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Brad Cleveland

Incoming Calls Management Institute (ICMI, Inc.),
President & CEO
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- |CMI's Call Center Management Dictionary
— Call Center Management on Fast Forward

Incoming Calls Management Institute (http://www.incoming.com)
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An Inside Look At * How skills and knowledge are developing
The Call Center Profession * How the best call centers operate

Understanding The Driving ~ * Random call arrival
Forces Of » The visible and invisible queue

Incoming Call Centers » The 7 factors affecting caller tolerance

Establishing An Effective * The 9 inter—related planning steps
Planning Process * Developing a proven planning process

» Service level and response time in the multi—channel
Understanding Service environment
Level and Response Time ¢ How quality and service level interrelate
» Choosing the right objectives

Acquiring * Spanning organizational boundaries
The Data You Need * Avoiding "info—glut"

» Understanding call volume and call load

» Proven forecasting methods

» Blending quantitative and judgmental approaches
* Avoiding 10 common forecasting mistakes

*» How accurate should your forecast be?

Forecasting
The Calling Load

» Defining answer groups

» Erlang C versus computer simulation

» Staffing for e—mail, networks, skills—based routing,
long calls and blended environments

Staffing The Right Way
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» Service level versus occupancy

* The powerful pooling principle

» Staff versus trunks and network costs
» The dynamics of group size

* The law of diminishing returns

The Implications Of
The "Immutable Laws"

» Available alternatives
Organizing » Preparing for exceptions
Effective Schedules » Getting buy—in from staff
» Schedule adherence — without autocracy

« Why (and how) your agents should be involved in
Cultivating Collaboration the planning process
And Buy-in Throughout * Making a case to senior management

e Coordinating with other departments

* The information to watch
» The "where is everybody?" issue

MReaI IS » Understanding caller behavior
anagement . ) ) .
« |dentifying feasible real-time actions
» Utilizing real—time strategies appropriately
« How "actions" may conflict with objectives
Performance » What to measure — individuals
Measurements » What to measure — the call center as a whole
» Effective monitoring and coaching
» Service level with quality
Improving Quality » Beyond platitudes — improving the process
And Efficiency » Assignments that will yield proven results

» The structure of your call center

Leading Practices And » Characteristics of leading call centers

Your Professional * Your professional career path and development
Development » Action Plan
2 dANs SAS"Eoz XEELICH / 108 522 28 10AEE 22F S5AIMHAI 340 NSELICH
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Korea Callcenter Information Research Center

We are Callcenter Professionals !

Tel : +82-62-530-0365 Fax : +82-62-530-0119
http://www.callcenter.or.kr
E-mail : webmaster@callcenter.or.kr



