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Beware, my son, the Consultant- Part 2
By Colin Taylor

Founder & CEO

So why do companies and organizations hire consultants? While intended as a rhetorical ghestiGmrhe readerspeat the question
out | oud and in earnestéoReally, why would you!o

Letds deal with some of the wel/l k mhe most comanort réasoa for hiring a callcorgactf o

center consultant is to gain knladge or a skill set that is not present in the client organization. This is often related to sub sets of
call/contact center knowledge.

Some centers require knowledge that can only be distilled through many years of operational expertise in calthodntentgperations
or simply by someone who has made far more mistakes than they have. Of course, not all engagements relat&nowkadgeaca
number of organizations need help with the basics. In both scenarios the consultant is engagethteraad skill.

Some centers have veteran call and contact center experts in place; the challenge for these organizations is nottliat theywdo v e
or knowledge internally. But rather that the resources that possess the knowledge arertiedtigplgrojects until well into the next
decade. In this scenario the consultant represents additional bandwidth or bench strength.

The second use of consultants is to drive change in an organization. All organizations develop constituenciesnbbiowork

together. People and groups become wedded to ideas, concepts, solutions, processtdraf thinking about problemfaced.
Consultants can bring fresh ideas, experiences and approaches to all sorts of challenges in and emotaxt tenter. Astute managers
employ consultants to create opportunities for change where before there was only inertia or stalemate.

Finally there is the Al d&m a nice guyo engage meadnewdekecuse i s
difficult tasks Beware the consultant who arrives with an axe, chainsaw or even a small paring knife. Their job is to cut and/or to
recommend whor whatshould be cut. Often the client may already have their list, which theg siithrthe consultant. All the while

they plead that this is to be an objective process. Yes this is a bit distasteful, but it does happen. The use ofah® tonsulh t h e
call center chainsaw mass acr é&dnthkideisionMacheagelliaThaPrircaspdathe@enermlsto db h e
distasteful things that the Prince could later repudiate but accept the benefits from thératttese casebe role of the general today is
theplayed by the call ceat consultant.

Often consultants are employed just s osetexeativesangomwithitheie i n c h
subordinates in damning the consultantyoli blamethe consultants, then ownership for the distasteful decision is defused to the
collectifveemttthemdiuso. Of course this is not |just todeteemingff c

anideaorcorept h ais to Baveetg sobisultant present the idea. Then wait for the reaction. If positive, then management can |
on board. If
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negative, youcanjoimor | i sten to the chorus of O6Boosd. Trhti si shatsh e ein
you can al ways tell who the pioneers areéthe ones witkwithinar r
an organization allowing them to be the parent of good ideas or brilliant at firing consuithrpeer ideas and approaches. Both ways
management wins and heroes are created.

Before hiring any consultant look at your organization; plum the detyour internal call/contact center knowledge. Do a serious
assessment of the knowledge and expedgour contact center organization possesses. For each critical role look at your incumbent.

ask yourself this questionéoif this was my $6 mill i.fyurdol |
answer i spetrified, afmaid, cohceraed or simijJarhen gi ve yoursel f 1 point. I f you
Eager and Excited (andtheat t er i s not just the meds talking), give your

Excited (and it was the meds talking) give yoursel fedd,pdiun
that the initiative is doomed and you are only saying this because you have invested heavily in the competitoes sfiwekyourself 10
points, because you wil/| make so much money you wondét need

I f you have no answer because you candt identi fy nathepatimte i n
senior management and degot trifle with the little people in the contact center. But for the rest of us who have not just potentially
incurred the wrath of the SEC, your answer will provide insight into the role a consultant could fulfill. Of course,eéh¢hkeigore, the
less you are likely to need an external consultant.

While | have written about and potentially offended and derided those consultants whose primary experience lies withatea corp
captive center, and t hen t hos e aplaeedfor alldahree carmps.d mosetwhihecorpoeate, daptives c@nte
experience can be very comfortable in larger bureaucratic organizations with decision cycles that are more deliberatesUltass
though may be unaccustomed to dealing with floorlamedstaff and issues where speed to decision is critical.

Similarly who better to deal with vendors, than someone who has been on their side of the table and know the parlodipwicks of
vulnerability? Who better to spot a ringer than aringar? It he wor ds of Pogo Al have met the

How to go about hiring a fdAcall center consultanto?

The internet is a great resource and a quick Google search can help you narrow down the field of candidates to 32/0P@;fI0sBI
highly touted ability to narrow searches with gioint accuracy gives us a far more manageable count of 9,070,000 matches. While bc
of these searches are helpfrdu may wish to drill down further. A search on LinkedIn identifies 423 results, but ballod32000 with
the quotes removed. In spite of these findings, you may also want to look at industry groups suéif AsstthéCNG.

Regardless of how you build your candidate list, be suask for referrals and check references. Waunt to un@rstand the potential
o6fitd. Hav similarlwerkbefdre im the darheevertical, for a center of the same size and maturity?

Interview the consultantndnot just the head of the firm but the folks you will actually be working with. As&kt t ough ques
you would do in this situation or that situation. Try to get some insight into their personality and ask yourself: Camithwbik person?
Would I like to work with this person? All other things being equal; you want someaneiff@njoy working with. For some it is
important to have a sensehafmor. (Because, of coursdwuymoij fi yos dosdtnbveumany

Regardless of credentials, some buyers will only purchase from large behemothmgfisoif go onbe atiger. T hi s i s t he
fired for buyi n.gVhileBguwightieccomfathbleemendberlthat marfirm are selling their pyramidf staff. By this |
mean you meet the senior staff until you buy. Them uspdnd the mjority of theassignment trying to figure out where they went and
who allthesetwentysomething ROC6s (1 nt er c hange ab |aadbswhRhegdreemii2dding tbemsel@ethinl e g e
organization. Often it is a critical elementtoh ei r business model . This can be worse
out from your contact center. Out, out damn spot.

Also important ishow the consultant will price and quote your project. Time aatekalscan sound like a safe way to go, but
combined with a vague Scope of Work and it can be a license to print fimoribg consulting firmFixed price project costingrovides
budget certainty anid a better approach for most clients.

A fixed price combined with a robust &we of Workcontrols costs bettelt prevents you from finding call center consultants roaming the
halls of your offices six months from now, muttering something about scope change and the fact that they need a new fisetdh. Th
price, fixed scop model also allows for easier calculation of the project Rlen should you hire a call center consultadtiy when

you can identify what you need to get dontu should have a robust scope of work in mind, have confirmed that you cannot complet
this task employing existing resources or donét wthethoughtoYou r
should also have the budgetle confident that you could get the project funded with an appropriate Return on Investment.

Consultants are people too, well at least most of us are. Regardless of where we came from we are all products ohoasexperie
Understanding your needs yoredetter equipped to select a consultant with the best chance of success. Good Luck!
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Let us know what you think of this article, please wgitw.thetaylorreachgroup.coor send us an email at

ctaylor@thetaylorreachgroup.com.

The Workforce Management Manifesto
By: George Xourafas

Regardless of the particular product or service supported by any contact center, customers expect thregsmain thin

1 Customers expect their contacts (i.e. callmadls, chat sessions) to be answered quickly.
1 Customers expect to deal with somebody with enough knowledge and skill to respond to their specific needs.
1 Customers expect cheerful, motivated, and resiperinteraction.

Hitting that sweespot of cosdriven operational improvements and excellence in service quality is what workforce management (WF
is allabout In order for WFM to be a successful endeavor, its presence twesmipower manageendindividual agents as well. Sounds
like common sense, does it not?

Surprisingly, this is more of a guerrilla mindset than one would think. With WFM processes, tools, and technology foageet on
empowerment and customer exignce, the most significant challenges facing contact center managers today become solvable, sim
problems. A robust and effective WFM implementation should:

Achieve Accurate Forecasting

Enable Perpetual Intraday Excellence

Co-ordinate a MultiSkill Contact Center

Empower Agents Through Seffervice Capacity

Eliminate Conflicts Pertaining to Service Level Ownership

=A =4 =4 -8 -9

Achieve Accurate Forecasting

The root of contact center success is an ability to consistently meet botlteshoand longerm goalsWorkforce management provides
the insight necessary for contact centers to build comprehensive plans by first providing accurate forecasts of coetactdvmsource
requirements. It is crucial that organizations get this right, because even simtibws from the plan can have a tremendous impact on
the performance of the center. The most accurate forecasts automatically account for recent daily trends as wellla®hisiesca
seasonal trends and expected contact handling times, while gpfelyaminimizing the impact of anomalies.

Enable Perpetual Intraday Excellence

You need to understand, and remind yourself constantly that the contact center operates continuously, and that coetlanoassexc
required. Complacency is an expeesproposition. Achieving targets on a monthly, weekly or even daily basis means nothing if
customers are falling through the cracks; every abandoned call represents direct impact to revenue and customeeyatygany.

Improving the customesxperience requires more than simply enabling optimal schedules. Companies must avail of technology that
enables the immediate impact assessment of schedule adjustments, and allows for flexible changes to be made on aicement's no

The flexibility to make scheduling changes with rapid precision, down to the qunarteris a necessity. These rapid changes allow conta
centers to quickly arrange overtime with agents already present during heavy contact volumes or save unnecessary sepeimges by
people home on unusually quiet days. Even in situations where a change in schedule is not necetisag@yadbatence monitoring

allows coaches and supervisors to take immediate action when agent adherence or customer service levels fall belpwrttee target
exploit opportunities for additional coaching and training events. Rather than waiting for yesterday's report whichlimigmiyate
problem existed, managers can intervene to resolve the difficulties agents are experiencing and bring blaelcerttecompliance on a
reattime basis. These strategic decisions must be supported with ongoirigneeahalysis, monitoring the impact of intraday staffing
decisions; this will ensure that such decisions can be made with greater accuracy arigt eadhitime.

Co-ordinate a Multi -Skill Contact Center
Hold on to your hats; explaining this could prove to be complicated, but don'testifeate this important aspect for one second.
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Effectively coordinatinga multi-skill center is the backbond first-contact resolution and overall casintainment.

In the real world, scheduling agents based on expertise can be difficult because many agents will have different letarg ovena
wide range of customer contact drivers and service tofibslistic view of the multiskilled agent population is imperative.

You need to be able to accurately forecast demand based on the required skills to handle each contact driver, antethgardlloca
availability that is proportionally balanced totgbe right amount of talent into the right contact queues. By doing so, you can ensure tl
more customers will reach appropriately skilled agents on the first attempt, decreasing operating costs, and increasiotenstpres
and agent satisfactiolou can't do this using MS Excel. You have to spend money to madegtevent losing it through substandard
service and poor firatontact resolution, so start looking into investing in a workforce management technology solution that is the rig|
for your organization.

Empower Agents Through SelfService Capacity
Giving agents control over their destiny can pay tremendous dividends. Not only will agents see themselves as-tekayctmmgonent
of your strategy, but better morale leads taatge productivity and a more pleasant experience for customers.

WFM should never be allowed to be misconstrued as dictatorial. If that happens, your implementation is misguided andeatedve
from the path of agent empowerment as a means a\dnbicustomer service excellence. WFM should provide agents with the ability -
input their preferences, request vacations and facilitate schedule trades with little management interversgoaic8atiols should also
include agent performance traclirallowing agents to view their performance compared to goals and to peer groups. Make sure to
augment this functionality with proper education and interaction with agents and supervisors to ensure purpose anchobjeetiveend
harmonic.

In empavered environments, agents will feel like partners to change implementation, rather than merely tactical targets ohelyjange.
will better-comprehend their impact on the objectives and vision of the contact center operation, and will inherently taskepoowss
making such objectives a perpetual and successful reality.

Eliminate Conflicts Pertaining to Service Level Ownership

Who owns, and is ultimately accountable for service level performance? Aside from Bodog, where | had the opportudity YuHEMil
structure from scratch with complete autonomy, | have seen in every contact center operation | have encountered aaimnfilictqpe
the overarching authority over service level performance between operations and workforce managementagisofession

This is counteintuitive. Service excellence is the responsibility of the entire organization, for it is with an organization's multipte mov
parts that a holistic and sound service offering is possible; therefore, it is ridiculous to asswme single functional group has ultimate
authority and responsibility for service level performance.

WEFM is responsible for accurate forecasting, recruitment planning, scheduling of existing staff, and intraday optinipatiiapss and
managers & responsible for execution on that guidance, the quality of customer interaction, and the career development of their ag
By satisfying these grougpecific objectives that are unique and only mildly connected, and striving for targets that aréetpmjitén
each group's scope of control, you eliminate conflict, yet achieve a collective contribution to overall service excellence.

The only surefire way to differentiate yourself from your competitors in this day and age is by beating the pahtgaf competitors
when it comes to providing service and support. An effective WFM implementation is imperative in the pursuit of thisloéydywill
help you address all three requirements each and every custorigphmseshelped quickly, knoedgeably and with passion.

This column was written b@george Xourafasseorge is an industry veteran with a passion for WFM and customer service, George is
available for consulting project¥ou can reaclGeorgedirectly atgeorge@xourafas.com

Let us know what you think dhis article, written by our guest columniglease visiivww.thetaylorreachgroup.coor send us an email at

info@thetaylorreachgroup.com.
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Inside TRG

Research Study Availability extended to Dec 31st

We have extended the free download period for our poputars e ar ch r e por t -€Charinél Eahtact Jeotev, &mail,sanda
Chat: Emerging Cont antlDecGR nrtthsr23 phge cepant eXdamines ahanidel adoption, best practices, hosted
versus premise based solution and the advantages, shortcomings, and trends for both Email and Chat as contacteienier ghbia
copy of this report please click on this lifkowards a MultiChannel Contact Center

Customer Reach Readership Survey

We are conducting a new readership survayelp us to better serve our readers and we would like to ask for your help. Please click o
this link http://www.surveymonkey.com/s.aspx?sm=8Ig_2bja_2b4IPTLKw2B6R8AndiB®Bdo participate in this 5 minute survey. We
will conduct a draw from all participants who registemia their choice of onef TRG published research studies

Holiday Wishes

As another year comes to a c | aisdngdotvnDidyouachigve what ydubad hopdd) wasittas o
bad as you fearear better than expect@dCertainly 2009 has been a bad year for a lot of people, weak economy, job losses, flu pande
etc. But as you count down the days until 20&@dourage you to look ahead and see yourself meeting your goals for thEhggesay
positive thinking is all in your head. A positive outl ook

On behalf of all of us at Customer Reach @hé Taylor Reach Groupwould like to wish you and your families a happy and safe holida
seasorand great happiness, health and success in 2010.

Speaker Bureau

Do you need a speaker for an upcoming event? The senior partners at TRG speak reguldHiynga adintact center. If you
would like to discuss our speaking or just to hash around discussion topics please cqitanewE16-979-8692 ext 200 (John)
or ext 200 (Colinpr emailjcockeril@thetaylorreachgroup.cogtaylor@thetaylorreachgroup.com

Upcoming Events that TRG is a part of

The following events will feature TRG prominently as a speaker, presenter, or facilitator. Westvithgre details and site links once
these are available.

Malaysia- Employee Attrition and Retention Strategies for Call Centers, January 19 & 20201Q Kuala

Lumpur

Colin Taylor is conducting this two draopuldbenvorte mae thaeUSEobillikns h o p
(RM17.55 billion) in 10 years if local firms can win bigger deals internationally, said Outsourcing Malaysia (OM) chainithWDiag.
The business process outsourcing (BPO) and call center markets in Malays$ eagcfang up with countries like India, the Philippines
and China. Regarded by analysts as an emerging market for BPO, the local shared services outsourcing industry is Ritib@bout
million and growing at 30 per cent per year.

There are now 600 Baenters in the country, employing about 25,000 people. The call center and BPO industry is one of the most I
intensive which, based on estimates, currently has a work force of around 200,000 employees for the entire industrgraimdissito
grow rapidly. Being an industry that relies heavily on labor supply for continued growth, the attrition rate, which haslaretagd

19%, is of great concern.

Employee retention is one of the major problems of call centers and BPOs given the unusgahditions, the unusual work hours and
demanding responsibilities on the employees, which many find generally exhaustive and draining. But, since this iretubggwigjion
manpower for continued growth, it becomes imperative that they are allepgbamd implement effective talent retention strategies if
they want to become competitive in the market. This 2 day intensive training course will help call center managers eedktsam |
identify the crucial ingredients to manage staff attrition

This intensive 2 days training course will enable participants to identify the main causes of attrition in call centisranBR@ared
services and to come up with effective strategies that can be put in place immediately to increase staff red@mitigreourses of this
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type which focuses on staff retention issues in call centres@B&@ shared services are very few in the region. Therefore, do not miss
this opportunity to attend this intensive training course. It is truly a must attend fallaiéhter Managers, Supervisors and Team
Leaders to address the number one problem haunting call centre& &R{hared services todayigh turnover and staff retention.

For more information please visit the conference webhsipe//www.jfpsgroup.com.cn/kltrainings/AttritionM

6th Annual Istanbul Contact Center Conference & Expo, Istanbul Turkey, Oct 25 & 26, 2010. The
conference theme is The Valuef Delivering Extreme Custornrer Satisfaction.

Colin Taylor will be speaking on The Customer Roadmap, customer Experience and Customer SatRfantiong the Journey and
Executing the Plan. More details to follow.

IQPC Call Center Summit and Call Center Exchange January 26 to 29 2010

TRG is a sponsor and will be attending this event in beautiful Orlando Florida and holding many meetings. If you arg attadn
interested in getting together, please drop Colin a nat&gior@thetaylorreachgroup.carror more information please visit the event
websitehttp://www.callcenterevent.com

Case Study

Improved  Service Quality, Red uce Cost and create a Profit center at Specialty Retailer

The Challenge:

An International specialty retailer never expected Ecommerce to become ldiggcaessful. What started out just a few short years ago
as a couple of people answering phones ipstmpf the websitgrewto more than 50 people. The call center was increasinglyed as
a cost centeManagement was reluctant to keep adding staffhat waseen as adding little value to the company

The Process:

A Strategic Assessmeahdto-end review of each of the 'moviparts' within the call center infrastructuwas conducted to establish a
baseline and identify prioritieg heengagement assessed fieople in the call centers, their skills and competencies, the processes,
procedures, operational methodologies, technologies, quality and service practices and business dihjectreedts were compared to
proven operational practices. The comparigap and the business objectives vaaralyzedo find the high value high return projects and
tasks thatouldbe completed by the management themselves.

The Solution:

TRG recommended and implemented a number of initiatives including redesigningthéanal model, empowering agents, introducing
multiple channels (email, chat and IVR) and shifted from a call center to a contact center.

The Result:

The center went from a cost center in 2008 to more than million dollarsipra@09 Productivity improved by 54%while the cost per
contact declined by 47%. At the same tireduceccall handle time, improvefirst call resolution, increaseanswer rate by 33%service

Level attainment improvedylb0%over the yearWith the work still in progress we anticipate even more improvements ian.
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