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Highlight of Global Call Center Best Practice
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Highlight of Global Call Center Best Practice
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Highlight of Global Call Center Best Practice
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Highlight of Global Call Center Best Practice
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Highlight of Global Call Center Best Practice
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Highlight of Global Call Center Best Practice
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Highlight of Global Call Center Best Practice
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Highlight of Global Call Center Best Practice
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Highlight of Global Call Center Best Practice
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Customer Segmentation
Differentiated Customer Treatment
Predictive Routing
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Online Ordering

Tomorrow

Intelligent Sales & Service
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Contact Center Capability Maturity Scorecard

Service &
Sales

People
Management

Operations
Management

Business
Planning &
Execution

Customer Access
Customer Interaction
Fulfillment
Complaints

Recruitment

Training

Performance Management
Coaching

Recognition & Award
Career Development
Employee Engagement
Call Quality Management
Workforce Management
MI & Reporting
Knowledge Management
IT Support & Maintenance

Site Strategy & Maintenance

Supplier Management

Contact Center Management

Change Management
Continuous Improvement
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Call Quality Management

CHEGRER LT R = e ' : 1~ Calr Quality Management 1

- ! Operations | Ul kel ,
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“— H Knowledge Management
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]
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Customer Segmentation
Customers are segmented based on key criteria such as O mEaltE] Jel eSSl = e El) el
> geographic location, value, loyalty, etc. contact centre people, A2 QoM =2 MY [(I2 D2H
Area Capability processes and tools are aligned to derive the maximum value ; ; o ==
from understanding this segmentation e.g. IVR used to identify — ;‘; e o2 = =
> 1 customer segments, intelligent routing allows dedicated teams e UM N=SIE2EBIESZ
Service & | cmensiaes to handle customers in accordance with segment-driven Inbound Sales< & 23t 2Ot ~El
Sales Customer Interaction processes etc. Segmentation data is regularly reviewed and
Eulfillment processes realigned to needs as and when they change.
Complaints Contact Methods
People " Recruitment 1 Customers are able to access customer service through o ZEIHY HEY L AN 2ot gl
Management : e : multi_ple channels including phone, internet, email, click to talk e MY 28 N AHE = 1Y
g 1 1 and instant messenger A2
I Performance Management | =
| Coaching : Contact Routing
: Recognition & Award : Each contact channel has been designed to optimize the
I Career Development 1 customer experience, ensuring that cus_tomers are able to
L ! access key information quickly and easily e.g. IVR has no more o DWEZ( ([}IZ ACHR 29 Yot
Employee Engagement than 3 levels, website "speaks the users language" and has
; et ahei e been structured in a user-friendly manner. Telephone routing
WEETEHCRCI -2l Quality Management | supports the customer segmentation strategy (e.g. low value
Management ! Workforce Management | customers are routed to cheaper service options such as
= “MI& Reporting =~ """ "~ 1 off-shore) and skills-based routing ensure that customer
K ledge M ; queries are handled by the most qualified agent. The routing
TS anégemen also supports the induction process by ensuring that new
IT Support & Maintenance agents are routed simple requests which gradually escalate as
Site Strategy & Maintenance they become more experienced.
Supplier Management Self Service
. . . L i 2t5l2 E51 o|lol=
Customers are able to answer simple queries through S:’elf Service 23S Sofi, A LS
self-service. This is accessible through both a self-service == A 8ot =gl

website and through an automated phone service. The
approach to self-service has been designed in order to optimize
the value of each interaction e.g. simple queries are handled
through an IVR. Where appropriate agent's inform customers of
self-service options that are available to them.
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Workforce Performance Management
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Copyright © 2005 Harvard Business School Publishing Corporation. All rights reserved.
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=|1.7 times |3.4 times
: g more effective | more effective
: $ || than the

: 2 || baseline

. (@)

. c

Ll

: © 1.7 times
: £l Baseline |more effective
: I than the

8 baseline
Low Employee Engagement  High
:

250 UAS0| AL ASLILC

A9 10%2| CSRY AR & DU B = 86%2)
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(The best 10% of CSRs produce six positive
interactions for every negative one, whereas the
worst 10% yield only 3 positive for every four
negative encounters)
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WPM — Accenture’ Agent Performance Repository

Contact Center & & &2 &2t
RepositoryZ 2|6t X% F=&ot) [ASLILCH

Accenture’s Agent Performance Repository

Moving On
Ready to explore new opportunities....

Change Compliance

Ongoing Training

Rewards & Recognition

Delivering the Customer

Experience
In the thick of it, doing the hard SR RSN
work....

Performance Reporting
Call Handling

Agent Performance

. Repository
Hiring & On- Nesting/Shadowing i <
boarding Consolidated folder of agent
— performance history for all
Just getting started.... Agent Certification stakeholders and decision driver

throughout the Agent Performance

New Hire Training Lifecycle

Hiring Process !

A
| Impacts to Key Business Levers |
| Accenture Tools, Processes, Services and Experiences |

24

Ads/Pre-Screening

23510 22st =2 IHSE WAHIE Performance
ol

Value Proposition

Cost savings via:
* Reduced attrition
» Call center roles = a career

Cost savings via:

* Reduced AHT

* Reduced call volume via
increased FCR

» Agent satisfaction

Revenue increase via:

* Increased Customer
Satisfaction

Cost savings via:

* Increased agent hiring
rate

» Shortened on-boarding
timeline

Revenue increase via:

* Improved hiring match
skill needs / hired agents

* Increased sales conversion
rate, up-and cross-sell
» Agent satisfaction

Cost savings via:

* Improved operational
efficiencies

» Speed to delivery

» Consistency

* Prove tools

-
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WPM — Accenture’ Agent Performance Repository -

=kt Ao} 2t =2 A& A Z Performance
&5 A= LICH

=
T

Contact Center & & & 2| &
Repository& 82|65t XI5

}_I

Initiative Components
» CIC Competency Model

» Sample Job Profiles

» Advantage Interactive Recruiting Tool

» Behavioral Interviewing Model

» Agent Certification System

* New Hire Training Content Inventory

Agent Performance
Repository

» Pre-screening Scores

* Performance Simulations

: : * Interviewing Results
Nesting/Shadowing

* New Hire Training Scores

Agent Certification « Certifications/Skill Levels Achieved

New Hire Training * Proficiency At Nesting Completion

Hiring Process

Ads/Pre-Screening

Impacts to Key Business Levers
Accenture Tools, Processes, Services and Experiences

, Proc
-
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WPM — Accenture’ Agent Performance Repository :>-|:>

Contact Center & &0 A&k A5 22e =2 HA WM E Performance
RepositoryZ 2|6t X% F=&ot) [ASLILCH

Initiati onents
¢ ¢ Workforce Management
* Ag€ lagnostic

 Call Center Change Deployment Process

» Rewards & Recognition Framework
« Call Handling Flows
» Agent Performance Platform

» Agent Scorecard Agent Performance
* Supervisor Blueprint/Ratio Je&0l Repository

» Coaching Model * Quality Scores

« Communication T, « Call Metrics

» Accenture Leafnin * Revenue per Call

» SalesCgach * Training Scores
e Si S « Skill Levels Achieved
IICQM » Strengths/Areas for Development

Impacts to Key Business Levers

Accenture Tools, Processes, Services and Experiences

L Provenassetstodeliver ahigh performance contact centerworkforce |
-
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WPM — Accenture’ Agent Performance Repository :>-|:>

Contact Center & &3 2| A2k 250 2st =2 & WA E Performance
Al = o)

AGR
Repository & 82|60 t) AsLICH

2t DF
= o
A

KXl

=
.

Initiati
< » Agent and Supervisor Career Model >
I ——

» Sample Retention Programs

« Attrition Cost Calculator

* Exit Interview Process & Root Cause Analysis

Agent Performance
Repository

» Career Progression

* Time at Level

 Attrition Reasons

» Landing Spot Post Attrition

y

A
Impacts to Key Business Levers

Accenture Tools, Processes, Services and Experiences

L Provenassetsto deliver ahigh performance contact centerworkforce | S
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