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The Benefits of a Virtual Workforce by Erika
Blanchard

Bridging the Global Customer Service Gap by
Teresa Sinel

Five Star Service Requires Five Star Training by
James Koller

Eliminate “gut decisions” in hiring by Dave
Stanley, President, Stanley Staffing

Technology And The Human Touch By John
Tschohl

Ralph Lauren.com is Hiring Team Manager
Customer Contact Center – RalphLauren.com

Free Call Center, Telesales & Customer Service
Salary Guide from TeleManagement Search

12th Annual Call Center Week - June 13-17, 2011

Certified Green Furniture by Jennifer Way,
Marketing Manager, Interior Concepts

Are Your Coaching Methods on Target? By Dick
Bucci, Pelorus Associates, Sponsored by
Envision

Launching a successful CSR program for
contact centers
by Marilyn Tyfting, Vice-president of Human
Resources, TELUS International 

Best Practices: Online Chat Sales, TELUS
International

Case Study: Vermont Teddy Bear Increases
Contact Center Revenue With Quality Assurance
Makeover and New Sales Initiatives – Envision 

InVision Announces Strategic Partnership with
The Call Center School

Research Proves Bad Customer News Travels
Fast; Turn Madvocates into Fans by Diane
Berenbaum, Senior Vice President, Communico
Ltd.

How Do I Get the Most From Calibration? By
Bob Kelly, HyperQuality Senior Vice President of
Sales and Marketing

Turning Customer Issues into Trackable Metrics:
Using a Trusted Tool to Support Your Customer
Experience Initiatives by Susan Saldibar , Vice
President, Sales and Marketing, Centergistic
Solutions

Pipkins Participates in At-Home Agent Seminars

Good Customer Service: Do you have the
choice? By Jessica Zuhlsdorf 

http://www.previsor.com
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/250/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/250/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/221/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/237/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/237/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/237/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/237/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/237/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/236/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/236/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/236/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/243/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/243/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/243/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/243/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/249/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/249/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/242/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/242/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/242/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/223/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/223/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/238/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/238/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/238/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/238/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/234/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/234/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/234/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/240/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/240/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/240/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/233/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/233/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/241/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/241/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/244/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/244/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/248/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/248/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/247/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/247/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/246/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/246/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/245/Default.aspx
http://www.callcentertimes.com/Home/tabid/37/ctl/NewsArticle/mid/395/CategoryID/1/NewsID/245/Default.aspx


http://www.etc-easy.com/
http://www.globalresponse.com/
http://www.sitel.com/
http://www.servicestrategies.com/
http://www.abtc.com/
http://www.the-connection.com/
http://www.etechinc.com/
http://www.usa-800.com/
http://www.midcocall.com/index.php
http://www.teleresources.net/
http://www.gcsagents.com/
http://www.lxmglobalsolutions.com/
http://www.emscrm.com/
http://www.consona.com/CRM/Home.aspx
http://www.plumvoice.com
http://www.baybridgetech.com
http://www.previsor.com
http://www.oksameridial.com/
http://www.crmxchange.com/
http://www.arllc.com/
http://www.envisioninc.com
http://www.justcareers.com
http://www.richardson.com
http://www.synergysolutionsinc.com/
http://www.pipkins.com
http://www.communicoltd.com/


RANTS & RAVES!
Randomly Timed Musings

Arson Investigation in the Contact Center

By Kathleen M. Peterson
Chief Vision Officer, PowerHouse Consulting, Inc.

Contact Centers have long been plagued by the practice of fire fighting. This is the reason given for not

attending to planning, analysis, or other quality initiatives. “We don’t have time for that - we are too busy

putting out fires.” If you are fighting fires all day, everyday, they will never go out. Embers of the flames
remain only to reignite. If this is what your Contact Center is doing, you don’t need to fight fires any

longer. You need an arson investigation! Arson investigations search for two things: origin and cause.

When origin and cause are identified, the investigation proceeds to find the culprit and eliminate the

threat.

It is time that Contact Center fire fighters become arson investigators. Management must commit to 

discovering what is causing conditions to be out of control, whether it be service level, abandons,

productivity, quality, handle time, or something else. Take some fire fighting time and convert it to 
investigation time. Close yourself off and evaluate the situation. Create a list of fires and identify the 

situations, similarities, and drivers. Ask for input, and then just think. Focus on origin and cause - this is

the hardest part - and not on trying to solve the problem. Before you can really solve a problem, you

must first define it.

Will this take time? Yes, but guess what? It is unlikely that the entire operation will go up in smoke while 

you step back and evaluate. You may also be quite surprised at how much clarity emerges in just a 

couple of focused hours.

Categorize your findings around the fundamentals: hiring, training, resource management, and 

leadership. (You may even find that you have a couple of arsonists in your midst.) THEN search for 

solutions. Too often we attempt to first identify the solution (fire fighting) before we have clearly
identified the problem (arson investigation). Take the time to organize your approach to solutions and 

embers will die out, yielding fertile ground for genuine long-term improvement.

Give it a try. And be sure to let us know when you hang up your fire fighting gear.

PowerHouse Consulting, Inc.
360 Route 101, Suite 6

Bedford, NH 03110
www.powerhouse1.com

1-800-449-9904

(#5, Arson Investigation in the Contact Center, May 2007)

First Time Face Time 

By Kathleen M. Peterson

Chief Vision Officer, PowerHouse Consulting, Inc.

Last night I looked into the future … again. At about 10
p.m. on a dreary Saturday night, my first born called us to
engage in a “Face Time” chat. He and his fiancé had my
niece over for dinner and since it had been a while since I
saw her, they decided a “virtual visit” was in order. Just for
the record we have recently crossed over to the MAC side
of the world for our home computing needs. So Brendan
proposed a new “channel” for us to visit, known as “Face
Time.” 

Needless to say … at 10 p.m. on a Saturday night, after
having just watched a movie, I did not feel I looked my
best. But I agreed to the proposal anyway. Wow, it just
blew me away! There they were … all three “kids” gathered
around Brendan’s iPhone face-to-face having a video chat
with us. We of course were displayed on their “device” on
the other end. I must confess to feeling a bit odd,
particularly when initiating our end. David and I were like
an ad for “old people can learn this too” while launching
the “app.” Once connected, we were giddy with the entire
experience; two things came to my mind nearly
simultaneously. First I couldn’t help but think that we will
likely visit with our grandchildren this way (that is when and
if …) and second, “What the heck will this technology do to
Call Centers?” While we have used SKYPE in the past,
this was different. The call came from Brendan’s phone …
portable, easily accessible, easy to use, and of very high
quality. This stuff is moving fast and we all need to keep

up.

Imagine what this all means to the frontline Call Center
agent and those who manage them. These “kids” we were
chatting with are all in their late 20’s and this is as natural
to them as life itself. They are also the next big consumer
group and a substantial part of the Call Center workforce.
Are you ready to put your front line on video? Something
tells me we’d best get ready! This is a channel that will
impact everything from the neatness of the workspace, to
the distractions of side noise, to folks just rambling around
the Center. Never mind the unmentionable leadership
question, “How will my folks look on a Face Time type of
video application?” 

Geesh, I’ve been in many a Call Center where this
question will take leaders to a place they may not want to
go. Looks will quite possibly be a factor in hiring (and in
some places it already is). It may be subliminal, but I feel
very strongly that looks will come into play. If your
customers/callers could see your front line agents, would
they be inspired or alarmed? 

Face-to-face communication is said to be 55% body
language, 7% words, and 13% tonality. The traditional
telephone relies only on words and tonality, with the
percentage shifting to 13% words and 87% tonality.
Needless to say, quality assessment has had a significant
focus on tone of voice. Video now throws a new dimension
into the mix. 

And it’s not just people’s looks. Video will include a glimpse
of the Call Center itself. Consider the condition of the
workspace … paper plastered all over, people parading
back and forth, and “rows” of 30 cubes (or worse, just a

PowerHouse Consulting, Inc.
360 Route 101, Suite 6
Bedford, NH 03110

www.powerhouse1.com
1-800-449-9904

http://www.powerhouse1.com
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random bunch of desks) could make a caller wonder about
you and about your brand. 

Who will be on the “video” team? Will your selection
process give way to the natural prejudice of looks over
competency? Will you consider a “uniform” in order to
manage the dress code aspects of video? When dealing
with phone calls, it matters not in most cases what you
wear. Not so with video … it will matter a lot!

Perhaps I am an alarmist. Video calls are going to happen.
Maybe consumers won’t care, but I doubt it. One thing I
think for sure is that it will be “staging” time in the Call
Center. I see the potential for the creation of just the right
“view” for those choosing a video contact once offered.
What will we see with the emergence of the video team
environment? Perhaps one where workstations are modern
and kept super tidy, the colors inviting, the uniform
pressed, the potted plants present, and all the “pretty”
people engaged in face-to-face contacts with callers.

The good news is that callers may resist the urge to be
surly; maybe the hostility index will be lowered and fewer
explosions and escalations will occur. One can always
hope. The flip side of the video chat is that the caller will
be visible; this allows for any prejudices the agent might
feel to impact their view and treatment of the caller. How
do we manage that?

Well, “let it be” as the Beatles might say. The young are
coming and they want to migrate their toys to tools at work.
They want to remain in the 21st century after punching the
clock and they want to buy from companies as cool as they
are. The challenge is here … it may be time to begin a
conversation about this eminent channel as soon as

possible! Let us know what you do, when you launch, and
how it goes.

“There is nothing more difficult to take in hand, more
perilous to conduct, or more uncertain in its success, than

to take the lead in the introduction of a new order of
things.” Machiavelli (1532)

All the best,

Kathleen

(#47, First Time Face Time, April 2011)

PowerHouse Consulting, Inc.
360 Route 101, Suite 6
Bedford, NH 03110

www.powerhouse1.com
1-800-449-9904
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Instant Address Verification

Easily integrate the Data Quality Suite into your call center 
operations to prevent incorrect, incomplete or fraudulent 
mailing addresses, email addresses, and phone numbers 
from entering your database in the first place. 

• Validate and correct addresses in real-time
• Ensure accurate delivery and billing information
• Reduce undeliverable goods and shipping costs
• Save time in data entry
• Improve customer relations

The Data Quality Suite will:

Save data entry time, improve customer service

Melissa Data Corp.
John Smith III PhD 
22382 Avenida Empresa Ste 100
Rancho Santa Margarita, CA 92688-2112
949-589-5200
John@melissadata.com
Delivery Indicator: Business
*Highlights indicate added and/or corrected data.

AFTER

NCOALink 

Web Service
available

 john smith iii phd
melissa data corp.
22382 Empresa  92688
7145895200
john@800miAL.con

BEFORE 

Get a FREE TRIAL at:
MelissaData.com/dqs or call 1-800-MELISSA

Available as 
Web service 
or APIs

http://melissadata.com/dqs


www.satorisoftware.com
Simply Powerful Data Quality Solutions

©2010 Satori Software, Inc. All rights reserved. Satori Software and MailRoom ToolKit are registered trademarks and Satori is a trademark of Satori Software, Inc

Brilliant! 

Quick Addressing 
Improved.

Empower your contact center staff. With Capture  

they can quickly and accurately enter full addresses  

into all types of forms with the fewest possible  

keystrokes. Provide better customer service and  

improve the overall quality of your contact database  

— no more misspelled or invalid addresses.

Introducing MailRoom ToolKit Capture. 

   Innovative search finds the right address quickly

   Automatically switches between multiple  
address forms 

   Easy-to-use interface improves efficiency

   Out-of-the-box installation and intuitive  
field mapping reduce IT burden

Get ready to put the ‘quick’ into Quick Addressing.

Call 800-553-6477  
today for a free trial  

Ask about our competitive pricing.

http://www.satorisoftware.com/Products/MailRoomToolKit/capture.aspx?source=newsletter&tag=Call%20Center%20Times


Etech offers award-winning chat service to  
improve customer service and provide  
significant savings to the bottom-line.

HErE’s How it works:

•	 Define	Business	Rules	- Etech  works  with each client  to  define  
specific conditions for  proactive chat   invitations   such as  time  on  
site,  page views, shopping cart abandons and more.  The solution 
also allows clients to exclude employees, out of service regions and  
other  visitors that  are out of scope.

•	 Prioritization	Engine - Etech’s chat technology routes chat sessions 
based on the skills of the agent, wait time,  visitor priority and  shop-
ping cart  value.

•	 Active	Analytics - Etech’s sophisticated reports help boost conver-
sion rates and orders per hour.

www.etechinc.com

Online	Chat Services

for MorE inforMation
call us at

visit our website

email us at

936-371-2640 
www.etechinc.com

info@etechinc.com

EtECH’s Live Chat Benefits

• Improve Customer Satisfaction

• Reduce Average Handling Time

• Increase Revenue

• Reduce Cost

• Increase Market Share

• Shorten the Sales Cycle

• Reduce Call Volume

• Rapidly Resolve Inquiries

• Increase Customer Loyalty

• Increase Agent Productivity

Copyright © 2010 Etech, Inc. All rights reserved.

Increase online orders, 
lower operational costs 
and improve CSAT.

AbouT ETECh, INC.
Etech is a leading provider of intelligent sales and service solutions utilizing inbound and 
outbound voice and web chat.  We understand the importance of customer relationships. 
That’s why all of our solution strategies are driven by the ‘voice of the customer’.  Our 
stringent QA process ensures an ever-improving customer experience.  We also gather 
critical business intelligence data from each customer interaction. And we do everything 
with the highest integrity and quality possible.  These differences allow us to provide 
industry-leading service, stellar CSAT scores, and high performing sales and service 
solutions that enable our clients to increase revenue and delight their customers.

Although an Internet presence has the power to revolutionize an in-
dustry, many companies are finding that customers are abandoning 
their web sites without purchasing.  Complicated service orders, un-
answered questions and unexplained charges all contribute to 60% of 
online visitors abandoning the shopping cart. However, studies show 
that the customer experience is significantly improved by providing 
online Chat Service Representatives to answer questions, provide 
additional information, and resolve customer issues. These studies 
further revealed that companies investing in chat programs not only 
received a phenomenal increase in their conversion rates, but were 
able to reduce their inbound call volumes by more than 20%. 



Call Center Cubicles

We absolutely recommend Interior Concepts. Interior Concepts impressed us in every way. We found their 
customer service, quality and pricing to be the best, and our employees are so happy with their new cubicles! 

- Hinda Khoury, Works & Lentz Inc.

Complimentary Space Plan:  www.interiorconcepts.com/complimentary-space-plan/

•  MAS Certi!ed Green •  Competitively Priced  •  Made in the USA  •  Lifetime Warranty  •  Designed to Maximize Space

http://plumvoice.com/callcenter


Save the Date • OctOber 10-12, 2011
The 2011 ATA Washington Summit will be held 
at the beautiful Gaylord National Hotel and 
Convention Center on the Potomac River.

• Discuss FTC & FCC Updates

• Tackle Labor Issues

• Understand Self Regulation

• Connect With Representatives

Contact centers are more sophisticated than 
ever and professionals like you have questions 
that require informed decisions.

2011 ata washington summit

www.ataconnect.org • 317-816-9336

http://ata2011convention.org
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Dear Vice-President of Sales/Marketing:

Here Is How We Can Help Increase Your Bottom Line!

_______ ‘2011 Call Center Book of Lists Directory’:  
u Over 2,000 Call Centers Listed
u Each Call Center has at least One Decision Maker Listed
u Includes bonus technology leads - (Speech Technology, Recording Solutions and ACD information)
u Approximately 1000 E-mail Addresses
u The Directory is in CD-ROM (Excel Spreadsheet)
u FREE Quarterly Updates Cost: $425

______ Vendor Directory:  Your Company’s listing will be included in the Vendor Directory, on our website,
www.callcentertimes.com, for the next 12 months.  Cost: $399
______ Buyer’s Guide:  Your Company’s listing will be included in the Buyer’s Guide, on our website,
www.callcentertimes.com, alongside your logo, for 12 months.           Cost: $517

______ Corporate Logo Promotion (Website):    Cost $500

______ Corporate Logo Promotion (Newsletter):    Cost $500

______ Monthly Newsletter Advertisement:   Cost: $275

______ Classifieds Advertisement (60 Days): Cost: $275
Webinars/Webcasts, Seminars, Call Center Space Advertisement, etc.

Job Posting (job posting will run on our website until filled): Cost: $275
One Time Fee Per Posting
Simply check the applicable column(s) and return by fax to (972) 395-9205.  Quality of the database is guaranteed.
Testimonials from past and present customers are available upon request.  Please note all transactions are final.
COMPANY NAME/ Contact/Address/Telephone/Fax/E-mail:  _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

 _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

 _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

 _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

o MasterCard         o Visa       o American Express

______________________________________________________________          _______________
Credit Card Number Expiration Date

_________________________________________________________________  
Name As Appears On Credit Card (Print Please)     &     Signature  

Regards,
Nosa Eke, Publisher

tin# 75-2915747




