Index

Numerics

three-by-three rule for IVR, 196-197
80/20 service level
effective versus ineffective achievement
of, 141-142
pros and cons of, 135
scheduling close to the curve for, 165, 166
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abandonment rate, 132, 341
absenteeism, reducing, 224-225
absolute forecast variance, 146-147
accessibility, 131-132, 134-136, 341
accountability funnel, 28-29
ACD. See automatic call distributor
after-call work (ACW), 129, 341
agent availability, 30, 341
agent occupancy. See occupancy
agent performance reports, 193
agent performance team, 49-51, £&-57
agent recruitment
aptitude tests, 246-247
IVR for, 247
motivation evaluation, 248-249, 323-324
reference checks, 246
résumés and interviews, 245-246
skill evaluation, 245-248
agent utilization, 166-167, 341
agents. See also agent recruitment; home
agents
agent-level drivers, 122
attrition rates, 93, 267
bidding for shifts by, 179-180
bonuses for, 250-251, 275-277
building trust with, 305-306, 310
call monitoring for, 132, 133
career development for, 278-280
defined, 341

evaluating, 132-133, 349
exit interview for, 267-268
finding and hiring, 59, 245-249
full-time equivalent (FTE), 144, 167
giving directions to, 252-253
incentive and bonus programs for, 274,
275-277
influential, working with during change,
310-311
managing performance, steps for, 244-245
off-phone time; 333-340
optimal performance components,
243-244
paying al;propriately, 274
perfcrimance goals for, 250
responsibilities, 55-56
vowards and recognition for, 272-274, 277
roadblocks to success, 325
setting an example for, 326
setting expectations for, 250-253, 324
universal, 11
valuing input and feedback from, 271-272,
276, 327
what they want, 268-269
AHT (average handle time), 126, 342. See
also call length
analysis. See also measures or metrics
basic concepts, 110
of business goals, 111-120
of call drivers, 330
models in calculations, 110
run charts for, 116
analysts. See also quality analysts
applications developers, 54, 58
computer and network, 53-54, 58
finding and hiring, 58
reporting, 54, 58, 346
responsibilities, 53-55
telecommunications, 53, 58
Anecdote icon, 5
answer rate, 341
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application service providers (ASPs),
200-201
applications developers, 54, 58
aptitude tests for agents, 246-247
associate. See agent
at-home agents. See home agents
attrition rates, 93, 267
automated call monitoring systems,
213-214
automatic call distributor (ACD)
defined, 191, 341
delay messaging feature, 191-192
invention of, 12
music on hold feature, 192
reporting features, 192-194
skills-based routing by, 192, 346
automatic number identification (ANI),
189-190, 342
average call length, 29
average handle time (AHT), 126, 342. See
also call length
average speed of answer (ASA), 129, 132,
163, 342
average talk time (ATT), 342

ol e

backup of critical data, 81-82
bar charts (histograms)
base staff required by hzli hour intervals,
171
for call length, 126-127
call volume percentage of a year, 152
scheduling full-time shifts, 175, 176
scheduling part-time shifts, 177
total staff required by half-hour intervals,
173
usefulness of, 126
beliefs, 59-60
best practices. See business practices
billing software, 204
blended call centers, 10, 337
blending
combining with envelope scheduling, 183
CTI for, 212
defined, 182, 342
occupancy improved by, 337
bonuses for agents, 250-251, 275-277

budget
capital, 144-146
categories for outsourcing, 90
operating, 26-27, 112-114, 144-146
building a call center
basic questions, 65-66
business continuity plan for, 80, 82
business goals for, 66
determining tasks performed, 66-67
disaster recovery plan for, 80-83
environmental issues, 76-77
facilities design for, 74-76
implementation plan for, 79-80
layout and furniturg; 76
location for, 69-7-!
managing the project, 80
networked center issues, 82
planning tcen skills needed for, 68
reduridancy, 81-82
size oi 1ne facility, 68, 78
special needs issues, 77
stand-alone center issues, 81-82
stand-alone versus networked, 68-69
support services needed for, 67
tasks and steps involved, 77-79
business case for service-level targets,
135-136
business continuity
defined, 80
home agents aiding, 224
instituting, 334
redundant services for, 81-82
services for, 82, 83
business goals
accountability funnel for, 28-29
balancing, 35-36
determining before building a
call center, 66
examples, 25
interdependence of, 15-16
main call center goals, 15-16
measures based on, 24, 25, 26-27, 111-120
misleading measures, 26-27
performance drivers, 111
performance drivers’ relationship to
measures of, 122
responsibility for creating, 24
service-level objective, 330-331, 336-337



business model
business goals or outputs in, 15-16, 20,
24-29
business practices in, 20, 36-41
defined, 19
detail level of, 20
elements of, 20
feedback mechanism in, 20, 41
mission statement in, 20, 22-24
need for, 19, 21-22
performance drivers in, 20, 29-36
sample, 21
supporting culture in, 20
business practices
in business model, 20
continuous development of, 37
defined, 37
for home agent program, 235-237
people-focused, 37-38
process-focused, 37, 38-40
technology-focused, 37, 40-41
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calibration exercises, 217

call center in a box, 200

Call Center Magazine, 320

call center manager
characteristics needed for, 14
finding and hiring, 56
important questions for,.329-332
responsibilities, 48-49

call centers. See also contact centers
blended, 10, 337
characteristics of good and bad, 16-17
characteristics of well-led, 270
company fit for, 329-330
contact centers compared to, 10
defined, 9, 342
definitions and concepts, 341-347
evolution of, 11-13
gross sales by, 13
help sources, 319-320
inbound versus outbound, 10
multiple-site, scheduling, 184
number in North America, 13
offshore, 35, 72, 73

overflow partner, 183-184, 190
performance drivers, 122
policies and procedures, 133-134,
292-294
relocating, 340
roles in companies, 9
supporting culture for, 14-15
Web-enabled, 212
call control, 335-336, 342
call drivers, analyzing, 330
call flow for multiple sites, 184
call length. See also average handle time
(AHT)
average, 29
bar charts for, 120-127
calculating, 126
call servicetinie (CST), 126
defined, 342
effect ot '*-second increase in, 14
as efiicency driver, 31
forecasting, 154
g, 125
managing, 125
short, 125
targets for, 137-141
time talking versus postcall work, 31-32
tracking variations in, 137-138, 250-251
usefulness of measuring, 125
variables influencing, 137
variation analysis for, 138-139
call load (workload), 149, 158
call monitoring
automated systems, 213-214
calibration exercises, 217
challenges of, 133
by quality analysts, 55, 132
call queues, consolidating, 129
call routing
CTI for, 211
skills-based, 192, 337-338, 346
call service time (CST), 126
call strategy, 342
call time. See average handle time (AHT)
call volume
accounting for holidays, 154-155
breakdown intervals for, 150
calculating forecasted demand, 150
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call volume (continued)
call load versus, 149
forecasting, 150-153, 154-155
half-hourly percentage of a day, 153
during holidays, 154-155
monthly percentage of a year, 151-153
run chart for, 152
call-review assessment, 342
calls per agent, 342
Canadian laws, 296
cancellations per contract, 32, 342
capital budget, forecasting, 144-146
capital expenses, 113
career development for agents, 278-280
certification
COPC-2000, 318
course development, 314-315
described, 313
in-house versus external, 314
increasing demand for, 314
ISO, 317-318
managers’ benefiting from courses, 316
Six Sigma, 318-319
support services, 350
change leadership
building trust, 305-306, 310
change-communication process. 307
communicating accurately, 306--307
communicating completelv; 597
communicating early, 307-308
communicating frequenitly, 308-309
empathy in, 309
impact of change, 301
influential agents for, 310-311
initiatives for improvement, 334
missteps and pitfalls, 302-304
perceptions of change, 301-302
pilot program, 311
recognizing the need for, 299-301
reducing resistance to change, 305-311
Rule of Change Success, 304-305
stages of reaction to change, 302
style of, 303-305
team involvement in, 311
transparency of communication, 304
types of change, 299, 300

change management. See change
leadership
chat, real-time, 201
chat servers, 205
cities, locating in, 73-74, 340
coaching culture
benefits of, 134, 258-260, 325
coaching, defined, 261
importance of, 257
principles of, 260-263
training the coaches, 263
coaching sessions for agents, 255
communication
about agent survevs; 269
accurate, 306-307
of agent expeciations, 160-163, 324
building trust uirough, 310
calming fears, 325-326
in charigeieadership, 304, 306-309
compiete, 307
eanv In the change process, 307-308
1:cquency of, 308-309
nonest, 326-327
with outsource partner, 101, 103-105
positive, 327-328
transparency of, 304
compliance and procedures officer, 55,
58-59, 294
computer and network analysts, 53-54, 58
computer-telephony integration (CTI),
209-212, 342
consultant. See agent
consulting services, 319, 351-352
contact centers, 10, 343. See also call
centers
contact, defined, 130, 343
Contact Management magazine, 320
contact management software, 203
contacts per customer, 127-128
contacts per hour, calculating, 110
contracts
home agent, 235
outsourcing, 99-101
control chart for call length variation, 139,
251
conversion, defined, 130



conversion per contact, 130-131
conversion rate, 30, 32, 139, 343
COPC (Customer Operations Performance
Center, Inc.), 318, 343
COPC-2000, 318
corporate overhead costs, 113
cost per agent hour, 123-125
cost per call, 27, 343
cost per contact, 115-117
cost per customer, 26, 34, 117
cost per production hour, 90
cost per resolution, 117-118
cost-benefit analysis
defined, 343
for service-level targets, 135-136
simple version of, 114-115
cost-control drivers, 31-32
costs. See also specific metrics
categories in operating budget, 113-114
determining for outsourcing, 88-93
fully loaded, 112
home agents for reducing, 224
occupancy as driver of, 130
outsourcing benefits and risks for, 86— 8§
tips for decreasing, 335-340
total per hour, 331
Covey, Stephen (business guru), 105
cross-selling, 343
CST (call service time), 126
CTI (computer-telephony iategration),
209-212, 342
culture. See supporting culture
Customer Interaction Solutions magazine,
320
Customer Operations Performance Center,
Inc. (COPQC), 318, 343
customer relationship management (CRM),
214-216, 343
customer satisfaction
abandonment rate as measure of, 132
accessibility target for, 131-132, 134-136
balancing with other goals, 35-36
as business goal, 15, 25
call monitoring for, 132, 133
coaching culture benefits for, 259
defined, 30

measures, 25, 26, 111, 119
measures of, 132-133
as performance driver, 30
performance drivers, 32, 34, 111
postcall customer survey, 34, 218
surveys of, 133
customer service, defined, 343
customer service representative. See agent
customer-experience blueprint, 286-287,
336, 343
customer-satisfaction surveys, 34, 133,
218, 343
customers
external versus intcinal, 46-47
feedback from, 258
knowing about tire areas they reside in, 72
locating the caii center near, 71-72
online seii s=rvice for, 339
scrubhiny iists of, 195
undersianding wants and expectations of,
2%60—-287
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data center room, 75
Data Protection Directive (EU), 297
data warehouse, 212-213, 343
DeCarlo, Neil (Six Sigma For Dummies), 319
delay messaging feature, 191-192
deliverables, defined, 24
development plan for agents, 279
dialed number identification service
(DNIS), 190, 344
direct payroll costs, 113
disaster recovery plan
contingency provisions, 83
defined, 80, 344
further information, 81
instituting, 334
for multiple locations, 81
for networked centers, 82
outsourcing in, 82, 83
overview, 80-81
redundant services for, 81-82
for stand-alone centers, 81-82
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Distance Selling Regulations of 2000 (EU),
296

documenting policies and procedures,
292-293

dollar value per conversion, 131

do-not-call laws, 195, 295, 296

drivers. See performance drivers

dynamic network routing, 190-191

dynamic scripting, 212

oF o

economies of scale, 129, 337, 344
educational institutions, locating near, 70-71
efficiency
balancing with other goals, 35
as business goal, 15, 25
coaching culture benefits for, 259
defined, 344
home agents’ benefits for, 222-224
measures or metrics, 25, 26, 111, 344
of outsourcing, measures of, 90-91
payroll, 125
performance drivers, 31-32, 34, 111
of scheduling, 162
tips for increasing, 335-340
80/20 service level
effective versus ineffective acnie vement
of, 141-142
pros and cons of, 135
scheduling close to the curve for, 165, 166
e-mail, real-time chat versus, 201
e-mail servers, 205
empathy, during change, 309
employee opinion score, 34
employee satisfaction. See also motivating
agents
balancing with other goals, 36
as business goal, 15, 25
characteristics of happy employees, 121
coaching culture benefits for, 260, 325
frequency for surveys, 120
importance of, 33
improving for agents, 323-328
measures, 25, 26, 111, 120
performance drivers, 33, 34, 111
team leaders’ importance for, 121, 331

envelope scheduling, 182-183, 344
environmental issues, 76-77, 121
Erlang C, 147-148, 159, 344
European Union laws, 296-297
exit interview, 267-268
expected occupancy
average occupancy for, 159
calculating, 159
Erlang C for, 159
idle time affecting, 158
optimal occupancy versus, 160-163
in staffing requirement calculation, 158
time frames affecting, 159
workforce managerient software for, 159
external customers, 45

ofF e

facilitie: acsign, 74-76
fax-servers, 204
FCK first-call resolution), 27, 30, 127-128,
344
tzars, calming, 325-326
Federal Communications Commission
(FCO), 295
feedback
from agents, 271-272, 276, 327
from customers, 288
as employee satisfaction driver, 33
mechanism in business model, 20, 41
need for, 36, 41
reporting on drivers, 41
finding and hiring people. See also agent
recruitment
agent performance team, 56-57
agents, 59, 245-249, 323-324
applications developers, 58
call center location issues for, 70-71
call center manager, 56
compliance and procedures officer, 58-59
computer and network analysts, 58
home agents, 223, 234-235
outsourcing partner, 95-98
quality analysts, 58
recruiters, 57
reporting analysts, 58
schedulers, 57



team leaders, 57
telecommunications analysts, 58
trainers, 57
first-call resolution (FCR), 27, 30,
127-128, 344
flexibility, 44, 160, 165, 276
flextime, 180-181
flowcharts for process mapping, 288-289,
290-291
focus groups, of agents, 271
forecasting
accounting for holidays, 154-155
call length, 154
call load (workload), 158
call volume, 150-153, 154-155
defined, 143
factors influencing, 144
long term, 145, 332
midterm, 145-146
scheduling versus, 144
short term, 146
for sizing the organization, 174
variance tracking, 146-147
full-time equivalent (FTE), 144, 167
full-time shifts, scheduling, 174-176
fully loaded costs, 112
furniture, 76
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game room, 75

geographic outsourcing; 70

goals. See business goals

Gregory, Peter (IT Disaster Recovery
Planning For Dummies), 81, 334

growth, planning for, 63

Gysgi, Craig (Six Sigma For Dummies), 319

o o

help-desk software, 203

hiring people. See agent recruitment;
finding and hiring people

histograms. See bar charts

holidays, adjusting forecasts for, 154-155

home agents
absenteeism reduced by, 224-225
benefits for the agent, 225
benefits for the call center, 221, 222-225
business continuity aided by, 224
business practices, 235-237
criteria for a successful program, 236
deciding about, 226-227
defined, 344
efficiency improved by, 222-224
employee model versus contractor model

for, 227

environmental benefits of, 224
explaining the progiam to your staff, 233
finding and hiring agents, 234-235
growth in, 222
implementing e program, 231-235
intervievw cuestions for, 226
isolation ssues for, 238-239
managlig, 232-233
petwork for, 227-231
Leiwork technology for, 227-231
operating plan for program, 231-232
outsourcing, 232
pilot program, 234
quality assurance, 237
scheduling, 237
security for, 231
setting up, 235
support system for, 239
technology enabling, 200
tech-support liaison for, 233
training, 233, 238

hosted call center applications, 200-201

o]e

icons, explained, 4-5
idle time
defined, 344
expected occupancy affected by, 158
occupancy versus, 128
training during, 211, 256, 338
imaging servers, 205
implementation plan
for building a call center, 79-80
for outsourcing, 95

Index 359



360

Call Centers For Dummies, 2nd Edition

inbound call centers, 10, 11, 344
incentives for agents, 274, 275-277
indirect payroll costs, 113
influential agents, 310-311
information technology (IT), 345
infrastructure needs, 70, 77
interactive voice response (IVR)
for agent recruitment, 247
cost-effectiveness of, 196
defined, 196, 345
for eliminating unnecessary calls, 338-339
hosted, 200
keys to successful use of, 196-197
planning for change to, 201
postcontact surveys using, 218
reports, 198
speech recognition feature, 197
three-by-three rule for, 196-197
internal customers, 46-47
International Organization for
Standardization (ISO), 317, 350-351
Internet resources
certification, 350
consulting services, 351-352
employee testing and evaluation, 349
ISO registration, 350-351
ISO Web site, 317
trade magazines, 319
trade shows, 319
interviewing agents
exit interview, 267-26%
home agents, 226
during recruitment, 245-246
ISO 9001/2000, 317-318, 345
ISO (International Organization for
Standardization), 317, 350-351
IT Disaster Recovery Planning For Dummies
(Gregory), 81, 334
IT (information technology), 345

oo

Kelly, Timothy V. (VoIP For Dummies), 199
knowledge base, 216-217, 292-293
knowledge-management software, 203

o/ o

labor costs, location issues for, 70
layout of call center, 76
leadership, defined, 261. See also change
leadership
legal issues
home agent contracts, 235
outsourcer contracts, 99-101
legislation and regulations
areas of concern, 332-333
of call center service, 12, 294
Canadian laws, 296
compliance and proczdures officer
responsible foi, 55, 294
do-not-call lawss; 195, 295, 296
European Urnion laws, 296-297
labor lav’s, 293
privacy, 13
for service level, 135, 294
cn telemarketing, 12
L.S. laws, 295
local area network (LAN)
basic layout, 188
for home agent program, 227-231
hosting yourself, 227-228
implementing in-house, 228-231
information access with, 202-203
installation time, 228-229
network provider for, 228, 230
security for, 229, 231
servers, 204-205
workforce management software
integration with, 205
location for call center. See also virtual call
centers
city versus rural, 73-74, 340
factors influencing, 69
geographic outsourcing, 70
infrastructure needs, 70, 77
multiple-site centers, 184
near customers, 71-72
near other corporate facilities, 71
near-shore, 73
offshore, 35, 72, 73
relocating, 340
workforce availability issues, 70-71
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logged hours, agreeing on, 128
logged hours over paid hours (L/P), 124
lunchroom, 75

ol o

management certification. See certification
management costs, 113
management, defined, 261
management span, 60, 61-62
managing the building project, 80
mandatory data entry, 210
marketing and sales software, 204
master service-level agreement (MSA),
99-100, 101
measures or metrics. See also specific
metlrics
business goals, 24, 25, 26-27
customer satisfaction, 25, 26, 111, 119
defined, 345
efficiency, 25, 26, 111
employee satisfaction, 25, 26, 111, 120
misleading, 26-27
outsourcing efficiency, 90-91
revenue generation, 25, 26, 111, 118-1i&
meeting rooms, 75
mentoring agents, 279
Messmer, Max (Motivating Empioyzes For
Dummies), 331
mission statement, 22-24, 22,59, 345
monitoring calls
automated systems, 213-214
calibration exercises, 217
challenges of, 133
by quality analysts, 55, 132
motivating agents
appeasement versus engagement, 266
benefits of, 266-267
career development for, 278-280
characteristics of well-led
call centers, 270
evaluating motivation when hiring,
248-249
growing engagement, 265
identifying why agents leave, 267-268
incentive and bonus programs for,
274-277

by paying appropriately, 274
rewards and recognition for, 272-274, 277
surveying agents, 269-270
by team leaders, 260
by valuing their input and feedback,
271-272, 276
what agents want, 268-269
Motivating Employees For Dummies
(Messmer), 331
MSA (master service-level agreement),
99-100, 101
music on hold feature, 192
mystery calls, 255

o\ o

Net PromoterScore, 345

net revenue yer contact, 118

networxed call centers, 82, 184

networked computer systems, 202-203.
See also local area network (LAN)

Nicklaus, Jack (golfer), 255

r.onproduction time, 124-125, 339-340, 345

o () o

objectives. See business goals
occupancy
after-call work, 129, 341
blending to improve, 337
calculating, 128
consolidating call queues to sustain, 129
as cost driver, 130
defined, 30, 128, 345
economies of scale with, 129, 337
as efficiency driver, 31
expected, 158-163
flexibility affecting, 160, 165
idle time versus, 128
increasing, 163-165
inflexible workforce affecting, 160
percentage to expect, 129
pooling resources to increase, 163-164
random call arrivals affecting,
129-130, 160
run charts for, 141-142
scheduling better to increase, 165
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speed of answer affected by, 129
speed of answer affecting, 163
staffing disruptions affecting, 160
targets for, 141-142

offices for managers, 75

off-phone time, 339-340

offshore call centers, 35, 72, 73

Olejniczak, Stephen P. (VoIP Deployment

For Dummies), 199
online chat, 201, 205, 345
online self-service, 339
operating budget
categories of costs, 113-114
defined, 112
fully loaded costs based on, 112
long-term forecasting for, 144-146
as misleading measure, 26-27, 113
modeling, 114-115
operating plan for home agent program,
231-232
optimal occupancy, 160-163
optimal service level, 336
order system software, 204
organizational chart, 46, 47
organizational design, 43-46
outbound call centers, 10, 11, 345
outsourcing
baseline costs of, 91
benefits of, 86-87
budget categories for, 9°
communicating with your outsourcer,
101, 103-105
cost to launch, 91-92
deciding about, 88-95
defined, 345
in disaster recovery plan, 82, 83
efficiency measure for, 90-91
finding the right partner, 95-98
geographic, 70
handling problems, 105
hidden costs of, 91-93
home agents, 232
implementation plan for, 95
lost revenue costs, 93
master service-level agreement (MSA),
99-100, 101
negotiating the contract, 101

number of companies offering, 85

overall costs of, 89-90

per hour costs of, 88-89

recommendation document for, 94-95

risks of, 87-88, 95

severance costs, 93

statement of work (SOW), 99, 100, 101

technology costs, 93

transition plan for, 101-102

travel costs, 92

vendor manager for, 102

working with your outsourcer, 102-105
overflow agreements, 183-184, 190
overhead costs, 113
overtime, strategic use of, 183

oo

paid hears, 91, 166-167
part-tiine shifts, scheduling, 177
peying agents, 274
nayroll costs, 113
payroll efficiency, 125
people-focused business practices,
37-38, 41
Perez, Mario (Telax executive), 227
performance drivers. See also targets;
specific drivers
agent-level drivers, 122
balancing, 35-36
business goal measures’ relationship
to, 122
for business goals, 111
call center drivers, 122
cost-control, 31-32
for customer satisfaction, 32, 34, 111
defined, 29, 121, 344
for efficiency, 31-32, 34, 111
for employee satisfaction, 33, 34, 111
examples, 29-30
policies and procedures, 133-134
reporting on, 41
results of manipulating effectively, 30
for revenue generation, 32, 34, 111
setting targets for, 134-142
phone rooms, 12
pilot programs, 234, 311
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policies and procedures, 133-134, 292-294
pooling resources, 163-164
population base, locating near, 70
positive communication, 327-328
postcall customer survey, 34, 218
predictive dialer
agent productivity increased by, 181, 194
defined, 194, 345
do-not-call lists for, 195, 295, 296
managing customer lists, 195
reports, 195-196
privacy legislation, 13
procedures and policies, 133-134, 292-294
process
business practices, 37, 38-40
defined, 38
defining terms clearly, 39-40
improving, 39
putting before technology, 41
process improvement
benefits of, 285
culture of, 286-288
managing complexity using, 283-285
process management, 345
process map, defined, 346
process mapping
for call-handling improvement, 326
defined, 288
flowchart construction, 290-291
flowcharts for, 288-289
root-cause analysis, 281-292
as team collaboration *ool, 289-290
production hours, paid hours versus, 91
production time, 125

ogo

quality analysts
calibration exercises by, 217
call monitoring by, 55, 132
defined, 346
finding and hiring, 58
postcall customer survey by, 218
responsibilities, 55, 287-288
sizing to the organization, 60
quality assurance, 237, 346
quality, defined, 313

quality-control programs
benefits of, 316-317
COPC-2000, 318
ISO 9001/2000, 317-318
Six Sigma, 318-319
queue performance reports, 193
quiet rooms, 75
quizzes, 255

o R e

real-time resource management, 144
recognizing agents, 272-274, 277
recommendation decement for
outsourcing, 84-95
recruiters, 49-5u, 57
recruitment Ce2 agent recruitment; finding
and h'ning people
redund:nuservices, 81-82
referciice checks for agents, 246
resu'ations. See legislation and regulations
reiocating, 340
Remember icon, 5
reporting analysts, 54, 58, 346
reports
ACD features for, 192-194
agent performance, 193
combining data from multiple systems,
206-207
CTI enhancements for, 211
effective, characteristics of, 206
IVR features for, 198
from predictive dialing, 195-196
queue performance, 193
systems capable of generating, 206
trunk performance, 193
representative. See agent
reservations system software, 204
resource management. See also scheduling
forecasting, 143-144, 145-147
full-time equivalent (FTE), 144
increasing flexibility, 160, 165
increasing occupancy, 163-165
real-time, 144
résumés, agents’, 245-246
retention rate, 30, 34, 259, 346



364

Call Centers For Dummies, 2nd Edition

return on investment (ROI), for
outsourcing, 94-95
revenue, defined, 118
revenue generation
balancing with other goals, 36
as business goal, 15, 25
coaching culture benefits for, 259
cross-selling, 343
defined, 346
loss during training, 93
measures, 25, 26, 111, 118-119
performance drivers, 32, 34, 111
total, determining, 118
upselling, 347
revenue lost per cancellation, 32
revenue metrics, 346
revenue per contact, 118-119
revenue per customer, 26, 34, 119
rewards for agents, 272-274, 277
root-cause analysis, 291-292
Rule of Change Success, 304-305

Rumsey, Deborah (Statistics For Dummies),

140
run charts, 116, 140, 141-142, 161
rural areas, locating in, 73-74, 340
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SaaS (Software as a Service), 200-201
salaries for agents, 274

sales and marketing software, 204
sales conversion, 139

scalability of organizational design, 44
schedule adherence, 30, 346
schedulers, 52, 57, 60

scheduling. See also resource management

agent utilization for, 166-167

base staff required by half-hour intervals,

168-171
bidding for shifts, 179-180
blending, 182, 337
close to the curve, 165, 166
contingency plans, 182-183
defined, 346
early leave, 183
efficiency of, 162
for 80/20 service level, 165, 166
envelope, 182-183

Erlang C for, 147-148
extended lunch, 183
filling in with part-time shifts, 177
flextime, 180-181
forecasting versus, 144
full-time equivalent (FTE) for, 167
home agents, 237
home agents aiding, 222-223
late start, 183
to meet caller demand, 174-178
midterm forecasting for, 145-146
multiple-site call centers, 184
for outbound calling, 181-182
overflow partner fci; 183-184, 190
overtime use for, 1&3
people-friendly, 179-181
shift-trading, 160-181
short-terii: cdjustments to, 146
spreadsieets for, 148
staffirig requirements calculation, 158,
151-162
srarting with full-time shifts, 174-176
summary of schedules, 178
time-bank, 181
total staff required by half-hour intervals,
171-173
weekly schedules, 178
workforce management software for, 148
screen pops, 210
screen transfer, coordinated, 211
security, 229, 231
senior management, 46-48
seniority-based shift bids, 180
servers, 204-205, 346
service level. See also occupancy
as accessibility measure, 131-132
cost-benefit analysis for, 135-136
as customer satisfaction driver, 32
defined, 27, 29, 346
80/20 (default level), 135, 141-142,
165, 166
for home agent program, 236
objective for, 330-331, 336-337
optimal, 336
outsourcer contract, 99-100
overview, 27-28
regulations for, 135, 294
targets for, 134-136
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severance costs for outsourcing, 93
shift bids, 179-180
shift-trading, 180-181
single point of failure, 346
Six Sigma, 318-319, 346
Six Sigma For Dummies (Gygi, DeCarlo, and
Williams), 319
size of the facility, 68, 78
sizing the organization, 60-63, 174
skills-based routing, 192, 337-338, 346
soft-phone application, 210
Software as a Service (SaaS), 200-201
special needs issues, 77
speech analytics, 197
speech recognition, 197
speed of answer, average (ASA), 129, 132,
163, 342
spreadsheets as scheduling tools, 148
staffing. See agent recruitment; finding and
hiring people; scheduling
stakeholders, 23, 347
standard deviation, 347
statement of work (SOW), 99, 100, 101
Statistics For Dummies (Rumsey), 140
succession plan for agents, 279
support costs, 113
support services, 67, 350-352
supporting culture
beliefs resulting from, 59-60
in business model, 20
coaching culture, 134,2:57-263, 325
creating, as team exercise, 59
defined, 59
described, 14-15
for home agent program, 239
mission statement for, 59
for process improvement, 286-288
team leader’s role in, 52
values resulting from, 59, 60
vision for, 59

oJ e

talk time, defined, 125
targets
for accessibility/service level, 131-132,
134-136
for call length, 137-141
for occupancy, 141-142

team leaders
call monitoring by, 213-214
defined, 347
employee satisfaction affected by, 121,
331
finding and hiring, 57
for home agent program, 233
importance of, 51
management span, 60, 61-62
motivation of agents by, 260
as recruiters, avoiding, 49
responsibilities, 51, 52
support, as employee satisfaction
driver, 33
team meetings, 256
Technical Stufficon, 5
technology
approvaliarproposals, 218-219
automatic call distributor (ACD), 12,
161-194, 341
autumatic number identification (ANI),
189-190, 342
penefits of, 187
business practices, 37, 40-41
call monitoring, 213-214
caveats for changing, 333
computer—-telephony integration (CTI),
209-212, 342
customer relationship management
(CRM), 214-216, 343
data warehouse, 212-213, 343
defined, 40
dialed number identification service
(DNIS), 190, 344
dynamic network routing, 190-191
for getting information to agents, 202-205
for home agent program, 227-231
hosted call center applications, 200-201
integration of, 188
interactive voice response (IVR), 196-198,
200, 201, 218, 345
knowledge base, 216-217, 292-293
local area network (LAN), 204-205,
227-231
network layout, 188
networked computer systems, 202-203
outsourcing costs, 93
predictive dialer, 181, 194-196, 345
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technology (continued)
putting people and process before, 41
for report generation, 205-207
specialized applications, 203-204
telephone and Internet services, 189
Voice over Internet Protocol (VolIP),
198-199, 227, 347
Web tools, 201
telecommunications analysts, 53, 58
Telemarketing and Consumer Fraud Abuse
Prevention Act, 295
telemarketing, defined, 347
telemarketing regulations, 12
Telephone Consumer Protection Act, 295
three-by-three rule for IVR, 196-197
time to market, outsourcing’s effect on,
86, 87
time-bank scheduling, 181
Tip icon, 5
total paid time, 124
total per hour cost, 331
trade magazines, 320
trade shows, 320
trainers, 50-51, 57, 60
training
attrition rate affecting, 93
basics, 254-255
for coaches, 263
coaching culture for, 134, 257-263
continued, 255-256
as employee satisfaction dnver, 33
home agents, 233, 23&
idle-time, 211, 256, 338
job-specific, 324
keeping short, 255
keeping simple, 253-254
loss of revenue during, 93
need for, 36
retention of information, 253
rooms for, 75
transition plan for outsourcing, 101-102
transparency of communication, 304
travel costs for outsourcing, 92
trunk performance reports, 193
trust, building, 305-306, 310

o lf o

universal agents, 11

unnecessary calls, eliminating, 338-339
upselling, 347

U.S. laws, 295

oo

values, 23, 59, 60

variance tracking for forecasts, 146-147

variation analysis for call length, 138-139,
250-251

vendor manager for outsourcer, 102

virtual agents. See home agents

virtual call cencers, 10-11, 69, 347

vision, culture reflecting, 59

visually innnaived employees, 77

Voice ov=r Internet Protocol (VoIP),
108-199, 227, 347

vaice recognition, 197, 347

Vo[P Deployment For Dummies
(Olejniczak), 199

VoIP For Dummies (Kelly), 199

o/ o

Warning icon, 5

Web resources. See Internet resources

Web tools, 201

Web-enabled call centers, 212

weekly schedules, 178

wheelchair access, 77

Williams, Bruce (Six Sigma For Dummies),
319

workforce management software, 148,
159, 205

workload (call load), 149, 158

workload demand, 148



