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ICMI and the Contact Center Community 

The contact center community knows ICMI as the resource for 
expert advice and practical knowledge. 

We want the community to also know YOU! 

ICMI is looking for experienced writers, speakers, artists, and 
other amazing talent to help educate our community! 
 
ICMI  content is delivered in many ways, and we can help 
determine the best way to share your experience.  
 
Whether you want to write about it, draw it out, or speak your 
piece, we want your expertise!  
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ICMI and the Contact Center Community 

With over 35,000 visitors a month viewing multiple pages per 
visit, icmi.com receives over 95,000 page views a month...  

We want the community to find you through icmi.com! 
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The Contributor Opportunity   

ICMI Contributors 

Writer Speaker Producer 

ICMI is looking for content from 3 key contributor types 
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The Contribution Opportunity   

Writer 

• Article: fact-based  and informative report in 800-2000 words 

• Blog: informal and conversational story in 500-1000 words 
• ICMI hosted and written specifically for us 

• Hosted on your site and linked/promoted by us   

 
Speaker 

• Educast: pre-recorded presentation built in PowerPoint with voice-over 

• Webinar: real-time web presentation using PowerPoint with live audio/Q&A  

• Event Speaker: presentation or panel at  ICMI conferences 

Producer 

• Infographic: graphic or visual representation of info, data or research 

• Cartoon: illustrated visual art; a drawing or painting 

• Site Tour: a walkthrough of a contact center 

• Video Blog: video version of a blog in YouTube style format 

• Photo Blog: photographic version of a blog using pictures to tell a story 
 

 

…in several captivating formats 
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The Contribution Opportunity   

…and in many engaging ways! 

   
1. Expert Angle 
2. “The ICMI Way” 
3. Tips & Tricks 
4. The Face of the Frontline 
5. Case Study 
6. Real-life Customer Service 
7. Expert Interview 
8. Before-and-After 
9. Newcomer Commentary 
10. Specialty Snapshot 
11. Training Teaser 
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Expert Angle 

Your professional perspective on relevant industry topics 

Our Community Need: A newsworthy, yet opinionated perspective on one 
relevant and current industry topic 
 
Your Voice: Using your vast experience and expert viewpoint, you will talk about: 

• Industry news and current developments 
• State-of-the-industry ideas or concepts 
• Technology reviews and walkthroughs 
• Issues faced in the contact center and your solutions 
• An insider’s view of culture, morale, or processes  

 
Your background: Industry C-level, 10+ years contact center management-level, 
ICMI advisory board, current speaker or industry expert 
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“The ICMI Way” 

Your fresh take on the “tried and true” ICMI practices  

Our Community Need: The basics of running and managing a contact center 
using ‘Call Center 101’ knowledge 
 
Your Voice: You’ve been in the contact center for years and know the baseline 
knowledge that every manager can use. Now is your chance to share:  

• Metrics and KPIs  
• Practical examples and dialogue using topics in Brad Cleveland’s “Call 

Center Management on Fast Forward” 
• Call Center Dictionary term definitions and discussion 
• Responses to frequently asked QueueTips questions  
• A cool new twist on a standard process or industry standard 

  
Your background: Contact center management or executive, supervisor, contact 
center support specialist (QA, WFM, Training)  
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‘Tips and Tricks’ of the Contact Center Trade 

Your firsthand voice and tangible examples   

Our Community Need: Tangible examples of how things can be done, and how 
others have done it well. Quick takeaways that can be implemented in their own 
contact centers today, tomorrow or in the near future 
 
Your Experience: You know that contact center managers and agents don’t 
always have a lot of time. You’ll take your expertise and consolidate it into:  

• Fast facts about the contact center  
• Tips, tricks, or things that are relevant to a contact center manager or 

employee 
• Quick anecdotes to get the community thinking  
• Lists that could be referenced, hung up in cubicles, or shared through 

social media 
 
Your background: Contact center management or executive, supervisor, contact 
center support specialist (QA, WFM, Training)  
 



©2012 International Customer Management Institute.  All Rights Reserved.  icmi.com | 800.672.6177 icmi.com | 800.672.6177 

The Face of the Frontline 

Your tales, your challenges, your triumphs, your voice 

Our Community Need: Agents love to hear from other agents; managers and 
executives want to hear from other frontline talent 
 
Your Experience: You are the true face of the frontline. You are the voice of your 
customer and of your company. (We can talk about anonymity!) 
Make your voice heard by: 

• Recapping  real-life customer successes and challenges 
• Recounting the best things a supervisor can do for an agent 
• Discussing exciting ways of providing peer assistance 
• Providing insight into the most effective ways that companies can keep 

the frontline happy and fulfilled 
• Divulging what makes you love your job! 

 
Your background: Contact center supervisor or agent 
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Case Study 

Your personal story from inside the contact center  

Our Community Need: An exclusive look at a successful contact center with a 
focus on one specific initiative, implementation or partnership  
 
Your Voice: Take the community inside your contact center and introduce them  
to: 

• A technology implementation (works great in partnership with your 
vendor) 

• The lifecycle of a project from beginning to end 
• One of your rockstar employees who directly impacts the success of 

your contact center or greatly enhances the customer experience 
 
Your background: Contact center management-level, ICMI advisory board, 
industry expert, contact center technology vendor  
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Real-Life Customer Service Stories 

Your good, bad, and the ugly of customer service in the real-world 

Our Community Need: It’s one thing to read books and attend training classes to 
learn how to run a contact center. The community also wants to learn from the 
real-world 
 
Your Experience: You are passionate about the customer experience and pay 
attention to how other companies are providing it: 

• Examples of great customer service – from a waiter, a flight attendant, or 
the owner of your favorite store 

• Online versus in-person customer service differences 
• Trends from other industries or companies 
• Innovative CSAT surveys, refund or credit opportunities or follow-up 
• Things not to do to please the customer!  

 
Your background: Anyone who cares about the customer experience! 
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Expert Interview 

Your conversation with an expert in the customer service industry 

Our Community Need: A concise and informative interview with someone 
prominent in the customer service industry 
 
Your Experience: You have access to a speaker, an author, your executive, or just 
someone  amazing  who is making an impact on the customer service industry. 
Share their story: 

• With an engaging Q&A session 
• Through rapid-fire storytelling  
• By having them describe their innovation or philosophy ,and then having 

others give reviews on the impact to the industry 
 
Your background: Industry C-level, contact center management-level, ICMI 
advisory board, industry expert, contact center support specialist (QA, WFM, 
Training) 
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Before & After 

Your comparative look at your contact center…before and after  

Our Community Need: An opportunity to see the real impact of a initiative onto 
a contact center, its environment, its customers and its people 
 
Your Experience: You’ve recently launched a major initiative that changed the 
way your contact center looks, feels, or operates. What is it, how did the journey 
go, and what lessons did you learn? 

• Demonstrate the gains of a major technology implementation 
• Describe the before and after of HR, morale or culture initiatives on your 

customers and your employees 
• Talk about your life today versus a year ago after you chose to outsource, 

open a new site, or change vendors 
 
Your background: Industry C-level, contact center management-level, ICMI 
advisory board, industry expert, contact center support specialist (QA, WFM, 
Training) 
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New-Comer Commentary 

Your newcomer’s view of the contact center industry 

Our Community Need: Our newcomers want to know what to expect and what 
working in this dynamic industry is like 
 
Your Experience: You are still pretty new to the contact center industry, but 
you’ve had the opportunity to attend ACCE, Call Center Demo, or have a great 
contact center mentor. Here’s some things to share: 

• Your “AHA Moment” when listening to a speaker or presentation 
• The one mistake you wish you could have avoided 
• The best tip that you received from an expert 

 
Your background: Contact center management with less than 2 years 
experience, supervisor, contact center support specialist (QA, WFM, Training) 
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Specialty Snapshot 

Your opportunity to let your specific specialty shine!  

Our Community Need: A chance to learn from the best and the brightest in our 
support fields – WFM, QA, training, reporting  or customer insight 
 
Your Experience: You do something specific and pretty amazing. Not all contact 
centers get to have dedicated people like you, so give the community an 
opportunity to learn: 

• What challenges are overcome with your specific role 
• How the department justifies the ROI for your position 
• The impact you/your team have had on metrics, KPIs, or the customer 

experience 
 
Your background: Contact center management-level, ICMI advisory board, 
industry expert, contact center support specialist (QA, WFM, Training) 
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Training Teasers 

Your post-ICMI training recap and rundown 

Our Community Need: An opportunity for the community to get a glimpse of the 
great content and knowledge taught in ICMI training courses 
 
Your Experience:  You’ve had the advantage of attending an ICMI training course, 
either in person or virtually. Here’s your chance to share some of what you 
learned:  

• Partner with one of our trainers to create a “student-teacher” 
perspective 

• Tease the topics and information, and encourage others to attend 
valuable training 

 
Your background:Contact center management or executive, supervisor, contact 
center support specialist (QA, WFM, Training)  
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Appendix: Deliverable 

Examples 
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Infographic Example 

Click here to 
see the full 
infographic, 
and many 
other 
examples. 

http://www.icmi.com/Blog/2012/July/Why-Do-Agents-Leave
http://www.icmi.com/Blog/2012/July/Why-Do-Agents-Leave
http://www.icmi.com/Blog/2012/July/Why-Do-Agents-Leave
http://www.icmi.com/Blog/2012/July/Why-Do-Agents-Leave
http://www.icmi.com/Blog/2012/July/Why-Do-Agents-Leave
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http://www.icmi.com/Blog/2012/July/Why-Do-Agents-Leave


©2012 International Customer Management Institute.  All Rights Reserved.  icmi.com | 800.672.6177 icmi.com | 800.672.6177 

Blog Example 

From Egg Salad to Customer Service 

Click here to 
see the full 
blog posting, 
and many 
other 
examples. 

http://www.icmi.com/Blog/2012/July/From-Egg-Salad-to-Customer-Service
http://www.icmi.com/Blog/2012/July/From-Egg-Salad-to-Customer-Service
http://www.icmi.com/Blog/2012/July/From-Egg-Salad-to-Customer-Service
http://www.icmi.com/Blog/2012/July/From-Egg-Salad-to-Customer-Service
http://www.icmi.com/Blog/2012/July/From-Egg-Salad-to-Customer-Service
http://www.icmi.com/Blog/2012/July/From-Egg-Salad-to-Customer-Service


©2012 International Customer Management Institute.  All Rights Reserved.  icmi.com | 800.672.6177 icmi.com | 800.672.6177 

Cartoon Examples 

Examples from our Monthly Cartoon Contest 

Click here to 
see the full 
cartoon 
posting, and 
many other 
examples. 

http://www.icmi.com/Blog/2012/September/Call-Center-Cartoon-Caption-Contest-12
http://www.icmi.com/Blog/2012/September/Call-Center-Cartoon-Caption-Contest-12
http://www.icmi.com/Blog/2012/September/Call-Center-Cartoon-Caption-Contest-12
http://www.icmi.com/Blog/2012/September/Call-Center-Cartoon-Caption-Contest-12
http://www.icmi.com/Blog/2012/September/Call-Center-Cartoon-Caption-Contest-12
http://www.icmi.com/Blog/2012/September/Call-Center-Cartoon-Caption-Contest-12
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Site Tour Example 

Behind the Scenes at NOVO 1 

Click here to 
see the full 
site tour  
posting, and 
many other 
examples. 

http://www.icmi.com/Blog/2012/October/Behind-the-Scenes-at-NOVO-1
http://www.icmi.com/Blog/2012/October/Behind-the-Scenes-at-NOVO-1
http://www.icmi.com/Blog/2012/October/Behind-the-Scenes-at-NOVO-1
http://www.icmi.com/Blog/2012/October/Behind-the-Scenes-at-NOVO-1
http://www.icmi.com/Blog/2012/October/Behind-the-Scenes-at-NOVO-1
http://www.icmi.com/Blog/2012/October/Behind-the-Scenes-at-NOVO-1
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Article Example 

3 Ways that Pressure Can Reduce Service Levels 

Click here to 
see the full 
site tour  
posting, and 
many other 
examples. 

http://www.icmi.com/Resources/Articles/2012/October/Three-Ways-that-Pressure-Can-Reduce-Service-Levels
http://www.icmi.com/Resources/Articles/2012/October/Three-Ways-that-Pressure-Can-Reduce-Service-Levels
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Webinar Example 

From One Rock Star to Another 

Click here to 
see the 
complete 
webinar and 
many other 
examples. 

http://www.icmi.com/Resources/Webinars/2012/Qtr3/Build-and-Be-a-Rockin-Customer-Service-Team
http://www.icmi.com/Resources/Webinars/2012/Qtr3/Build-and-Be-a-Rockin-Customer-Service-Team
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