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Improve Contact Center Operations
Empower Contact Center Employees
Enhance Customer Loyalty
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. Who is ICMI ? HLIAA-24

. Past, Present & Future Trends 132, IRE&AKRFKFEZEE

. Customers Keep Changing &2 PAF AT EHF

. Build Call Center Value on All 3 Levels MFRY dr(MME 4

. Right People, Right Metrics, Right Everything! IEFaBEY A 52 -
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ICMI 21#? Who is ICMI? e

The Internatmal @store r M nagene nt
Institte (IQM ) is the leadi ig g doal povicr &
comprehensive resources for customer

14 Y|

Consulting Training

<=

management professionals — from frontline
agents to executies -who wh to iprove
customer experiences and increase effierti es at
every level of the contact center.

ErE P EEFER (ICMI) =

N3 REEEEEY LR pEpegmslAt, M—
; 5% B s & ZEFISEEEAR, N
e Practices ht SEEXETAKR. 125
B3 EENEMAL, 2HEs
& Vi R SR E AL

Téeggs

IAIE
Certification
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1.Past Present & Future

PPy A it 2. BAE R SR
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2= The Past -

N Use the Past as a predictor of the Future
IR DR E A SR, RTLAT DL IEAY Aol BY R SR
N Tell Compelling Stories 13X B =
p History & Evolutm i 5/EZ
P
P
P

Product Line & Services Oftrigs Frin 5 R HYIE (L
Compettie Ervi ranent  FFINE
“Reason for Being” IZ7ERI = X

icmi.com | 800.672.6177
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IL7ZE The Present LI

N What about this economy?

ZFIRRERE?

N The importance of Customer contact services in good or bad
economic environments

TSI E BT, BRBEROEY

N Remember we’re part of a HUGE & growing industry world
wide

NMERAF A —PTEXMEF & RRITI

icmi.com | 800.672.6177
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imternational Customer
Management Institute

The scale of Contact Center Industry

- 18 million agents, worldwide

1.381Z TAE NFEI)
3.6Y%

N\ A B R AR B
180013k uKiz’s
Py e

AN BB 1) A0
kR, 54700
JTAR B %

‘n 50077 L AR,

* 1.5 million managers
- U.S. $485 billion invested annually

icmi.com | 800.672.6177
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imternational Customer
Management Institute

The scale of Contact Center Industry

N Four out of every 100 employed Canadians word in contact centers (Estia ted &
500,000 employees)

FE10007 INZ RPN B st afr gtBR 1 BERY i (K £9500,000 22D

N In 2008,Canada was second only to India in attacting nev c et ers

20084, MEXZURTFENERYISE —m&eeMR 5 FTRYAFA /0 Ry [E K

N The industry accounts for 4% of Canada’s GDP

XA S InE KGDPARY4 %

Begk b0 B RN INEAR MY -5 R 55 SR 578 S L Z B KT o

Contact Centers are key to the comperiiness of taadi anbisliess aes JU Saylcealll it

icmi.com | 800.672.6177
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imternational Customer
Management Institute

Around the world

N One of the major challenges facing India & the Philippines is retaining stafffar
overnight shifs

EXNENEMFEREN—NEEZRETA 2N IR EBE RN RT

N LathAeria has the fastest onp ound anual gow rate in Zentpositas intte
world at 16.8%

RT MBS SKEFIERFRNLFIRG, XMIF216.8%

N In Mexico alone, agents working for outsourcers will grow from 33,500 in 2006 to
80,000 by 2010

FEEME, AHEH0TIELIERF 20064 133,500 1<% 2010680,000,

icmi.com | 800.672.6177
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F3k The Future e

N Where is the profession headed?

XA ERMl R 5 m 1A 77 7
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Rk The Future i _

1. Customers:f iInformed 'expeotations
Ry 1]

2 Employees levels of skill & engagement'
L2 I‘E

3. Products & Services: More & emerging faster
7 i 5 55 2 1

4. Call Centers: Structures

BRICE VYN =)

Strategy

icmi.com | 800.672.6177




i AREF Technology Trends cm'mm

The world is speeding up, and everything in society is moving toward the virtual,

. Functionalit
the personal and the connected. Here’s a look at some trends whose tie has y

Availability
come. - from ICMI Call Center Report 2008 Response-ivity
(Responsiveness)
T F TEAE I3, A0 AR AR T R UM IE R, 2 R T AR Usability 7 Clarity of Use
= 1CMI IFERY H IR 452008.) Interoperability
Scalability
Five Key Call Center Technology Trends Securily
IP Contact Speech Call Certer Speech Presence
Cent Self Tzchnol Analyt in Gontact HF
T O Eficiency T Stlilu:‘r :uzﬁi?gm &ﬂrf“}r:::; Iqﬂeﬁ:':ls Manageablllly
ESE ’ ' Supportability
On A Effectiveness
=5 Reliabilit
S §& CustomerLoyaly o Speech Analytics/ s

Talephony Recognition Data mming Exte I'ISIblllt}'
Convergence & Computing Advancements

Maintainability

-E Personal Components

=

@ A=

= Virtual ’ Standards 38 Figure 2: New technologies must
E Cannected Open Sowce =3 4 navigate all the elemeants that
a Spectrum Silicon Software Storage ﬁq -

o : : ] ise quali

8 Immediale  Continual Core Technology Improvements Specialization COTTECINE Al

Figure 1: Factors driving new technology into the call center.

............................... 0
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Keep Changing
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imternational Customer
Management Institute

Benchmarking Research Tells Us

N “48% of consumers say customer service has the greatest impact on their loyalty to a company.” --
Genesys Global Consumer Survey

“48% HIIHBREINABZRPRFRRIEZE LEWEXN 2R BRIRE. ”

N “The inability to reach the right person with the right informatmm divws more than half of customer
service dissatifactim -Yankee Gow, @ | @&ter Mh ager’ s Foum
TEGREMMARZERMNERESTREBE—FHNERIAHEE. ”

N “Long waitig ths stil lae the greatest impact on customer satifactin "~ M chant’ s Gmt act
Center Benchmarking Report

“KEEEFERRETIE A inEERER.

............................... o
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imternational Customer
Management Institute

nical Customer Expectatms

N Demand increased access
ERIEMMIEANFE
N Less willing to wait

B /D EFFT(E
N More immediate response — NOW!
EZAIFEE-5 k!
N Demand more informatm
EXEZER
N Want speedy, eftctive r éovery
B REE R R E

N Make more complaints and quicker

RS IE BB R

icmi.com | 800.672.6177




=W 22 Trends observed by ICMI e

Contact centers are beginning to focus more on maintaining and enhancing customer
loyalty by managing the customer experience. Why?

A RO IR E S FE AR P RIREHEFmE L. At Aale?

(@Customer loyalty has become more important than ever — lose one customer to a bad
service experience and a company stands to lose many more potentd astare rs ace

the word gets out. 2 P BRI E LLEAI AT IRE T HEEE —— XIMBIRF IR TR E P
MRBEHOMBEESSREZHNEZRREK

(@Recent studies show that about 57 percent of customers leave a merchant afer jist
one bad service experience. JTHA i 5 B 7R K 24957 %6 BI R P X E A — X N IFRI AR B AR
BT EAER.

@It costs 7 tim's more to secure a new customer than to retain an existig me. F&—1

& PR B HEIR— P E R PR 7E-

| hired ICMI Consultig R e | E00-G12 6377




=W 22 Trends observed by ICMI cm',.m

@  Based upon the 2008 ICMI Contact Center Operatims Rport, ol y $. 26 d fimci al stor
contact centers in the U.S. incorporate direct customer feedback into the monitoring

scores. ZTFICMI2008M Il A IZERE, TEEEERBRSITWIFEM L, HE36.1%EEH
RARPANGREIE N R S o

Incorporate VOC into
monitoring scores/feedback

Do not incorborate VOCinto
G e e

I h|red ICMI COI’]SU|‘L‘I’g icmi.com | 800.672.6177



17V Z Industry Trends -

Customer Experience Focus: PR E S
@Adopt processes and technologies that ORHAHARENEARENEFIALE?
enable Customer Experience Management. 0 E#L

U Virtualizatm 0 ETIPHIRE

U IP-based communicatins O EEFET]

U Remote workforce u CRM*&A

U CRM Integratin U ZREWMAE

U  Multidhannel oord ratin U BR%E

U  Self service and hosted alternaties

“Commit to listening to your Customers!”

”ﬂ%’ﬂﬁ lﬂfu H?gF"”



17V Z Industry Trends - contiued cm'mm

% PRI BES A

DR 2 P
O A EETER AR 2 P
BE——BERETHRD

Customer Experience Focus:

(@Capture and act on the “Voice of the Customer
U Administer a concise andtra |y
transactmal survey @ptuirg the wi @

: MU
of the customer—te the resul ts to r e (T -
e el agents u }iﬁﬁ W HB}EE\EJIEL*I1ZIS/%;E1:F

U Useinternal quality monitoring methods ¥ N ey
O BRREPIFRIANLE
B 53 20 2 057

O JBAFINEEHEE

to measure compliance only

U EfectMyimorpoate cstoer rding
and verbatm onmme nts it o gent
monitoring scores and feedback

U Involve agents in the management of the
process

icmi.com | 800.672.6177
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On All 3 Levels

E, ARy e
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Hr{EFJEE Value building i _

Business Unit Value

IS e
(Strategic Value)
R
Effiercy 1B H R

icmi.com | 800.672.6177
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Yr{EFEE Value building L1

Business Unit Value

10%-15%  ~———r > IS e
(Strategic Value)
0]/ — > .
Majority ——— Ei (R A

icmi.com | 800.672.6177




ICMI 2% P BB AR S UE DA cmi

Internatbional Customer

ICMI CMO & Certfcton e it

Customer Experience Planning & Execution

Aoy
I o # . e F
Employes Engagement

Vision Research

Operations
Historical Performance Strategy
Intelligence
Mission
Customer Neesds
Analysis
Values €C SWOT Cobiastiven * Implementation
) Inigiatives
............................................... -
- -,
Customer Customer Management
Experience .
Standards
Current Operational Praject List
Strategies &8 t
Investor udgets
Requirements
q Gap Analysis

Results

icmi.com | 800.672.6177



ICMI 22 7 BN R AT (E ST BA PP cmi

imternational Customer

ICMI CMO & Certftdton e st

3.0
AREH
People 6.0
Management m T HE
Employees
1.0 Engagement
FFN
Leadership

4.0 ) 7.0
A R EPUREE
3 ‘ Infrastructure CUSthmer
(L" s Experience
o 5L Management

Strategy & Planning

8.0
5.0 iz
ZEE 5
b
nESER Performance
Processes & Results

Procedures

SR G R

Results

Qﬁzﬂ@%_— SRR E

Drwer Enabler

icmi.com | 800.672.6177




ICMI 5 P 5 BARHE S {E DT sk R4S

ICMI CMO & Certftdon

DAL AEVA
AR AH ORI R AR
PAT )

EilNVX(E
1ﬁwﬂ%§ﬁ
ISYLSUESMAR]

JE s Sl

28 Bk
sE

Driver

W5 AR TF
NURE Y

|| Rl

HRAMb %

SRRV

Frim4E A

1 TS IA AT

TAESRES
AN, REHBs
R B
BN R
FARSCRE

Mb 2% T -5 HEBE
S
Aiwh%%?
TUREE B R itk
RES5ze

AR 5% i s A B

Wk 457 B

Qﬁﬁ]@%_— SRR E

Enabhr

==

cmi

imternational Customer
Management Institute

AR =118 45°
DA RS

B R
BRE (FE RS,
jizey)

“VOC” & il 5 45 3L

H 55 7K1 5 i o 5
JoR AT
&K%ﬁ
M55 TR CF A B
Gl B e A 55D
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27 W55 O HE ST =4S =R IR o

Level 3: Business Unit Intelligence

Level 2: Customer Loyalty

Level 1: Operational Performance

WY O {E DR == IR
PRI ICMI [F R 7 A7 B — — 2 BRI PO s w5

ERET A ER UL K AT FpCo b (R 8 Jeis A DO RE - L] mha oSt Al R A7 B Dk Tl AU 250 BLUR =AM R K

iRl VA B, SRR E RCR AR ST i, RS S A I8, R R FoR AR B, P
AP AR L RO R AT S A, IR T2 ) i R

@it Bl ot Sz, PR o AR P BRI AR TR, BT AR ML 2 P BB R R YER, RTTE
J R S5 ARG AN (1A, 5 B St 2 ) BB AT DTk

@i % E B LR, SRS AR S, AT AR S % VTG, F A TSR AR S R sk
6, ARHLANAE S AN ERPE AW Bt 53871, H BV ERT AR Rz oK etk s AR SS i . R, AR
il S T b, BT DA B Ak B EAR S e 7 Rt ok, RS, $RT ML AE H bR SRR 38 T
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Strategic Value o idmtIETE O
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Z VIR, 0 T IRES 0 Sl AT T A
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imternational Customer
Management Institute

Courteousness

Ease of understanding
Interest in helping you
Knowledge

Effectiveness in handling your issue

Consistency of information
Amount of time before reaching a representative
Follow through on promised actions

Convenience of customer service hours

Ease of accessing Information

Degree to which the information met needs

Private Industry Model 2009

Customer
Service Rep
80

Customer
Service
Process

75

icmi.com | 800.672.6177

Likelihood to
Recommend
82%

Loyalty
91%




~ Everything...

People, Metrics & More

IEFHRN DL, IEFRRIFERR & 1

- — ) !




It All Starts Here fh‘n

Imternationsl Customer
E Management

Call Center Management Is...

...the art of having the right number of skilled people and supportig resour ces in place at the right

tim s to handle an accurately forecasted workload, at service level and with quality. ---—#i8 13

5 B A FA 2SR T IE A BY B (B AL FR R Th T BY TAE S, FrBMRIEARSKEFFRERMZ AR,
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imternational Customer

(4 ) ° ° Management institute
The “Best” Get This Ri
Inpul. Average talk tme in seconds = 120
Avcrage after call work {wrap up) in scconds = 30
Calle per half hour — 250 Base Staff
Service level objective in seconds — 20 Calculations
and Queue
Cutput Agents  ASA SL Occ Tk |Dynamics
30 208.7 23.5% 97 % 540
31 74.7 452%  04% 35.4 zour::e\.rICMI
32 37.6 613%  91% 30.2 St N
33 21.3 f3.0% H8% 280
34 12.7 81.5% 86% 26.8
35 7.8 87.5% 83% 261
1y 44 1 7% H1% LW
37 3.1 04.6% 79% 251
38 1.9 96.5% 7% 253
A4 12 Yr K% A% A7
10 0.7 08.6% 73% 251

............................... D
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imternational Customer
Management Institute

Key Performance Objecties

N Strategic value (contrlbutm to

X fﬂ%ﬁHE( m A eHZN TR, SRIE)

business units, channels)

%’)jlp‘ﬁ_“—r—/lu\lﬁkr—
N Customer satifactiof | opl ty

RII =
B Elmﬁlc{;/—ee satif actin

J\_-l'ﬁ J\E.
n ontact quality

gicall resolutm
E£7J<3I1/ur]r‘ FJ 8]

N Service level/response ti|

HH}IJEIherence to schedule
ﬁ
jjAEtTJ o,%g-%e%asted work load

icmi.com | 800.672.6177
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imternational Customer

Enabling Technologies L

CRM VOIP
Outsourcing eChannel
0 "- Integration
“Allin One” Q§.*.
' Multimedia
Hosted TECHNOLOGY Queuing
Solutions EXCELLENCE
Post Call CS Surveys Web Architecture

icmi.com | 800.672.6177
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Right People, Metrics, Everything!

JOOUODOEOORENERENNEnn

Consolidation,  Improvements  Strategic
<AHT infirstcall res.  contributions
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The Times...

Are Changing...

Prepare for what's ahead!

icmi.com | 800.672.6177



THANK YOU!

Tofid wt mre dout 1AM

please contact: Ju. %4 (Harry Fan)
Mobile Phone: 13701108771
harry.fan@ubm.com
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