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<= SC3E Model

» Sagatori Contact Centre Competency & Evolution
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<= Basic concept

= (Contact centres are not stagnant
P L e AR R L
» Continuous growth and change

PR R LA

= Change is not lineal
AV AN S A

E Di_ff_erent centres evolve at cl_ifferent rates
An[E] [P RENY Ay, ye i s A [
» Varies by industry {1k 2=
» Varies by company culture iyl i {k 55

= This model takes a ‘Darwinistic’ approach
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<< Charles Darwin

Charles Darwin, Biologist e
1809 - 1882 ) o

“The survival or extinction of each
organism is determined by that organism’s
ability to adapt to its environment”
AR T A AT AL R R
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<= About evolution

= The process of evolution ik 1) i #+¢
» Organisms mutate in both positve and negative ways
AVUERIAE S, A I DA
» Positive mutations spread and the negative mutations die
E AT A 57 F3 M4, DUIRIRY 28 5 iH 1

= Evolution has two types 45 795 fih 25 714

» Small change is microevolution

INCE €It A
» Large change, such as when a new species is formed, is called
macroevolution
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<= Phase 1 - Launch (Nil)

= Description &
» A new contact centre FEIL Ly MO EIE
» Minimal technology, Transferred staff, Reuse is KING
IS, R o T, B S IH 2 H) H
» Common drivers i W95l /)
» Need to handle call traffic better & fif-b &b BRI 5 ) 75 2
» Desire to launch a ‘direct’ channel v/ “ 1 £ 91k it i

= Focus for next evolution [ F—F Bk it £ 15

» Running in a more settled state VL5002 52 RUAR IS AT
» Commencement of data collection JT & £k i 42
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<= Phase 2 - Operational (Micro)

= Description ffiid
» A contact centre just focused on day to day operations
FHETHYESE
» Figuring out “how this thing really works” is KING
4B O A VY 5 S o] T AR 52 3 7 FE R

= Common drivers & WLAKZ)) /)
» Survival 417
» Basic business need A [l % 22

= Focus for next evolution [ F [/ By gk 1) A ik

» Seeking to learn from others -3k [ it A %7 2

THIEIS | <

. ctiforum.com S ﬂgﬂ fﬂﬂ'



Small scale
Evialiil fiénni Fiy
ileps




<= Phase 3 - Adoptive (Micro)

= Description ffiid

» A contact centre focused on adopting the standards of others
CIE T KR A A R by HE

» Benchmarking is KING
o FE SR PR b

= Common drivers 5 W.2K ) /)

» Desire to be as good as competitors 2L 55 5% T-—FEIT
» Desire to show “look how good we are” 3L G GG L "

= Focus for next evolution [ | [y Bt gk ) 48 o

» Seek opportunities to realise efficiency and effectiveness
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<= Phase 4 - Efficient (Macro)

= Description fji4
» A contact centre focused on driving internal efficiency
Lo T HEDE N
» Technology is KING (often see WFM here)
U REEARR GHEHAEDE B B HE A M R %)

* Common drivers i W5z g
~ To do more with less (or same)
A s/ (oA [R]) aIFEAME &2
~ Increased demand with no increase in budget

RN, FE ALY

= Focus for next evolution [r1] B Beis ik (1 £5 4
~ Seek opportunities for innovation and re-definition in purpose
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<= Phase 5 - Innovative (Macro)

= Description fji4
» A contact centre focused on innovating business processes
LE Ak SRR G
» Thought Leadership is KING 5 15 4l ELAH 41 4
» Often a large focus on Quality Management / Measurement

l!r,

3 & R e i T

= Common drivers % WLOKz) 1)
» Become more effective in management
WA s
» Quality in all interactions
AT Ll e SR i

» Focus for next evolution [n] BBy ik (1) 42 5

» Seek external change stimulus 3¢ [ R (1% 55 i A
Sty Inside and outside the organisation #7214 55 L Ae 27 2] 9f
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<= Phase 6 - Externalised (Macro)

= Description #ifi&
~ A contact centre focused on external elements for change
B i e i b D B
« Customers, Other departments, Industry trends of other markets
2, HApuahr ], Ha gl
» Intelligence and Interpretation are KING
T LU AR AR i 2 52 3w B

= Common drivers ‘i WL.3Kz) /)
» Recognition of limited growth opportunities internally
R P LS
~ Need to clearly articulate the strategic value proposition

i a7 T A e ks A 41741

= Focus for next evolution [r] | BB ik f £5 £
~ Seek specific targeted fine tuning projects
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<= Phase 7 - Refined (Micro)

= Description #ifi&
~ A contact centre focused on continual incremental improvement
iF FRrdk R R ot
» Analytics are KING
o P E A fi

= Common drivers & WLIKZ) /)

» Consistently deliverin Hf outstanding results
— LI AZ A ) &
» Maturity 1l

* Focus for next evolution |1 | i B i i 1) £
~ Evaluate company risk aversion profile
PR 23 ] 1 DA -t
» Seek to break new ground
SRS A
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<= Phase 8 - Pioneer (Macro)

= Description ffiid

» A contact centre focused on breaking norms and ‘the known’
BYE THTRcH AR “ 2 5”

» Contact centre influences new company-wide strategic initiatives
I 28 T S M) 2 ] Rl ) ol It o 25

» Vision is KING
o FE R

» Common drivers 7 W.42KX 20 /7
» Market differentiation ititn7: 51k

= Focus for next evolution ] ¥ B ik 1) 42
> Nil &
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Measurements underpinning the model
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<= Out with the old

Process Technology
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Unbalanced Evolution
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<= Unbalanced evolution

TECHNOLG Y

MANA SEMENT

/

‘RONMENT

EN’

T1IEIS <<

. ctiforum.com S ﬂgﬂ fnrll



Where is China?
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Singapore

Hong Kong
Malaysia
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Conclusion
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<= 3 points to remember

* Contact Centres evolve
P HY Gy A T AN i gt 2 HH
» Mutation and natural selection
5Ly SRR
= Evolution must happen in a balanced format
P A B I]
» Not ‘one leg longer than the other’
AT — B G . — K AR
* Phase 3 or 4 is quite normal
5= S UUBr B A
~ Very few centres will ever make it to Phase 8
o)\ B B R R G
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