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About Me 
 

I’ve worked in contact centers since 1997 
 

Serving in & outbound centers ranging in 
size from 5 to 2500+ 

 
Spanning a variety of industries including 
technology, hospitality, manufacturing, 

education & more 
 

At ICMI, I design & develop our training & 
professional certification content 

 
My friends know me as a coffee-drinker 

with a travel problem 
 

jrobbins@icmi.com // @justinmrobbins 



Looking Back, What Have I Learned? 



So How Can You Become “The Best”?  So How Can You Become “The Best”?  

Invest in the contact center industry’s  
 

advanced  profess ional  cer t i f i cat ion 

Ve r s e  y o u r s e l f  i n  c o n t a c t  c e n t e r 
f u n d a m e n t a l s  &  b e s t  p r a c t i c e s 

ONLY 

C o m p l e t e  t h e  p r o g r a m  w h e n 
y o u  w a n t  a n d  w h e r e  y o u  w a n t 
t h r o u g h  s e l f - p a c e d  e - L e a r n i n g 



ICMI Professional Certification 

 

Training that specifically addresses the core 
competencies and fundamentals of contact 

center management 

 

Designed for those who wear “many hats” 
within their center 

 

Ultimate goal: An expert level understanding 
of contact centers 

 
 



That Sounds Like A Great Idea, But… 

HOW 
DOES IT 
REALLY 
WORK? 



Let’s  
Hop In 

The 
Driver’s 

Seat 



Forecasting 
Principles 

 
Staffing for Web 

Chat 
 

Social Interactions 
 

Calculating 
Turnover 

 
The Immutable 
Laws of Contact 

Centers 



ICMI’s Certification Central 

http://www.icmi.com/certificationcentral.aspx


Get hands-on with ‘Certification Central 

Stop by the ICMI booth (#101) during 
exhibit hall hours for your chance to test 

drive this online e-learning solution 



thank you. 
 

|| questions? || 



 
 

Contact Information 
 

Justin Robbins 
 

Training and Development 
Manager, ICMI 

 
jrobbins@icmi.com 

516.562.7566  
@justinmrobbins 

 



ICMI 
 

121 South Tejon Street, Suite 1100 
Colorado Springs, CO  80903  US 

US and Canada: (800) 672-6177 
 

icmi.com 
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