!  

Phone or email John Cockerill, President today at 416-979-8692 ext. 201 

By email at  jcockerill@thetaylorreachgroup.com . 

Phone or email Colin Taylor, Founder & CEO today at 416-979-8692 ext. 200 

By email at  ctaylor@thetaylorreachgroup.com . 

 

Offices in Toronto, Atlanta & Australia 

TRG are proud members of: 

     
The Taylor Reach Group, Inc. 
E-mail:  info@thetaylorreachgroup.com 

www.thetaylorreachgroup.com      
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