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Stress contO Contact Center Coaching Best Practices:
Top Lessons from Top Coaches
* = >
J > 2 2 K
! F+ L K
+
$ ! /
( 1 $ (!
$
(. (!
+$ (0
(/ (
(1 $ #
L K
* $ 2 )
0 56
$ G I $
$
0 - M
/ 2 %-/2 & /
)
$ 39 $ 3@39
1 $ /
$
# /
$ Top 10 Coaching Best Practices
$. * o, %K2 & $ ¢
#1 - The Master Coach 69N 86N
/
0 * $
# +
= / M
$
+ #
#2 — Getting to 50% Plus
0 ) Coaching Time
1 _ : @ 0
$
69N
> $
(] $ $




Best Practice Con’t
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#3 - Goal Setting and Pivotal
Behavior Coaching

L K
)
+ +
#
#
|
(
1 #
/36+
%
& 09+
/
F
$
$

11
+ o+
!
09+
#
0
$
#
- + +
$
11
L !0
$

#4 — Weekly Calibration Sessions




Best Practice Con’t
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#6 — Measuring Success
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#7 - 30-60-90 Day Follow-Up
/ ! +$ #
E |

i i K el T i g e e N e L e T e e e e i I e T i e e T e AT T i e Y T e R



Best Practice Con’t
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#9 — Sharing Testimonials and
Publishing Results
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Best Practice Con't DMEC INCIDENTAL ABSENCE SURVEY REVEALS
. GROWING PROBLEM, INADEQUATE RESPONSES
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Survey cont’
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The ability to control the
path of a call will:
Yield clearer and more
concise two-way
communication.

It will shorten the length of

time necessary to serve
customer’s needs and

Provide a natural lead in to

up-sell and cross-sell
opportunities.
Call Path control. .
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CONTROL means _2$3 $#

Teach Call "O Control
First.

3 Remind your trainees that
the “person who is asking
the questions is the person
in CONTROL.”
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: Write Questions that are
intelligent and have the
customer’s needs in mind.
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Shall we send it right
out to you?”
< Soften every question

with a statement of interest
or information in front of it.
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Teach what you need to
LEARN +Practice WHAT YOU

TEACH.
!

This will make you feel very
good because you taught the
agents a communication skill
that will work in all of their
lives.
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Survey Channel Slamming: Common Sense
in Surveying isn’t so Common
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CALL CENTER TIMES  tin#75-2915747

P. O. Box 118451, Carrollton, TX 75011-8451
Bus. 972-395-3225 Fax 972-395-9205

Date:
Invoice #: 20405

04/ 05 Call Center Rate Guide Sign Up Form/Invoice

* Job Postings on our Website & Newsletter: (through 12/05)

» Corporate Logo Promotion (Website & Monthly Newsletter): (through 12/05)

* Monthly Newsletter Classifieds Advertisement: (through 12/05)

» Website Classifieds Advertisement: (through 12/05)

Total Amount Due Through June 15, 2004 - $1,400.00

Return by fax to (972) 395-9205. Please note that all transactions
are final. There will be no refunds.

COMPANY NAME/ Contact/Address/Telephone/Fax/E-mail:

For your convenience, we accept MasterCard, Visa and American Express credit cards.
Please indicate your method of payment:

____ MasterCard Visa American Express Company Check**
Credit Card Number Expiration Date
Name as appears on Credit Card (Print Please) Remit To:
Call Center Times
Authorized Signature P.O. Box 118451
Carrollton, TX 75011-8451
Fax (972) 395-9205




CALL CENTER TIMES  tin# 75-2915747

P. O. Box 118451, Carrollton, TX 75011-8451
Bus. 972-395-3225 Fax 972-395-9205

Date:
Invoice #: 20405

'04/' 05 Rate Guide Sign Up Form/Invoice

*  Call Center Book of Lists Directory: (through 12/05)

Resource Directory/Call Center’s Buyer’s Guide: (through 12/05)

Corporate Logo Promotion (Website & Monthly Newsletter): (through 12/05)

Monthly Newsletter Classifieds Advertisement: (through 12/05)

Website Classifieds Advertisement: (through 12/05)

Total Amount Due Through June 15, 2004 - $1,400.00

Return by fax to (972) 395-9205. Please note that all transactions
are final. There will be no refunds.

COMPANY NAME/ Contact/Address/Telephone/Fax/E-mail:

For your convenience, we accept MasterCard, Visa and American Express credit cards.
Please indicate your method of payment:

____ MagterCard Visa American Express Company Check**
Credit Card Number Expiration Date
Name as appears on Credit Card (Print Please) Remit To:
Call Center Times
Authorized Signature P.O. Box 118451
Carrollton, TX 75011-8451
Fax (972) 395-9205




Teltone Introduces
Emergency Notification
Solution
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Indiana Farm Bureau
Insurance Turns to IEX to
Improve Contact Center

Performance
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BILL LOCONZOLO JOINS
PERFORMIX
TECHNOLOGIES AS
VICE PRESIDENT OF
ENGINEERING
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Envision Unveils Multi-
Language Versions of
Click2Coach
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.nfoCision earns 2004
CRM Excellence Award
Nation’s third largest
privately held teleservices
firm praised for quality,
compliance expertise
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