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Call Center (early 1990s)



• Well-run contact centers are powerful

• Only 10% to 15% of contact centers are 
leveraging their potential



#1: Vision





“We inspire, educate and outfit for a lifetime 
of outdoor adventure and stewardship.”

—REI

“Make government services simple so people 
can get on with their lives.”

—Services Australia



The picture
that went viral

#2: Strategy



Three Levels of Value

Level 1
Efficiency

Level 3
Strategic Value

Level 2
Customer / User 

Experience



W. Edwards Deming (1993)

#3: Employee engagement ebook,
trends





Erlang C

#4: Processes
#5: Technology



Input: 100 customers in 30 minutes
Average Handling Time: 5 minutes



Employees/     |<= Number of customers waiting longer than x seconds =>| 
SL/20 sec      5    10   15   20   30   40   50   60   90  120  180  240

17 (11%)   90   90   89   89   88   87   86   85   82   79   74   69

18 (39%)   65   64   62   61   58   56   53   51   45   39   30   23

19 (59%)   46   44   43   41   38   35   33   30   24   19   12    7

20 (73%)   32   30   29   27   24   22   19   17   12    9    5    2

21 (83%)   22   20   19   17   15   13   11   10    6    4    2    1

22 (89%)   14   13   12   11    9    8    6    5    3    2    1    0

23 (93%)    9    8    7    7    5    4    4    3    2    1    0    0

24 (96%)    6    5    4    4    3    2    2    1    1    0    0    0

Input: 100 customers in 30 minutes
Average Handling Time: 5 minutes

NEW
Excel

Calculator



10 Customer Expectations
Service Interactions

• Be accessible (in the channels I prefer)

• Treat me courteously

• Be responsive to (and anticipate) what I need and want 

• Do what I ask promptly

• Provide well-trained and informed employees

• Tell me what to expect

• Meet your commitments and keep your promises

• Do it right the first time

• Follow up

• Be socially responsible and ethical



#6: Resources and support

Returns on improvements

• Customer loyalty

• Brand promotion

• Operational improvements

• Product and service innovation

• Employee engagement

Costs of inaction

• Customer defection

• Brand damage

• Recurring problems

• Compliance, safety, legal

• Employee dissatisfaction

ROI
Toolkit



#7: Innovation

“Let’s Start at the Very Beginning, 
a Very Good Place to Start”

"Do-Re-Mi" by Rodgers and Hammerstein
(performed by Julie Andrews in The Sound of Music).
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