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EQ drives Agent-level Performance 
By Bruce Williams 

If you‟re a busy soccer mom shopping for a new oven, would you be best served by a salesperson who‟s a 25-year old bachelor living 

on fast food or a middle-aged mom whose kids also play sports? If you‟re a baseball fan with a laptop question, isn‟t it likely that 

you‟d connect with a call center agent who uses sports analogies to explain complicated concepts? 

 

Organizations have known for years that personal sales success is driven by the quality of interaction between the customer and the 

sales person.  You may have bought a car from a salesman you didn‟t like, but the best sales people continually adjust their approach 

to the customer who‟s in front of them.    

 

The challenge in the contact center environment, of course, is that the customer is not in front of the agent.  So how do you optimize 

the interaction? 

 

There have been countless studies on Emotional Intelligence that confirm that technical skills matter but relative performance is driven 

more by a person‟s innate characteristics and attributes.  Skills-based routing and other conventional techniques improve the 

likelihood that agents will know how to respond to a specific request, yet this routing focuses more on the product or service than on 

the customer.    Skills-based routing still treats each customer the same.   

 

So managers should do more to help their employees customize their approaches to each customer in any way they can.  Ironically, 

psychological and emotional factors drive an agent‟s ability to build empathy and rapport with a caller but most managers focus on 

technical capabilities instead.   

 

Sadly not everyone can adapt their personal style to mirror the person they are trying to connect with, especially in a call center 

environment with turnover rates in the double digits and thousands of interactions taking place every day. 

 

 There are a few things that some managers are doing to improve this reality. 

 Implementing Skills Based Routing is of course important, but success in problem resolution and sales depends on more than 

just technical skills.   

 Using Balanced Scorecards to measure performance against predetermined metrics is another table stake, provided that the 

quality of coaching to address identified shortfalls is implemented correctly. 

 Improving customer segmentation techniques is making a difference in some call centers.  However these approaches are 

costly to build and usually rely on limited customer information.  And they are less useful in acquiring new customers. 

 Thanks to advances in real-time computing, it is now possible to match agents and consumers based on demographic and 

psychographic characteristics so there is a built-in connection between the caller and agent.  
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Five years ago the supercomputer-class power needed for “personality mapping” in real-time wasn‟t available.  Today, harnessing the 

advances in computer power and the sophistication of neural networks, The Resource Group (TRG) in Washington DC has developed 

personality mapping technology, known as SATMAP, which optimizes pairings of customers and agents.   

 

Over 100 demographic and psychographic variables are used to pair caller and agent and route calls in real-time.   Major financial, 

insurance, hospitality and telecom firms in the US are using the technology which often sits under skill-based routing.  These firms are 

seeing dramatic changes in their revenue, AHT and customer satisfaction metrics without any changes in training, scripts, or other 

processes.   

 

 

Call center training is inevitably biased towards a “standardized” interaction even though 

customers are all unique and agents do not think or talk the same way, even in the 

simplest of situations.     

 

The most enlightened call center leaders will synthesize the available techniques (like 

those listed above) to transform call center performance.  They will consider emotional 

intelligence, data analytics and real time coaching techniques.  In the same way that Skills-based routing revolutionized the business 

by exploiting a team‟s technical capabilities, you can now match the right caller with the right agent in real time to create more 

emotional connections and optimize your agents‟ IQ and EQ.  

 

Bruce Williams has over 20 years of contact center and strategic senior leadership experience in multi-channel B2B and B2C sales 

organizations.  He can be reached at:   hbwilliams@evtrex.com 

 

Let us know what you think of this article, please visit www.thetaylorreachgroup.com or send us an email at 

info@thetaylorreachgroup.com.  

Is Social Media A Fundamental Shift for Customer 

Service? 

By: Frank Eliason  

As I am sitting here preparing for my keynote at the Call Center Summit in Orlando I keep thinking about this question.  I have seen a 

fascination with social media uses by companies, and a quest for the best possible direction for them to take.  In the past year I have 

seen more and more companies come to the realization that a key aspect for social media is service related.  I applaud them for coming 

to this realization, but I have to wonder why it has taken so long. 

 

So is social media a fundamental shift in the way your organization handles Customer Service?  Is it a shift in your own mind 

regarding Customer Service?  If it is, I hope you are not in the Customer Service field.  I am sitting here wondering why companies 

and individuals feel this way.  Isn‟t the most basic building block of Customer Service helping those in need?  I think we have 

forgotten this most basic tenet of Customer Service.  Today I will be asking the audience why they like this field and how they are 

leading the organization from a Customer Service perspective. 

 

Yesterday I picked up Seth Godin‟s new book “Linchpin: Are you Indispensable.”  I was shocked to see the kind mention I received 

(Thank you Seth!).  As I started to read it I thought “Oh no, now we are going to have chaos as people strive to become artists.”  But 

as I read on I started to see what Seth has always known.  Today‟s work environment is still the same as it was during the industrial 

age.  We are cogs in this wheel of life, and there are very few that break through this mold to become Linchpins.  Since you have not 

read it yet (and I recommend you do), you can think of the leadership as the industrialist and the rest as factory workers doing a 

process.  The Linchpin is the factory worker who steps in and redefines the organization, product or process.  Today we may view the 

Linchpin as a trouble maker or someone stirring the pot, but as Seth points out they are more the visionary or artist drawing and 

shaping the future. 

 

What does Linchpin have to do with Customer Service?  Everything.  In many organizations Customer Service is the true 

representation of the factory worker.  Every answer scripted, step by step process during every call.  Rigid structure with talk time, 

handle time, schedule adherence, script adherence, and the list goes on and on and on.  There was a time when this was not as true. 

“Share our similarities, celebrate our 

differences.” 

M Scott Peck. MD. 

 

mailto:hbwilliams@evtrex.com
http://www.thetaylorreachgroup.com/
mailto:info@thetaylorreachgroup.com.
http://www.eliasonfamily.info/blog/?p=995
http://www.eliasonfamily.info/blog/?p=995
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 We did not make the job a process but an opportunity for this factory worker to build a relationship, take ownership and in shocking 

news, help the Customer.  As we built Customer Service into this machine, we further distanced the bourgeoisie; I mean company 

leadership, from the Customer.  I think the trouble is for too long people in this field have been the cogs in the wheel.  The challenge 

to this is the cogs did not let the industrialist know what was broken or how to fix it.  They did what they needed to do.  In some cases 

the industrialist did not even care it was broken, at least until the bottom line was impacted.  Of course many times it was too late at 

that point. 

 

So back to the question, is it a shift in fundamentals?  No, but it is a return to a more simpler time when Customer Service was really 

about helping Customers.  Novel idea!  

 

Frank is the Director of Digital Care at Comcast, but he may be better known as Frank from Comcast Cares whose Twitter efforts 

have seen him written up in Business Week. You can read Franks‟ blog here http://www.eliasonfamily.info/blog or follow the link to 

follow him on Twitter. 

 

Let us know what you think of this article, please visit www.thetaylorreachgroup.com or send us an email at 

info@thetaylorreachgroup.com.  
 

IQPC Call Center Summit- Review  
I attended Call Center Summit in Orlando which just wrapped up (January 29

th
) and it was significantly better than last year. Of course 

the economy negatively impacted on the event last year. This year there was more attendees, more exhibitors and more energy.  

There was of course some recycled content, real hazard with events of this kind. Too little original material and lacking a content 

review process. The IQPC model is to offer sessions to exhibitors and sponsors. This can lead to very thinly veiled commercials 

masquerading as content. I always have had a problem with paying to watch a commercial. There were few very good presentations 

this year. Two that stood out in particular were Frank Eliason‟s (from Comcast) session on social media and customer service, David 

Bradshaw‟s case study of how ING has built an engaged and effective culture. 

The show management problems from last year were completely absent this year. The show was well organized and well run, with no 

organizational disappointments.  

While the price to attend wasn‟t cheap, you know what they say "you only need one idea you can use to pay for the conference" and in 

a brief informal survey, most of the attendees I spoke with believed they did find one or two ideas that they can employ. 

By Colin Taylor                 

http://www.eliasonfamily.info/blog
http://www.thetaylorreachgroup.com/
mailto:info@thetaylorreachgroup.com.
mailto:ctaylor@thetaylorreachgroup.com?subject=Re:%20Social%20Media
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Inside TRG
Call Center and Customer Service consulting and firm Grows Again - Strategic Agreement signed with Kurant Direct Inc. 

 
Toronto- Mr. Colin Taylor, The Chairman and CEO of The Taylor Reach Group, Inc. and Gloria Kurant, President of Kurant Direct Inc, 

today announced that a Strategic Agreement has been signed between the two call and contact center consulting firms. The companies will 

work with each others' clients and prospects to broaden the scope of services provided, including Contact Center Strategic & Operational 

Planning, Audits, Performance and Process Improvement, Organizational Design, Outsourcing Management, Technology Acquisition, Site 
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Selection, and Best Practices & Benchmarking operating efficiency and effectiveness.  

 

“Gloria Kurant has long been acknowledged as one of the leading contact center practitioners and consultants. We are honored to be 

associated with Gloria and to have her head up our joint New York City office”, said Taylor. 

 

“What attracted me to The Taylor Reach Group was their business model and their passion for results.  I am excited about working with 

such a committed and talented group of people, and realizing the potential of our working together” said Kurant regarding this agreement. 

 

Gloria brings additional experience and knowledge to a company that has been growing at a rapid rate. The key to the company‟s‟ growth 

according to Mr. Taylor is “offering strategic and tactical consulting based upon years of proven experience, that delivers superior and 

breakthrough results for our clients. We only partner with recognized experts because our clients expect nothing less. Our staff‟s in-depth 

knowledge, proven results and all together more than 250 years of call center operational management experience resonates well with our 

customers, and in turn delivers superior results to our shareholders. Gloria‟s years of experience, successful track record and stable of 

clients fit very well with the TRG model”. 

 

In fact TRG is so confident in their capabilities that they back their work with an ROI guarantee. Says Taylor, “When we make a 

recommendation and our clients ask us to implement we guarantee a 300% Return on Investment. In four years offering this, we have yet 

to pay against this guarantee.” 

 

“TRG has recently signed recent new agreements with clients in the energy, retail and service industries”, Taylor said. 

 

About The Taylor Reach Group, Inc. 

 

With three offices in North America and one in Australia, The Taylor Reach Group, Inc. (TRG) is one of the leading mid sized 

Call/Contact Center and Customer Service consultancies. This award winning company founded in 2003 by Colin Taylor today boasts a 

stable of Fortune 1000 companies. The consulting staff at TRG each possesses more than 20 years of Call/Contact Center, Customer 

Service and Customer Satisfaction experience in delivering effective and significant benefits from Operational Innovation.  

 

For further information contact: The Taylor Reach Group, Inc. at 416-979-8692 ext 200; by email ctaylor@thetaylorreachgroup.com  or on 

the web at www.thetaylorreachgroup.com . 

 

About Kurant Direct Inc, 

Gloria Kurant is the founder and President of Kurant Direct Inc., established in 1994. Her expertise in the teleservices / customer contact 

industry spans virtually all aspects of the business, from strategic to operational for both consumer and business-to-business applications. 

Gloria has honed her skills working with an impressive list of companies over the last two decades, with a focus on highly regulated 

industries, such as insurance, energy and pharmaceuticals. Some client companies include: Pfizer Pharmaceuticals, Empire Blue Cross 

Blue Shield, Sears Insurance, Allstate Life Insurance, AIG, Hartford, JC Penney Life Insurance, ITT Educational Services, Agora 

Publishing and Entergy. 

You can reach Gloria at gkurant@thetaylorreachgroup.com . 

 

TRG moves into new offices 

With the conclusion of our three year management agreement with Telepoll, TRG has relocated our offices to 55 Nugget Avenue, in the 

east end of Toronto. This new space is significantly larger than our former space and will allow us to have eight consultants in the office at 

any given time. Our new address is 55 Nugget Ave, Suite 217, Toronto ON M1S 3L1. If you are in the area please drop by and say hello. 

 

“Outsourcing or Insourcing: Secrets to Success” 

The Taylor Reach Group principals: Colin Taylor and John Cockerill will be addressing this topic in a February 18
th

 International 

Customer Service Association‟s Toronto Chapter meeting. Details for this session are located as follows: 

Introduction: 

Outsourcing, insourcing or any transition of customer service operations is fraught with opportunities to fail. How to ensure that a 

transition is smooth, problem free and transparent to both the customers and internal staff is the focus of this presentation and discussion. 

A recent survey of outsourcing initiatives shows that over 60% failed to achieve the goals and objectives of the project. Yet organizations 

persist and are now locked into long term contracts with a high cost to change. A typical transition has over one hundred and seventy steps. 

Some operations have many more. 

 

mailto:ctaylor@thetaylorreachgroup.com
http://www.thetaylorreachgroup.com/
mailto:gkurant@thetaylorreachgroup.com
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Increasingly, companies are repatriating and insourcing customer service after years of being outsourced. What are the key differences and 

difficulties that can be anticipated? How do you ensure that all players work toward a common goal? What are the key points to consider 

for contracts to keep everyone on side? What part does compensation play in the transition and how do you avoid paying too much on start 

up or on termination? 

 

Today, customer service operations use multi-channel communications. How do transitions change considering each channel? Who 

controls the technology, records transfer and record retention? How is quality assurance done and maintained?  

 

Come and learn what it takes to make transitions a success from experts in the field. What critical steps must be taken before outsourcing 

or other transitions are even considered? What planning should be done, when and by whom? What expectations are set, how and for 

whom? Is it an all or nothing proposition? And what contingency planning needs to happen to protect your most valuable asset, your 

customers and your reputation? What are the critical success factors you need to know? 

 

Who Should Attend? 

This presentation will benefit VP‟s, Directors, Managers and any leader involved or expecting to be involved in any significant transition. 

 

Highlight of what you will learn: 

 ¨ Key elements to planning and transition. 

 ¨ What is important to do in advance of a decision to outsource or insource? 

 ¨ What is the major lever you should have and never release to an outside firm or supplier? 

 ¨ When should you outsource or insource? What are the benefits of both? 

 ¨ How to set expectations and objectives for the project? 

 

The fees for the session are $35 + GST for ICSA members and $45 + GST for non-members.  

You can reserve your seat by visiting the ICSA Toronto website www.icsa.on.ca by emailing dolly@icsa.on.ca or by calling 905-477-

5544. 

Case Study 
In this regular column we review the successes that TRG is part of.  

 

TRG proves concept for marketing firm 

TRG helped an established marketing company dramatically reduce their sales costs through the implementation of a telesales program.  

The Challenge: 

This very successful marketing firm has historically sold participation in their program through the use of a field sales force. Company 

management wished to improve their sales efforts and asked TRG to suggest how this could be done. TRG assessed the process and 

recommended the creation of a telesales team to generate and qualify sales leads and even sell the product where this was possible. The 

client didn‟t wish to make significant changes to their operating model until the concept was proven and asked TRG to prove the concept.  

The Process: 

TRG worked with the marketing and management group and developed an effective script and support materials and began to contact the 

prospect database. The majority of prospects had previously been approached by the sales force without success.  

The Solution: 

TRG managed the training, calling and regularly reviewed progress with the telesales staff. The script required a number changes and 

modifications which were made over the first few weeks. Calling was intentionally kept to a low volume until the kinks were worked out 

of the script.  

The Result: 

By the end of the „Proof of Concept‟ phase more than 30% of the prospects were opting into this program. This conversion rate  was far in 

excess of the level required to consider the program a success and the fact that most of these new enrollees were previously not interested 

testifies to the power of the approach taken.   

http://www.icsa.on.ca/
mailto:dolly@icsa.on.ca
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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 

 

“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.” 

http://www.amazon.ca/Excel-Call-Centers-Bill-Jelen/dp/1932802266
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Customer Care Manager, BMO 

 

“John was retained by Advantex to lead a 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 alternative 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 

 

“John is a true pleasure to work with. A leader in every sense of the word. John has the ability to motivate, guide, and instill confidence - 

All within a 3-4 minute phone call. You can always depend on John to give a swift and direct cure to any dilemma you may get stuck in.” 

Outsource Service Provider 



 

Copyright, The Taylor Reach Group, Inc. | January 2010 9 

 

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 

55 Nugget Ave, 

Suite 217, 

Toronto  ON 

M1S 3L1 

Phone - 416-979-8692  

Fax     - 416-642-2644 

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 200 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,  

 RFP and RFI Development and Management 

 Site Location Selection, Analysis and Research 

 

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, New York, Atlanta & Australia 

TRG are proud members of: 

     

The Taylor Reach Group, Inc. 

E-mail:  info@thetaylorreachgroup.com 

www.thetaylorreachgroup.com      

      

mailto:info@thetaylorreachgroup.com
http://thetaylorreachgroup.com/pdf/taylor_reach_group_corporate_brochure.pdf
mailto:jcockerill@thetaylorreachgroup.com
mailto:ctaylor@thetaylorreachgroup.com
mailto:info@thetaylorreachgroup.com
http://www.thetaylorreachgroup.com/

