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Closing the Revolving Door – Part 2 
So how do we build an enduring structure in our call center that will support engagement, motivation and 

allow us to deploy aligned reward/recognition programs that succeed in meeting the objectives of the center 

and the business?  But what happens if we can design an environment where the agents push us? What 

happens when the agent is proactive, rather than reactive? But what happens if we can design an environment 

where the agents push us? What happens when the agent is proactive, rather than reactive? 

Structural design focus creates a push model where staff are motivated to succeed and grow. Structure must be 

designed and aligned with the objectives we wish to obtain. It is a lot of work to keep staff motivated and 

engaged. It seems that we are always introducing new programs, pushing the agents to perform, pushing our 

goals. 

So where do we begin our structural design? At the beginnings, by looking at how the agent perceives their 

role and the progress they make over their career. 

Successful Career 

Hiring/Recruiting Career Path/ACM

Job Description Peer Feedback 

Agent Employment

Recognition

Monetary Comp

Agent Career Progression

 
The accompanying simplified fish diagram above shows and agent career progression with a call center. At the left they go through 

the hiring and recruiting process. They start to become familiar with the details of their job and role.   

They are introduced to the ACM (Adequacy, Competency, Mastery) or other career paths and understand where they can progress.  

They receive and provide peer feedback helping them improve. Their improved results are recognized. They move up a level and 

receive increased compensation.  

Hopefully they continue on to have a successful career with the call center. To understand how this framework can be the 

underpinning of a successful structure let’s examine each of the elements in the career progression. 
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Hiring & Recruiting 

Good bye mirror test. Previous experience is not a reason to hire anyone. Bernie Madoff has 30+ years as a successful money 

manager. Anybody want to hire him?  

Hire people who are best equipped to succeed. Doing so reduces turnover, especially in the early stages. The best way to achieve this 

is to employ skills and competencies: map your best agents. 

Don’t hire others cast offs. There is generally a reason why they aren’t working there anymore. Don’t take someone's word that they 

have attention to detail or can type, test them.  

Establish specific interview questions that will be used by all interviewers. Such as tell me about something you did really well and 

are proud of, who did you tell, how did you explain it to them, why did do this, how did you do this differently than others might have. 

Of course interview questions are subjective and present more risk than an objective test, but if we ask enough questions related to a 

topic area and approach the questions from a few different angles you tend to be able to weed out those who are making it up on the 

fly.  

Job Descriptions 

Almost every center has job descriptions. But fewer than 10 percent actually have accurate job descriptions that reflect what is done in 

the role. 

Your job description must detail specifically what the position entails, state what the performance metrics will be employed to 

measure agent performance, tell them what performance they will need to attain and maintain, tell them who they report to, any dotted 

line relationships and cite the roles and positions that this job is a prerequisite for. If you are employing ACM share with them the 

matrix showing what they need to attain to move up the food chain. 

When agents know what is expected, how it will be measured and where they can move to if they succeed most will work towards this 

goal. Their motivation comes from within and not from the outside. 

Do not fall into the habit of creating new job descriptions for all special projects or short term assignments. Each job description 

should include a reference to special projects and of course the “other duties as management may assign” clause. A special project or 

new responsibilities do not necessarily require a new job description. These are just changes in job tasks not changes in the job.  

Career path/ ACM 

You need to show them where they can go, within the center and beyond. You must define, document and publish the career path. 

When you have a map, it is easy to work towards a goal.  

Share your ACM model, or other defined career path. Share the career flow options with the agents. Let them know that your role as 

their manager is to help them succeed, because the more they succeed the more you as the manager will succeed. 

Peer Feedback 

People can become jaded just listening to their supervisor telling them what they need to do and how to improve. The context changes 

instantly when the guidance is coming from a peer or a mentor.  

A peer feedback program empowers staff to share their knowledge. The agents and mentors will also learn through coaching. 

Coaching and mentoring benefits both the giver and the receiver. 

If you employ a Voice of The Customer (VOC) program or call logging or recording in your call center it is quite easy to leverage this 

facilitate peer feedback. In short a Voice of the Customer or VOC program employs call recordings either random or based upon 

specific themes to provide senior management with insight into the types of calls and details of the calls being received in the center. 

These calls maybe scored by your QA group or not. 

To leverage your VOC or base call recordings, segment calls by agent and provide these to all members of a peer group. Your peer 

group could be all agents in the center if it is small, or a specific existing team or you might wish to create a new peer group 

specifically for this purpose so that you can mix supervisors teams and/or include SME’s in the group.  

Regardless of the peer group constitution, once you have distributed the calls to the peer group you meet once a week to provide 

feedback to one agent. If you have six people in the peer group and review three to five calls per week this will represent 

approximately one hour of ‘off-phone’ activity that needs to be included and planned for in their schedule. The objective of each 

meeting is to review the agent calls.  

Now since all agents will be likewise assessed on a rotation basis, people tend not to be overly critical, rather they focus on 

constructive suggestions…how else could you have answered that question…when I had that question, I replied with…, have you 

tried… all of these informal coaching sessions can be very productive. In fact often these are seen by the agents as more beneficial 

than their traditional coaching sessions with their Supervisor or the QA team as they know that their peers are also ‘do-ers’.  

This peer feedback should not replace your existing quality program, rather should augment it. Organizations that have implemented 

Peer Feedback in addition to their existing quality programs have seen much faster improvement in agent skills.  

Recognition 

The first step in building a structure is recognizing what is important to the center. In most centers what is important includes: 

http://thetaylorreachgroup.com/wp-admin/post.php?action=edit&post=957&message=1
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performance, improvement, leadership and coaching/mentoring. Performance is likely the single point on this list that your senior 

management will discuss with you, but the fact is that without the other three points in place it is much harder to achieve 

improvements in performance. 

So you will need to provide recognition in all of these areas. Before deploying any recognition or reward programs in any of them, 

identify the metrics to employ and be sure that they will give you the information required.  

If you cannot identify specific metrics that are objective, I would suggest you pass on the program. Any program that is based on a 

subjective assessment will be tainted. Next you must look at other unplanned for outcomes that could occur and if there are any ways 

for the agents to ‘game’ the system. 

Don’t just recognise the best. The losers can get bored and stop trying 

So recognise the top performing team in FCR, CSAT, Quality, Sales, Tickets closed etc, as well as the most improved team in these 

areas, Ask the teams perhaps to nominate one member of their team for a leadership award based on predefined criteria (could be a 

weighted combination of their teams FCR, CSAT and Sales Revenue). Recognize peer contributions; who provided the most coaching 

who is not in the QA team, how many sessions did they participate in, the average or aggregate improvement of the agents coached 

etc. 

There are so many ways to recognise the winners which are cheap and easy...preferred parking, pick your shift, wall of fame, lunch 

with the call center manager or CEO, ride along with sales or service for a day, certificates, posted in reception, identified on the 

reader-boards (LCD’s), billboards, newspaper, on the website, on the intranet site, the company Facebook page, a Tweet to all. 

If we look beyond no cost, low cost incentives and rewards, there are a huge number of options available to you, such as trips, hotel 

stays visits to other offices, cash, dinners, conferences etc. These rewards will tend to fall into two categories --work related and non 

work related. Both of these can have value. 

The work related ones (trips to other offices, conferences, seminars, dinner with the CEO) all allow the recipient to learn. This 

learning will help them to improve their understanding of the company or of the call center industry, both of which can pay dividends 

in their positions, equipping them better to win future rewards.  

The non work related rewards (trips, hotel stays, dinners, cash etc.) both improve the recipients’ quality of life, albeit briefly, but also 

allow them to share their reward with their significant other. This is also a chance to show off. This improves the recipients desire to 

win again, thereby increasing their motivation to win future rewards.   

Both of these approaches can work well. Business related rewards are appealing as they not only reward the individual but also benefit 

the call center and the business. This provides a better match to the career path of an individual than a dinner out. 

One interesting reward was a quality award at an outsourcer/BPO working with Ford. The reward for the highest quality score average 

at the end of each year was the use of a Ford vehicle for the next year at no cost. 

Big ticket caution 

Exercise caution however on ‘big ticket’ rewards. Obviously ‘big ticket’ incentives can cost a lot, and can represent a significant 

portion of your incentive budget. Personally I would prefer to run a number of smaller incentives rather than one big one. Big rewards 

tend to be won by the top agents. Very quickly less skilled agents will give up trying and pretty soon you can find yourself having just 

two or three motivated agents chasing this prize and 40 who have given up and are not motivated. 

When giving monetary rewards, be sure that these are structured as re-earnable rather than a permanent reward. In some centers they 

pay a bonus of $.50 or a $1 per hour to all monthly reward winners or those who exceed threshold levels the next month. This 

however is re-earnable, which is to say that if I win three months in a row I will get the bonus, but if I fail to do win or achieve the 

threshold the next month, I don’t get the bonus and my compensation drops down to my base level. 

Of course, there is still a place for tactical rewards to achieve tactical objective. An example of this would be to increase staffed hours 

during a known volume peak period, where a bonus maybe paid to all agents who pick up 10 extra shifts in a month. Tactical goals 

will by definition be short term and allow you to realize the goal in this period.  

What I would hope you take away from this recognition review are that there are numerous inexpensive ways to motivate your staff, 

that retention and motivation aren’t just about money, that you need to structure your retention, rewards and recognition program to 

recognize what is important and lastly that structure, transparency, alignment and engagement can help you to reduce attrition in your 

center. 

 

For more information on The Taylor Reach Group, Inc. and our call center consulting and research services please visit our website 

http://www.thetaylorreachgroup.com  or contact us for more information info@thetaylorreachgroup.com  

   

 

http://www.thetaylorreachgroup.com/
mailto:info@thetaylorreachgroup.com
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Zappos – The Emperor has No Clothes? 
I am not sure if you saw this news story. Zappos got hacked last month and data related to 24 million customer was exposed in whole or 

in part, see the story below. The most interesting thing about this event from my perspective was the last line in the article which states 

that due the the expected high call volume, Zappos is temporarily closing its call center. Zappos has built its reputation and success 

based on promoting their quirky, ‘no rules’, “show us your weirdness” approach to customer service and satisfaction. The knee jerk 

reaction to close the phones is, I think, insightful of what could be a triumph of marketing and positioning BS versus substance and a 

true customer focused organization. When people, customers are concerned that their personal data has been compromised and they are 

worried about identity theft is the time when they most need personal contact in order to hear an apology, receive reassurance and to 

begin to rebuild trust. Instead Zappos is forcing customers to deal through email, an antiseptic, isolating and impersonal channel, 

perhaps the Emperor has no clothes.  

 

 (Reuters) – Online shoe retailer Zappos told customers this weekend that it 

has been the victim of a cyber attack affecting more than 24 million customer 

accounts in its database. 

 

The popular retailer, which is owned by Amazon.com, said customers’ 

names, email addresses, billing and shipping addresses, phone numbers and 

the last four digits of credit cards numbers and scrambled passwords were 

stolen. 

 

But it said the hackers had not been able to access servers that held customers 

critical credit card and other payment data. 

“We were recently the victim of a cyber attack by a criminal who gained access to parts of our internal network and systems through 

one of our servers in Kentucky,” Zappos chief executive Tony Hsieh said in an email to staff which was posted on the company’s blog 

on Sunday. 

 

“We are cooperating with law enforcement to undergo an exhaustive investigation,” he added. 

Zappos said it was recommending that customers change their passwords including on any other website where they use the same or 

similar password. 

 

The company, which is well known for its customer service, said due to the high volume of customer calls it is expecting it will 

temporarily switch off its phones and direct customers to contact via email. 

 

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

info@thetaylorreachgroup.com.  

http://www.thetaylorreachgroup.com/
mailto:info@thetaylorreachgroup.com.
http://thetaylorreachgroup.com/wp-content/uploads/2012/01/zappos-2.jpg
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Who said all the Call Center Incentives were Gone? 
Just read the Site Selection Groups’ Economic Incentives market Report for December 2011 and it 

became very clear to me that incentives can still be a significant inducement to business locations and 

drive localized economic development.  

The December reports references 186 projects garnering incentives of more than $750 million. The 

largest project listed is a $250 million dollar incentive to Prudential Financial for a Business Services 

project. At one time call centers were all the rage and seemed to Economic development people to be 

the holy grail. Good dependable jobs paying a decent if not great wage. For many years the incentive 

gravy train ran on and on, with one jurisdiction outbidding another. Capital grants, interest free loans a 

design built call center for $1, those were the salad days. We may not be in the salad days any longer 

when we search for new call center locations but there are still incentives available. Two of the projects 

on the December report are for call centers: one for Sprint in Bristol TN and the other for Home Depot 

in Kennesaw, GA, each worth $2.7 million.  

What form these incentives take is not known, they could be tax credits, wage subsidies, loans or grants, regardless they are incentives 

and remind us that we always need to be aware of what could be available to our organization if only we can ask the right questions. 

 

7 Reasons You Need a Consultant when Looking for a New Call Center 
Site 
 

By: Colin Taylor 

Why would you want to retain a consultant? Common wisdom would have it that all they do is 

“borrow your watch and tell you the time”. What can a consultant really bring to the table that can 

assist your center and your organization when you a looking at moving or establishing a new center? 

 

 

Seven reasons come to mind quickly, I will let you be the judge as to 

whether or not they are good reasons. 

1. You don’t know what you don’t know. This may sound trite, but 

it is also true. Unless you have been through this process repeatedly 

it is unlikely that you have the same level of insight as a consultant 

could bring to the table. 

2. Eliminates internal bias. Now internal bias often exists in 

organizations. It may not be overt, and is often spawned by a belief 

that if we can put the center anywhere, then why not near the VP’s 

summer home or the CEO ranch. In a consultant lead process this 

bias is eliminated or at minimum challenged. 

3. Eliminates external bias. Your CEO and your board have friends, 

and they have friends of friends. It is likely that at least some of these folks will be contacted through personal or 

social networks by one or more jurisdictions that wish to attract the call center. The people in Economic 

Development (EcDev) are professionals, they have fine-tuned their pitch and can make any location sound like it 

is Shangri-La. A consultant lead process eliminates this lobbying and restricts the EcDev pros from contacting 

anyone but the consultant. 

4. The reasons for hiring consultants are generally that either you don’t possess the knowledge/experience 

internally of you have the talent, but don’t have the bandwidth to complete the specific task while completing the 

http://www.siteselectiongroup.com/
mailto:ctaylor@thetaylorreachgroup.com
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existing work and job activities. In Site selection experience can be crucial. Many consultants have developed 

proprietary models (I know that Taylor Reach does) and methodologies that facilitate a deeper analysis of the 

relevant data points than can be completed internally. 

5. Incentives are always available. Now the salad days of site selection are gone, you can no longer build and 

outfit a center for $1. There are tax credits, low interest loans, and still grants in some markets all tied to the local 

wealth created by the operation of the call center. Consultants will have more experience dealing with the EcDev 

and government agencies and can ensure that all possible incentives are evaluated against a realistic and 

sustainable job creation model. 

6. Track record is important. With the experience of building center domestically and internationally consultants 

can bring their experience to bear on any future site selection project. Local laws, customer and work practice 

knowledge is essential. What is the cost to terminate an agent in the Dominican Republic? How does long term 

service leave affect Australian call centers? What are the specific advantages of locating in a ‘Right to Work’ 

state? In each case a consultant can leverage their experience in order to properly cost and budget for a new 

center. 

7. Consultants offer one final advantage in this or any consulting engagement. That advantage is that you didn’t 

execute the project the consultant did. This positioning means that you can take credit for the astute decision to 

bring in a consultant on any successful project and be insulated from blame if the project is less than successful.  

You can always fire the consultant. Of course whether it is credit of blame will have a lot to do with your due diligence in 

selecting the consultant in the first place. But that is the topic of another post. 

It is unlikely that this article will change anyone’s mind about hiring a consultant. I do hope that I have reminded the 

reader of the advantages that can be achieved when working with the right consultant and highlighted some of the risks 

associated with treating selection as a DIY project, or investing in an inexperienced or unprofessional consultant. 

 

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

info@thetaylorreachgroup.com.  

Inside TRG
Freebies and Giveaways 

Taylor Reach recently published a 20+ page eBook on Agent Retention in Call and Contact Centers and we already 

have more than 300 downloads, and lots of compliments. Download a copy here. 

Free Agent Retention eBook Available  

Labor represents two thirds of the operating costs in most call centers. Managing Attrition, staff retention, turnover 

is an essential to all centers. 

Created by; The Taylor Reach Group, Inc. the new eBook “How to Improve Staff Retention in Your Call Center” is 

the result of thirty plus years of hands on Operational management experience by its author Colin Taylor. Similar 

content has been delivered at countless workshops Colin has completed around the globe. The average price for 

these workshops is over $1,000 per attendee. You can gain the same insights today for zero cost. In the eBook you 

will discover: 

• The reasons why turnover and attrition are never-ending issues, 

• The significant impact turnover can have on your agent productivity, 

• How to calculate the ‘real’ cost of attrition in your center, 

• The impact of turnover on Wages, Morale, Quality, and the Customer Experience, 

• How to assess your centers’ agent career process, 

• Leadership strategies that lead to reduced attrition, 

http://www.thetaylorreachgroup.com/
mailto:info@thetaylorreachgroup.com.
http://thetaylorreachgroup.com/services/reports-and-white-papers/multi-channel-contact-center/
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• How to employ Rewards and Recognition to gain the best result, 

• How to motivate Gen X versus Gen Y, 

• How to Align your hiring and training process to deliver the desired results,  

To receive your complimentary copy of “How to Improve Staff Retention in Your Call Center” please register here.  

We are also offering our acclaimed Multi-Channel Contact Center primer, Toward a Multi-Channel Contact Center 

– Email and Chat: Emerging Contact Center Technologies. You can download your copy here . 

 

Call Center Channel on YouTube 

Taylor Reach has established a call center channel on YouTube on the channel you can view interviews with: 

Michael Biondo, Barb Bleiler, Thomas Dalton, Milan Katz, Stephen Gaskin, Rosetta Carrington Lue, and Amas 

Tenumah. You can also find case studies and more. Visit the channel here.  

Interim Management Services available from Taylor Reach 

Running a call or contact center can be a challenge at the best of times. But this task can become significantly more 

difficult when there is a vacancy at the top of the call or contact center operation. Regardless of the cause of the 

vacancy: leave of absence, restructuring, center consolidation, or other organizational changes. The operational 

effectiveness and efficiency can begin to suffer within days without an effective leader. Morale and culture soon 

follows. 

What is an organization to do in this situation? Promote a junior member of the call center team? Unless they have 

been groomed and trained for this role, the experience can overwhelm them and contribute to further erosion of 

service and frustration for all involved. 

Recruit a replacement is likely the best option, but it could take months to find the right candidate. How do you 

keep the center running effectively meanwhile? 

The answer for many firms is interim management; people with the experience to hit the ground running fast to 

keep your organization, call and contact center operating smooth while you look for a permanent solution. Taylor 

Reach provides experienced Call and Contact Center experts who possess 15, 20, 25 or more years of experience 

building and running call centers, contact centers and customer service operations. 

To stop the bleeding and to get your center back on track contact Taylor Reach today 

 

http://thetaylorreachgroup.com/services/reports-and-white-papers/how-to-improve-staff-retention-in-your-call-center/
http://thetaylorreachgroup.com/services/reports-and-white-papers/how-to-improve-staff-retention-in-your-call-center/
http://thetaylorreachgroup.com/services/reports-and-white-papers/multi-channel-contact-center/
http://www.youtube.com/user/colinsataylor?feature=mhum#p/u/5/6CCcNLBC2Do
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Case Study 

In this regular column we review the successes that Taylor Reach is part of.  

 

TRG helped an established not-for-profit organization identify and catalogue knowledge within the 

organization.  

The Challenge: 

This large international not-for-profit organization had a problem; in an effort to manage and disseminate 

knowledge and information across its global infrastructure it had deployed an intranet solution and encouraged 

stakeholders to post and identify best practices, processes and documents on the site. All stakeholders could post 

and share, but there was no version control nor centralized management or vetting and approval structure in place. 

As a result a few years and a few reorganizations later the intranet was no longer serving its designed purpose. 

There was a large volume of very good, helpful and accurate information, but there were also older version of 

documents, and multiple answers to the same questions. In fact the system was in such bad shape that it was seldom 

employed by its intended population and actually created more problems and questions for the contact center than it 

answered. The contact center often simply passed the question on to someone else in the organization as they had 

no confidence in the quality of information on the intranet. Addressing this challenge and constructing a 

knowledgebase was one of the central recommendations included in the TRG Strategic Assessment of the 

organizations contact center infrastructure.  

The Process: 

TRG and the client identified key knowledge sources within the organization and identified more than 100 

Knowledge Managers. These were the people who created; vetted and maintained specific areas of knowledge. In 

addition we identified Knowledge Owners, the people within the organization who commissioned the creation or 

documentation of new knowledge and who signed off on all knowledge created within their areas of management 

and control. Hundreds of stakeholder interviews were conducted and existing knowledge was checked for currency 

and accuracy.  

The Solution: 

TRG worked with all departments within the organization to document and catalogue all points of known 

knowledge documented today. Vetted each point of knowledge through the Knowledge Manager and the 

Knowledge Owner and developed work flows to ensure the ongoing management of current and future knowledge. 

FAQ’s were developed for all stakeholders to use, but with specific focus and benefit to the contact center. TRG 

supported the organization in its design and ultimately deployment of SharePoint 2007 to manage the 

knowledgebase moving forward.  

The Result: 

The FAQ’s allowed the contact center to answer questions accurately and with confidence. This process 

significantly improved the operational effectiveness of the center. The knowledgebase created by this process was 

designed to be self managed through work flow processes which will ensure the ongoing accuracy and currency of 

information.  

 

Testimonials 
“Colin provided ING Direct Canada with consulting services. He was on budget; on time and the work was 

outstanding. We needed Colin to fine tune the work to our specifications and this was completed well within our 

time lines and the work produced was outstanding. I am happy to recommend or Colin as he has the following 

attributes:  
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1. Honesty and integrity- “tells you what you need to hear vs. want to hear.” 

2. Commits and delivers on time lines.  

3. Ensures he completely understands requirements and regularly “checks in.”  

4. Excellent interpersonal skills.  

5. Deep and outstanding knowledge of the Contact Centre industry.  

6. Is a trusted resource and one can bounce ideas/thoughts with him.  

7. “Rolls up his sleeves” and gets the job done. Nothing is beneath him.  

8. Excellent communicator and delivers a message without the nonsense.  

9. Really understands the word “partnership.”  

10. Finally, more than just a contact centre professional; he is a rock solid business person!” 

Senior Executive ING Canada  

 

“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 Center 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 center. 

Although his business is recommending and providing call center 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.” 

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  
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“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 

 

Follow Taylor Reach on LinkedIn 

 

 
 

On Twitter @colinsataylor 

 
 

Visit our YouTube Call Center Channel 

   
Visit us on facebook at Call Center Consulting 

 

 
 

 

 
 

 

  

http://www.linkedin.com/companies/the-taylor-reach-group-inc?trk=fc_badge
http://www.youtube.com/
http://www.youtube.com/user/colinsataylor?feature=mhum
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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     - 416-412-1171 

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, 

 Technology Selection & Purchase Management 

 Quality Monitoring & Assurance, 

 Outsourcing/Off-shoring Assessments, 

 Total Cost of Ownership Assessments, 

 Service to Sales Migrations,  

 RFP and RFI Development and Management 

 Site Location Selection, Analysis and Research 

 Interim Management Services 

 

Award winning service, 60 Minute Free Tele-consult, ROI Guaranteed...Reach Beyond!  

Phone or email John Cockerill, President today at 877-979-8692 ext. 201 

By email at  jcockerill@thetaylorreachgroup.com  

Phone or email Colin Taylor, Founder & CEO today at 877-979-8692 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      
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