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Case Study: Best Practices
Understanding Industry Leading Practices to Hit the Ground Running

OUR CLIENT'S NEEDS

Our Client was planning to launch an outbound call centre to target
small and medium-sized business customers, but did not have any
experience operating one. Our Client needed to understand
industry leading practices in order to hit the ground running.

METHODOLOGY

We provided insight to our Client in the following areas which
enabled them to successfully launch a highly performing call
centre:

* Researched and identified 8 ‘best-in-class’ acquisition call
centres in various industries throughout North America.

* Interviewed managers and operators of these call centres
to benchmark their performance, identify best practices
and understand the critical factors of their success.

 Established the quantitative metrics by which to measure
the success of the call centre using both published and
proprietary sources.

» Developed a framework for launching and operating the
acquisition call centre based on performance standards
and key success factors of others.

VALUE DELIVERED

Our ability to obtain critical information on best practices allowed
our Client to clearly understand:
* How to launch and establish a successful call centre within
6 months.
* What resources were required to successfully operate an
industry-based call centre.
* What best-in-class practices were relevant for their industry.
* What performance metrics were needed in order to
measure and monitor performance relative to the industry.
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