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The Call Center
School (TCCS)
announces the
expansion of its
popular Masters
Series in Call Center
Management web
seminar curriculum for
2007. The expanded
curriculum for 2007
includes seven
professional tracks
and over 50 unique
topics.

• 5-course Frontline
Track +

• 3 specialized
electives

• 10-course
Supervisory Track

• 10-course
Leadership/ Business
Management Track

• 10-course
Operations
Track 

• 10-course
Workforce

Management Track
• 5-course Technical
Track 

• 5-course Quality
Track

The 90-minute
seminars are delivered
on Thursdays and
Fridays throughout
2007.  Participation in
all courses within a
track and a passing
score on the mastery
exam for that track
earns students
Masters Certification in
that topic area from
The Call Center
School.

The cost for a single
seminar is $275 per
web connection and

Convergence and the
Knowledge Worker:
Loosening the Chains
for Improved Customer
Service 
By Dan Kauppi 
dan.kauppi@spanlink.com
or 1-815-436-2130

Rants and Raves
By Kathleen Peterson 
1-800-449-9904

Born Again – The
Resurgence of
Outbound 
By Ray Barata
ray.barata@ser.com
1-904-234-5515

No One Gains When
People Give Less Than
Their Best
By Ginni Garner
clevelandeast@sanfordros
e.com

Do You Train’em or
Brain’em
By Ray Hansell
rhansell@marastar.com
1-610-902-0080

TRENDS – Full
Recording Systems: 
A Study by Jake White
jwhite@highergroundinc.c
om
1-818-591-3133 x249

Are Giveaways Getting
Away from You
By Kimberly King
1-877-96-WEAVE or visit
www.interweavecorp.com

Calibration: Removing
Variation within Your
Quality Program
By Connie Smith
connie.smith@envisioninc.
com
1-206-225-0800 ext. 257

Things Your Customers
Never Want to Hear
By Nancy Friedman, The
Telephone Doctor
1-314-291-1012

Please click here 

to read the newsletter in
its entirety.

Regards,

Nosa Eke

Publisher, Call Center Times

www.callcentertimes.com

neke@callcentertimes.com

(972) 395-3225 phone

In this issue of the Newsletter:
The Call Center

School Announces
2007 Masters Series

Curriculum

Seven Tracks for Call Center Leadership,
Operations, Supervisory, Quality, Technical,

Frontline, and Workforce Management in 2007

http://www.envisioninc.com/
http://www.callcentertimes.com/news/article.asp?pg=art&a=134
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an unlimited number of
students may
participate. Pricing is
$250 per seminar when
5 or more sessions are
purchased, and $225
per session for 10 or
more sessions.

Detailed descriptions of
all tracks and courses
are available at:
www.thecallcenterschoo
l.com.

Some of the benefits of
the Masters Series web
program include:

Award-Winning

Program.  The Masters

Series was named

Best of Show at the

2006 International Call

Center Management

(ICCM) conference as

the industry’s best

training solution.  It has

also received the

coveted Members

Choice Award voted

on by customers in the

annual

ContactCenterWorld.co

m’s competition every

year since 2003.  

Expert Instruction.

Courses in the Masters

Series are facilitated by

the Senior Partners

from TCCS. Our

seminar leaders are

widely recognized as

industry experts and

are well-versed in how

to make online learning

both a valuable as well

as enjoyable

experience. TCCS is

currently the ONLY

training company in the

industry in which all its

trainers have achieved

Call Center

Management

Consultant certification

from CIAC.

Certification Content.

Our Masters Series

courses were designed

with CIAC Certification

in mind, and the

courses have been

reviewed and approved

as a recommended

training solution by

CIAC.  Every area of

certification content is

covered in the learning

objectives of our many

seminars.  Practice

tests at the end of each

seminar, along with

mastery exams at the

completion of each

Masters Track are

another way to help test

students’ knowledge

and prepare staff for

the CIAC exam.

Cost-Effective

Solution. Each

Masters Series seminar

allows an unlimited

number of students to

participate around a

single web/audio

connection. Should a

call center choose to

have 20 persons attend

per site, the cost per

student is less $15 per

class. And since

students don’t have to

leave the call center to

attend, the call center

will also save

unnecessary travel

dollars.

Modular Learning

Approach. Knowledge

and skills gained in the

Masters Series classes

are more likely to be

maintained than

learning from a multiple-

day classroom seminar.

Students spend 90-

minutes per week in a

focused class and then

have time to apply their

new knowledge before

proceeding to the next

topic. TCCS can assist

companies in

determining suitable

work projects to ensure

knowledge is

transferred from the

classroom to the real-

life call center for fast,

measurable ROI.

Flexibility.  Each of the

50+ topics in the

Masters Series is

scheduled for multiple

deliveries in 2007, so

there are several

opportunities to attend

each class.  If a date is

inconvenient, TCCS can

also deliver any topic as

a private session at a

mutually convenient

time. 

The following topics are
available in the 2007
Masters Series
curriculum:
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Frontline Fundamentals

CORE PROGRAM

The Power of One: The Difference One Agent Can Make

See what difference one person can make in customer relationships and in the call center 
Jan
18

May
3

Aug
3

Sept
27

Vocal Makeover: Techniques for a Winning Voice

Learn the critical components of spoken communications and how to fine-tune your voice
Jan
25

May
10

Aug
10

Oct
4

First Class Phone Manners: The Absolute Musts of Telephone Best Practices

Make a better phone impression with these must-have telephone techniques
Feb

1
May
17

Aug
17

Oct
11

Winning Words: Clever Conversation Choices for Effective Communications

Identify the words to use – and not to use – to make the most of every phone call
Feb

8
May
24

Aug
24

Oct
18

Tyrant Turnaround: Going from Difficult to Delighted Callers
Learn the techniques that can turn a negative caller into a positive one in four steps

Feb
15

May
31

Aug
31

Oct
25

FRONTLINE ELECTIVES

The Art of Upselling: Tips for Making the Sale
Apply proven service and selling techniques to maximize revenues on every call

Mar
1

June
7

Sept
6

Dec
6

Email Essentials: Frontline Guide for Writing Effective Emails
Create effective content and eliminate the top ten most common errors

Mar
8

June
14

Sept
13

Dec
13

Collections Calling: Steps and Strategies for Telephone Collections
Apply proven techniques that maximize revenues and increase customer satisfaction

Mar
15

June
21

Sept
20

http://www.arialinternational.com
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Call Center Supervision

Making the Match: Recruiting and Hiring Call Center Staff
Define the job, recruit, screen, and hire the best people for your team

Jan
12

May
3

Sept
7

Finders Keepers: Proven Strategies for Staff Retention
Identify why staff leave and learn 15 supervisory strategies for improving retention

Jan
19

May
10

Sept
14

Setting the Standards: Defining Performance Goals and Objectives
Apply a proven performance management model for defining frontline standards

Jan
26

May
17

Sept
21

Don’t Know, Can’t, Won’t Model: Diagnosing and Treating Performance Problems
Identify the root cause of performance problems and apply the right treatment

Feb
2

May
24

Sept
28

Fundamentals of Coaching: Techniques for Shaping Employee Performance
Learn fundamental principles of coaching and identify most common coaching mistakes

Feb
9

May
31

Oct
5

Motivation Marvels: 100 Ways to Improve Motivation and Morale
Identify six different categories of motivation and hear over 100 proven ideas

Feb
16

June
7

Oct
12

Teamwork Template: Techniques for Building and Managing Teams

Identify ways to organize, build, manage and motivate in a team environment
Mar

2
June
14

Oct
19

Introduction to Workforce Management: What All Call Center Staff Need to Know

Learn about staff planning and identify the supervisor’s and agent’s role in the process
Mar

9
June
21

Oct
26

Key Performance Indicators: Managing and Reporting the Numbers

Learn about the top performance measures and how to report them effectively
Mar
16

June
28

Nov
2

Introduction to Call Center Technologies: A Beginner’s Guide

Hear about the technologies that deliver calls and help manage call center performance
Mar
23

July
12

Nov
9

Leadership/Business Management

A Winning Vision: Strategic Planning for Call Center Leaders

Develop a strategic plan and tactics to accomplish center mission and goals
Jan
12

Oct
19

Blueprint for Success: Charting a Course for Personnel Development
Assess training needs and develop training and career programs for all levels of staff

Jan
19

Oct
26

Home Sweet Home: Site Selection and Facility Design
Evaluate choices for new sites and design an effective call center workplace

Jan
26

Nov
30

Dollars and Sense: Basics of Finance for Call Center Professionals
Interpret financial statements and calculate return on investment and payback period

Feb
2

Nov
2

Making the Case: Business Case Development and Project Management
Apply the fourteen steps of developing business cases and managing projects

Feb
9

Nov
9

A Perfect Union: Contract Negotiation and Management
Negotiate wisely and get the most out of vendor contracts and service agreements

Feb
16

Nov
16

Creating a Sales Culture: Optimizing Sales Performance in the Call Center
Learn about tools and strategies to drive better sales performance

Mar
2

Dec
7

Satisfaction Guaranteed: Performing a Call Center Satisfaction Audit
Outline the processes for conducting customer and employee satisfaction surveys

Mar
9

Nov
30

Voice of the Customer: Developing a Systematic Listening/Feedback System
Develop a system for becoming a conduit for customer information to the enterprise

Mar
16

Dec
7

Business Process Improvement: Six Sigma and Beyond

Define areas for improvement, analyze root causes, and develop effective solutions
Mar
23

Dec
14



6

Quality Assurance

Satisfaction Guaranteed: Performing a Call Center Satisfaction Audit
Outline the processes for conducting customer and employee satisfaction surveys

Mar
9

Nov
30

Building a Quality Form: Designs for Performance Excellence
Identify components of an effective form to ensure quality customer contacts

Mar
29

Nov
1

Calibration Corner: Best Practices in Calibration and Scoring
Learn how to conduct successful calibration sessions to maximize quality and fairness

Apr
5

Nov
8

Fundamentals of Coaching: Techniques for Shaping Employee Performance
Learn fundamental principles of coaching and identify most common coaching mistakes

Apr
12

May
31

Nov
15

Making the Most of QM Systems: Optimizing Monitoring/Recording Technology
Learn about the latest in quality monitoring tools and how to maximize their use

Apr
19

Nov
29

Call Center Technical

Making the Most of ACD: Understanding Routing and Reporting Capabilities
Identify the different types of ACDs and learn about distribution and reporting options

Mar
22

Making the Most of IVR: Design, Scripting, and Creative Uses of IVR
Learn best practices in design, scripting, and routing to maximize this self-service tool

Mar
29

Speech Technologies in Today’s Call Center

Hear about acquisition and implementation strategies for applying speech applications
Apr 
5

Basics of Voice Over IP: Applications for Call Center Success

Learn proven practices for applying VoIP successfully in the call center 
Apr 
12

Traffic Engineering: Mathematical Modeling for Call Center Resources

Profile traffic and apply appropriate tele-traffic engineering models for various resources
Apr 
19

About The Call Center School
The Call Center School provides a wide range of education and training services for call center
professionals. The Tennessee-based company has training programs for all levels of call center
personnel, including frontline staff, supervisors, managers, directors, workforce planners and quality
specialists. Programs are delivered as either traditional classroom training, live instructor-led seminars
over the web, or as self-paced e-learning programs. TCCS also specializes in customizing educational
programs to fit the specific needs of any organization. For more information, visit the TCCS web site at
www.thecallcenterschool.com or call 615-812-8400.

http://www.thecallcenterschool.com
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Workforce Optimization

WITNESS SYSTEMS -
Witness Systems
(NASDAQ: WITS) is the
worldwide leader in
software and services that
help businesses capture
customer intelligence and optimize their
workforce performance. The company’s Impact
360™ Workforce Optimization solution features
quality monitoring, compliance and IP recording,

workforce management, performance
management and eLearning. Primarily deployed
in contact centers, branch, and back offices of
global organizations, Impact 360 captures,
analyzes, and enables users to share and act on
cross-functional information across the
enterprise. 
For more information, visit www.witness.com.
Contact: George Johnson
Phone: 770-754-8651
E-mail: gjohnson@witness.com 
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2007 VENDOR DIRECTORY
(A Call Center Times’ guide to providers of Call Center products and services)

Publisher’s note: To include your company’s listing in this directory, please send all inquiries to neke@callcentertimes.com
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IEX CORP - IEX
Corporation, a NICE
Systems Ltd. company, is
a leading provider of
contact center business
performance and analytics solutions. For more
information, visit http://www.iex.com email at
iexinfo@iex.com or call 800-433-7692 ext. 1789.  

Envision Telephony, Inc. -
Envision Telephony, Inc. is a
global, award-winning provider
of software and services that
improves performance from
the contact center to the enterprise. The
company’s flexible, integrated solutions enable
Global 2000 customers to consistently deliver
legendary customer experiences by improving
agent effectiveness, contact center and
enterprise performance. 

Learn more: www.envisioninc.com or call
206.225.0800 ext. 500. 

Voice Solutions

INTELEMEDIA
COMMUNICATIONS, INC. -
Intelemedia is a leading provider
of call center technology, from a
single “point solution” (like IVR or call recording)
to a fully-integrated contact center (“everything
down to the agent”). We provide the
infrastructure, either hosted or on-site, but focus
on our clients’ needs at the business level. 
Intelemedia contact information:
+1-888-994-0700
+1-972-994-0700
sales@intelemedia.com
http://www.intelemedia.com
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Vicorp - Founded in 1981,
with a strong background
in providing IVR systems
to enterprise and carrier customers. Today, Vicorp
focuses on open standard application
development tools for voice applications. 
Contact: Vicorp Americas   
101 East Park Blvd.
Suite 600-15
Plano, Texas 75075 USA
Tel: +1 972 596-2969
www.vicorp.com
email:  sales@vicorp.com

Vicorp UK Ltd
Framewood Road
Wexham Springs
Wexham
Bucks SL3 6PJ 
Tel: +44 (0)1753 660500
Fax: +44 (0)1753 660501 

ENVOX WORLDWIDE - Envox
Worldwide is a leading global
provider of voice solutions. The
company’s software and related
services dramatically reduce the
time, cost and complexity of creating voice
solutions. 
For more information, please visit
www.envox.com.

Staffing Solutions for Call Centers

Veritude, providing the Talent
that Drives your Business
Success

http://www.iex.com
http://www.envisioninc.com
http://www.intelemedia.com
http://www.vicorp.com
http://www.envox.com
http://www.veritude.com


Veritude, a Fidelity Investments company,
provides the innovative talent solutions and HR
consulting services that help our customers
manage change and drive competitive
advantage. 

Veritude understands call center hiring because
we’ve been doing it for over 20 years.  

Our Managed Services Programs, and RPO
expertise helps our clients with seasonal,
campaign or full-time call center hiring.  Let us
show you how our proven methodology and
experience can work for you.

Veritude
For more information about Veritude, please
contact: 
Wanda Granier
817-474-8861
wanda.granier@veritude.com
or
Keith Spargo
972-869-7257
keith.spargo@veritude.com

www.veritude.com

Executive Recruiters

Sanford Rose
Associates
Sanford Rose
Associates -
Cleveland East is a specialized Executive
Search practice that helps clients fill critical
executive and management openings in
business process outsourcing (BPO), call
centers and receivables management/collection

organizations around the world. 
For additional information please contact:
Ginni Garner
Managing Partner
gkgarner@sanfordrose.com
http://www.sanfordrose.com/clevelandeast
216-514-7240

M.E.R. Inc. (McDaniel Executive Recruiters) is a
highly specialized search firm in the CRM, Direct
Marketing, Call Center, and Collections
Industries. We specialize in sales, marketing,
operations and support function staffing.
Contact: Chad McDaniel
mcdaniel@justcareers.com
866-991-3555 (toll-free)   

Desktop Integration

CICERO - Cicero
improves agent
productivity, shortens
call times and reduces costs by integrating and
leveraging existing contact center applications,
extending the effectiveness of IT investments and
supporting the integration of new technologies
without changing application code. 
Cicero
Contact: Keith Anderson   
Director, Client Services
Phone: 919-380-5092 
Email: kanderson@level8.com

Cicero
8000 Regency Parkway, Suite 542
Cary, North Carolina 27518   
www.cicerocan.com
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Online Information & Education Resource

CRMXchange -
Founded in 1995,
CRMXchange has
long been
recognized as a premiere destination on the
Internet for the exchange of information and
ideas on customer relationship management
issues including customer care, sales, lead
generation, and technology. 
Contact: www.crmxchange.com 

201-505-1743 (v)

Call Center Agent Training

THE CALL CENTER
SCHOOL (TCCS) - The
Call Center School (TCCS)
provides a wide variety of
training and education programs for call center
professionals. 
Contact: The Call Center School
615-812-8400
info@thecallcenterschool.com  

PHONEPRO - Leaders in
Telephone Skills Training for
20 years, Phone Pro has
dynamic web seminars
available 24/7 as well as
onsite, customized training
programs. Customer Service, Sales, Up
Sell/Cross Sell, Coaching, Receptionists and
more. 
Go to our Web Seminar page to learn more

about all four seminars:
http://www.phonepro.com/training_web.html

TELEPHONE DOCTOR -
Telephone Doctor
Customer Service
Training. Soft skill experts
for Call Centers. Telephone Doctor helps
companies communicate better with their
customers through videos, on site workshops and
motivational large group events. 
Call 314 291 1012 or visit on line at
www.telephonedoctor.com 

MARASTAR
COMMUNICATIONS -
MaraStar
Communications develops and distributes
humorous animated training programs for
customer service and sales call centers.
To learn more about the products visit our
website at
http://www.marastar.com/web/demo/demo.aspx 

POWERHOUSE CONSULTING, INC. -
PowerHouse Consulting, founded by Contact
Center expert Kathleen Peterson in 1987, is a
professional management consulting firm
providing expertise in Contact Center Solutions
and Technology/Telecommunications Consulting.
Our services include: Strategic Planning, Contact
Center Assessments, Training, Outsourcing
Relationship Management, IT Assessments,
Telecom Assessments, System Integration, and
IT Infrastructure Services. 
For more information about engaging a
PowerHouse resource, please call PowerHouse
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Business Development at 603-472-6616, ext.
234 or email sales@powerhouse1.com. For
complete information about PowerHouse, visit
www.powerhouse1.com.

CALL CENTER LEARNING
SOLUTIONS - Call center
training for success! We’ll help
your call center achieve
excellence at all levels - for
your managers, supervisors
and agents. 
Contact: Ellen Greene - 925-513-1010
E-mail: ellen@callcenterlearning.com       

CALL CENTER COACH, LLC - Call Center
Coach, LLC TM is dedicated to providing call
center managers and leaders with a
comprehensive resource package that contains
the latest information affecting the customer
relationship management industry. 
Contact: info@callcentercoach.com or visit
www.callcentercoach.com for additional
information    

Customer Care

Synergy Solutions is an
outsourced provider of
premier customer contact
services that has been
continuously recognized
for its commitment to quality and ethical
teleservices and customer care.  Our mission is
described as “Synovation” - combining synergy

and innovation to create the next generation of
customer contact solutions.    
Lori Fentem, President
Synergy Solutions, Inc.
602-296-1600
info@callsynergy.com

OKS-AMERIDIAL WORLDWIDE 
Founded in 1987, OKS-AMERIDIAL Worldwide is
a single source solutions provider offering
complete Inbound and Outbound contact center
services with locations in The United States,
India, and Canada. OKS-AMERIDIAL staffs more
than 1500 professional Agents in 11 automated
contact centers worldwide. 
CONTACT:
Steve Trifelos
Vice President
OKS-Ameridial Worldwide
800.445.7128 x260
trifelos@oksameridial.com
www.oksameridial.com

Fiserv Lending Solutions -
Fiserv Lending Solutions is a
private-label, customer
intimate sales organization for the financial
services industry. 
Contact Information:
E-mail: donald.edman@fiserv.com
Phone: (716) 564-5993   

Call Recording and Data Integration

VPI (Voice Print International, Inc.)
VPI is a leading innovator and provider of
integrated call recording,
quality monitoring, and
workforce optimization
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solutions that capture real time intelligence –
delivering real time results. 
Contact: Patrick Botz

Director of Marketing
VPI

Toll Free: 1-800-200-5430
Email: Info@VPI-Corp.com
Web: www.VPI-Corp.com 

CALLCOPY, INC.
CallCopy is a Quality
Management / Liability
Recording application
designed for contact centers large and small.
CallCopy’s digital recording system is able to
record telephone audio and PC desktop activity
for synchronized playback, providing you with a
full audio/video recap of your contact center’s
interaction with your customers.  
Contact Information:
Rick Daley
VP Sales and Marketing
CallCopy, Inc.
888-922-5526  Ext: 5999
rdaley@callcopy.com 

HIGHERGROUND, INC -
HigherGround, Inc. is a
premier software
developer of call recording, data integration and
reporting tools. These solutions are designed to
deliver timely, accurate information for analytics
and decision support to improve operations,
performance and ultimately increase profitability. 
Contact: jwhite@highergroundinc.com
Phone: 818-591-3133

Workforce Management

Irene® from ISC
Your Call Center’s Performance Expert

Irene from ISC is an effective and simple to use
workforce management software solution from
ISC (www.isc.com).  Developed based on 30
years’ experience assisting call centers improve
productivity, Irene from ISC effectively increases
the performance of a call center, by reducing
staffing costs and increasing customer and
employee satisfaction.  
For more information about Irene from ISC,
contact:
Irene Mungiu
212-477-8800
iscinfo@isc.com
www.isc.com

CALL CENTER
ASSOCIATES,
INC - Call
Center Associates, Inc. - Years of operations and
management savvy gained through real world
experience led Call Center Associates to develop
a scheduling package alternative that makes
more sense for the majority of call centers than
other solutions on the market.
Contact: 
Toll Free Telephone 
Number (US): 1-866-222-2363
E-mail: wayne.shaw@callcenterscheduler.com

Language Services

ARIAL INTERNATIONAL, LLC
- Arial International, founded
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by Astrid Rial in 1992, is a leader in “Business
Spanish” services for companies servicing the
US Hispanic market. 
Call us toll-free in the US at 888.446.2331, 
e-mail info@arialinternational.com  

Integrated Communication Solutions

TEXAS DIGITAL -
Texas Digital, building
over 30 years of
innovations is proud to be a leading provider of
integrated communication solutions that deliver
exceptional value for the call center, cinema,
distribution center, financial institution, help
desk, network data center and quick-serve
restaurant markets.
For more information contact
sales@txdigital.com or 800-693-2628.   

Employee Retention

ALIGNMARK, INC.  -
The AccuVision Call
Center Simulator is
often combined with AlignMark’s proprietary
web-based agent sourcing and screening
system (called AccuWeb) as an integrated agent
acquisition and deployment system that yields a
significant increase in the number of qualified,
interested and talented agents. 
Attention: John S. Mattone

E-Mail: jmattone@alignmark.com
Call: 800-682-4587 (x3525) or 407-659-

3525

TALENTKEEPERS - TalentKeepers®, with clients
throughout the US and on four continents, is the
#1 leader in award-winning call center solutions
that get proven results in reducing agent turnover
and improving productivity. 

Contact us at www.TalentKeepers.com or
407.660.6041.   

Customer Relationship Management (CRM)
Software Solutions

TALISMA - Talisma is a
leading provider of
Customer Interaction Management (CIM)
solutions that enable companies to deliver a truly
exceptional customer experience. 
425-688-3800 Main
425-688-3899 Fax
800.474.1149 Toll Free
sales@talisma.com   

RIGHTNOW TECHNOLOGIES -
RightNow Technologies provides
industry-leading on demand
customer relationship
management (CRM) software
solutions to build customer-focused businesses.
Headquarters 
RightNow Technologies, Inc.
40 Enterprise Blvd.
P.O. Box 9300
1-406-522-4200 Main Phone
1-406-522-4227 Fax
1-877-363-5678 Toll Free   
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Sales Training & Consulting 

RICHARDSON -
Richardson is a
leading sales
training and consulting firm. We accelerate the
productivity of sales and service professionals
by ensuring they have the skills, strategies, and
processes to achieve their objectives and
implement their organization’s strategy.  
Visit us at http://www.richardson.com.
Contact: Jim Brodo - jim.brodo@richardson.com 

Web Self-Service

EGAIN
COMMUNICATIONS
CORP. - eGain Service 7
(TM) software suite includes integrated, best-in-
class applications for web self-service through
FAQs, search, browse, guided help and virtual
agent self-service, email management, contact
center knowledge management, live web
collaboration through chat and cobrowsing,
automation of fax and paper-based service
interactions, case management and service
fulfillment. 
Contact:
eGain Communications Corporation
345 E. Middlefield Road
Mountain View, CA 94043
US: 800-821-4358
Europe: 44-1753-464646
Email: info@egain.com 
www.egain.com

InContact, Demand Customer Interaction
Management Software

UCN, Inc. - UCN, Inc.
Provider of inContact,
industry-leading, on
demand customer
interaction management software that provides
tools to improve the quality of each customer
contact experience and the productivity of those
handling the contacts.
To read our customer case studies, please
request the access information here:
http://www.ucn.net/NewsEvents/CustomerSpotlig
hts/tabid/69/Default.aspx 
Phone: 8664603456 or Email: CCT@ucn.net   

Mystery Shopper/QA Programs

At Random Communications’
Programs are designed to provide
objective, impartial observations to
measure the quality of service
provided by your Representatives. Our research
services include, mystery calling and remote
monitoring, competition shopping and analysis,
individualized coaching and customer satisfaction
surveys.
Contact: Cheryl Thibault at 860-567-3733 or
cthibault@arllc.com

Integrated Inbound, Outbound, Blended
Solutions

SER SOLUTIONS, INC - SER
Solutions, Inc. delivers
unsurpassed call management
and speech analytics solutions
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to support business activities such as planned
and proactive customer care, telemarketing,
collections, fundraising, emergency notifications,
and political calling and more. SER’s solutions
enable enterprises to turn customers into loyal,
long-term sources of recurring revenue by
generating increased customer loyalty,
expanding up-sell and cross-sell opportunities,
maximizing agent productivity, and reducing
costs. 
Contact:  Scott Wielar
Senior Vice President, Marketing & Business
Development
Phone: 703.948.5500 or 800.274.5676 
Email: info@ser.com

AMTELCO 
AMTELCO’s Infinity system is an
innovative and extremely reliable call center
system that simplifies communications for your
call center. Infinity is entirely PC-based, and
combines automated call distribution with skills-
based routing, automated outbound dialing,
advanced digital switching, state-of-the-art voice
processing, e-mail, fax, true unified messaging,
and complete statistical reporting–all in one
integrated system.
Contact:
Jim Becker
4800 Curtin Drive
McFarland, WI  53558
Telephone: (800)356-9148 or (608)838-4194
Fax: (608)838-8367
E-mail: jim@amtelco.com
Internet: http://ecreator.amtelco.com

NOBLE SYSTEMS - Noble
Systems Corporation® is a
global leader in contact
center technology, delivering

integrated, inbound/outbound/blended solutions. 
Contact us at 888-866-2538 (or 404-851-1331) or
visit us online at www.noblesys.com to learn
more 

TELEDIRECT
INTERNATIONAL -
TeleDirect International is a
leading provider of call
center automation solutions. The Liberation 6000
maximizes agent effectiveness for inbound,
outbound, blended and unattended agent
campaigns, providing optimum productivity levels
in contact centers. 
Contact: marketing@tdirect.com       

PIPKINS, INC. - Headquartered in
St. Louis, Missouri, Pipkins
provides modern commercial call
centers with advanced sophisticated forecasting
and scheduling technology.

TOUCHSTAR SOFTWARE - TouchStar Software
provides most reasonably priced predictive
dialing solution available, along with robust
inbound ACD features found in most high-end
phone systems.
Contact us now to find out more. 866-338-0678   
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Dear Vice-President of Sales/Marketing:

Here Is How We Can Help Increase Your Bottom Line!

_______ ‘2006 Call Center Book of Lists Directory’:  
u 1,275 Call Centers Listed
u Each Call Center has at least One Decision Maker Listed
u Complete Contact Information
u 715+ E-mail Addresses
u The Directory is in CD-ROM (Excel Spreadsheet)
u FREE Quarterly Updates Cost: $425

______ Resource Directory/Call Center’s Buyer’s Guide:  This section of our website is the most elaborate advertising
program that we provide: Your company will be profiled on our website, www.callcentertimes.com, for 12 consecutive months  
You will be listed in the Rolling Banner for 12 consecutive months Cost: $517

______ Monthly Newsletter Advertisement:  Cost: $275

______ Corporate Logo Promotion (Website & Monthly Newsletter):     Cost $500

Simply check the applicable column(s) and 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:  _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _ _

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

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

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

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




