The Dynamic Contact Center

“The variety and content
of the ICMI seminars are
invaluable to taking your
call center to the next
level.”

Reye Kenney

Telecommunications Director,
Hagerty Insurance

COURSE PRICE

Classroom Course

$795

Interactive one-day
course with your peers.

Client Site Course
Call for pricing

A one-day course
conducted at your
location.

REGISTER

icmi.com/training

Icmi

International Customer
Management Institute

A fundamental overview for agents that builds a solid
foundation in the language and basic measurement
of contact centers and the agent’s role in the success
of the operation.

Contact center agents are the voice of a company (so to speak) but not always do
they understand what'’s behind the everyday business of running a successful
contact center. Through ICMI’s The Dynamic Contact Center classroom course,
agents will gain perspective on why the contact center is important to the
organization and how their role as an agent contributes to the success of both
the center and the company.

The course offers agents a definition of the contact center as a coordinated system
of people, processes, technologies and strategies, and allows them to discover how
this system supports the organization’s mission statement. They’'ll understand how
the center functions as a hub of multi-channel communications for the entire
organization and how these communications support the mission of the
organization. Most importantly, they'll understand the value that the call center,
and their role within the call center, provides to customers and the organization.

Agents then focus on “speaking the same language,” with an in-depth review of
the key terms and acronyms that are unique to contact center operations. They'll
review the terms, concepts and definitions that relate to people, technology and
operations, as well as the basic calculations and importance of each term. They'll
put all the pieces together to discover how call centers measure success with a
basic understanding of the five key categories of contact center measurement.

They'll recognize how all the measurements interrelate, how each key
measurement is broken down, how it is measured overall, and the steps each
agent can take to personally make an impact on the measure.

Finally, they'll focus on key performance objectives for individual agents that
directly affect the success of the contact center. They’ll look at how to measure
their success as an agent by doing the right things at the right times via quality
monitoring and adherence to schedule.

Designed for contact center agents of all experience levels, or anyone who'd like to
get up to speed on the everyday operations, communications and functions of the
center, including:

» Understanding the value that their work provides to customers, the organization
and employees.

» Learning the key terms and acronyms that are part of the everyday language of the
contact center.

» Measuring agent success in two key categories.

» |dentifying the key contact center measurements and how the agent has an impact
on each.
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The Dynamic Contact Center

COURSE OUTLINE

Unit 1: What is a Call Center
» Defining a Call Center?

» Understand the call center as a hub of communication

» Learn how the call center supports the mission of the
organization

» Learn the value of the call center to the organization
and to the customers

» Learn how agents contribute to the organization
through the call center

Unit 2 and 3: Terms and Acronyms

» Define and use foundational terms, abbreviations,
and acronyms

Unit 4: Measuring the Call Center’s Success
» Defining Success
» |dentify five key categories of call center measures
» Learn about agents’ impact on the five key categories

and how that impacts the organization

Unit 5: Measuring Your Success

» |dentifying the two key categories for measuring
agent success

Icmi
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Management Institute

About ICMI

The International Customer Management Institute (ICMI) is

the leading global provider of comprehensive resources for
customer management professionals — from frontline agents

to executives — who wish to improve customer experiences and
increase efficiencies at every level of the contact center. ICMI's
experienced and dedicated team of industry insiders, analysts,
and consultants are committed to providing uncompromised
objectivity and results-oriented vision through the organization’s
respected lineup of professional services including training,
consulting, events, and information resources.
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