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Policies and Advanced Directives: A Simple Solution
to Solve the Complex Problems of Incorporating
Business Rules and Handling Unique Scenarios
By Bob Webb, Pipkins, Inc.

Interaction Management – Knowing Your Customers 
By Rob McDougall, Upstream Works

Why Culture Matters in Contact Center Outsourcing
By Marilyn Tyfting, Vice President Human Resources,
TELUS International

Nontraditional Employee Benefits Can Help Win the
War for Top Talent
By Erika Blanchard, Social Media Coordinator,
VIPdesk

Turning Adequate Customer Service into a Memorable
Customer Experience 
By James Koller

Dealing with Difficult People? Be Prepared With Five
Helpful Strategies 
By Diane Berenbaum, Senior Vice President,
Communico Ltd.

Creating a Successful Hispanic Customer Win-Back
Program
By Jim Iyoob, Vice President Global Development,
Etech Global Services

How to Integrate Social Media, the Newest
Customer Contact Channel, into Your Quality
Monitoring Program
By Envision and Connie Smith, Envision
Consultant and President of SpotOn Enterprises

Employment Opportunity: Ralph Lauren.com Hiring
Seasonal Customer Service Representative - Full
Time and Part Time
Reach Decision Makers at Call Centers – Today!

Leading Providers of Call Center Products and
Services – A Call Center Times’ Guide

Leading Providers of Call Center Products and
Services – A Call Center Times’ Guide

Customer Relationship Management - Empower Your
Response, Empower Your Customers
By Dustin Biddle, Implementation Consultant - Astute
Solutions
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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)

Which Is It … Supervisor or Super Agent? 

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

Contact Center Supervisors are the first tier of
management at the front line of the Customer
Experience. But are they REALLY Supervisors or
simply Super Agents? Webster defines Supervisor as
“one who is in charge of a particular department or
unit.” Are your Supervisors really “in charge?”

My experience lately has been to see the role of
Supervisor weakened to the point of no longer fitting
the “in charge” definition. Too many operations have
Super Agents rather than effective and empowered
Supervisors. For example, the Supervisor may get on
the phone or handle chat/email when the Contact
Center gets busy. When I pose this question to
groups: “Should Supervisors take calls or handle
contacts?” the answers are often impassioned with
responses like, “Agents like to see their Supervisors
pitch in to handle customer contacts.” 

While this may be true, it reflects an incomplete
thought with potentially unintended consequences.
The consequence here is that if Supervisors handle
contacts to manage the queue … who handles
escalations, requests for assistance, etc.? Questions
like this must be addressed before a decision is made
to “jump on the phone.” As well, the motivation must
be evaluated. Assuming the Supervisor was
promoted from within they may actually be retreating
to a safe comfort level. Handling customers is often
“easier” than handling employees! Supervisors may in

fact take calls in some cases; however they do so as
part of an informed and deliberate plan, one that
considers the unintended consequences. A decision
based on evaluation of the entire situation is how a
true Supervisor who is “in charge” responds. On the
other hand, Super Agents retreat to their comfort
zone, or even worse, bank on enjoying some “heroic”
rewards from the rank and file.

Supervisors are often the “go to” person to detangle
messy service situations. They conduct the forensic
analysis required to resolve customer issues when
systems and processes are convoluted, poorly
documented, and full of “exceptions.” It is within these
situations that the Supervisor is transformed into what
is really a Super Agent. They typically have been with
the company long enough to have developed a kind
of “industrial wisdom.” They know the work-a-rounds
(etc.) necessary to search inside “messy” processes
and procedures. Of course, this generally falls into
the Supervisory category of “escalation”
management. But if your Supervisors are spending
hours every day of every week in detangling tasks …
well, they may be more aptly defined as Super
Agents. Supervisors and other Management really
ought to be thinking about process improvement
rather than just working within the Customer Service
labyrinth.

Supervisors in the most basic of terms are the parties
responsible for the performance of their “teams.”
Granted, this takes on many forms. For some, it is
simply that the Supervisor role has “administrative”
duties for a group of staff. This may include activities
such as approving time off; signing off on time cards;
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Bedford, NH 03110
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(#5, Arson Investigation in the Contact Center, May 2007)

and making sure everyone is showing up on time, is
dressed properly, and is up to date on the most
recent memos. In this design, the Supervisor does
not often sit/meet with their team or build
performance plans with team members. They do
paperwork, not development work. This too is more
Super Agent than Supervisor.

The role of Supervisor must be clearly defined in
order to be implemented successfully. As well,
Supervisor training and development is a necessity.
Contact Center Supervisors are often promoted from
within, have no management experience, and are
assigned large numbers of staff … often 14 to 20.
(This is a rather daunting number for a first time
leader). The organizations with the best models are
those in which the Supervisor has a group of direct
reports (no greater than 12), a position description
that is very clear on tasks and activities, and a
training program that is ongoing and addresses all
aspects of the job. Supervisors need to understand
not only the core business, the transactions, the
interactions, the brand etc., but also Contact Center
Management and Coaching.  Both disciplines require
specific, unique, and continued training.

Don’t let your Contact Center Supervisors be little
more than Super Agents. Document desired tasks
and skills and determine the necessary training
objectives that bring the best and brightest back to
work every day. The smarter the person, the more
likely they recognize and appreciate the support
needed versus the support provided. If the Supervisor
position is not supported by clearly defined
responsibilities and organizational respect, it is likely

your best and brightest may be looking elsewhere for
advancement and opportunity. 

Just for the record, there is nothing wrong with Super
Agents … just don’t call them Supervisors.

(#51, Which Is It … Supervisor or Super Agent?
September 2011)
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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
mailto:john@800miAL.con
mailto:John@melissadata.com


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
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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
http://www.ataconnect.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




