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Tips on making your call center a genuine profit center

In North America, call centers are a $13 billion business, employing 4 million
people. For managers in charge of a call center operation, this practical, user-
friendly guide outlines how to improve results measurably, following its
principles of revenue generation, efficiency, and customer satisfaction. In
addition, this new edition addresses many industry changes, such as the new
technology that's transforming today's call center and the location-neutral call
center. It also helps readers determine whether it's cost-efficient to outsource
operations and looks at the changing role and requirements of agents.

The ultimate call center guide, now revised and updated●

The authors have helped over 60 companies improve the efficiency and●

effectiveness of their call center operations
Offers comprehensive guidance for call centers of all sizes, from 20-person●

operations to multinational businesses

With the latest edition of Call Centers For Dummies, managers will have an
improved arsenal of techniques to boost their center's bottom line.
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Editorial Review

From the Back Cover

Learn to:

Locate, design, and build a call center●

Measure productivity and quality and set appropriate goals●

Gain efficiency through scheduling and technology●

Build and retain high-performance teams●

Your friendly guide to profitable call center management

The call center industry is one of the world's most rapidly growing and fastest changing. For call center
managers or anyone who just wants the inside scoop on this exciting field, this guide is a must-read. Loaded
with best practices from the most successful call centers around the world, Call Centers For Dummies covers
everything you need to know, whether you're just setting up shop or looking to improve your operations.

Start from the ground up — investigate where to locate and how to build a call center, understand the●

roles and responsibilities in a call center team, and consider the outsourcing option
Call center business basics — create a successful call center business model, determine achievable goals,●

and measure your center's progress through business drivers
Ensure proper resource management — discover how to always have the right staff levels — including●

home agents — through forecasting and scheduling
Gain efficiency through technology — see how advances in call center technology, such as interactive●

voice response and Voice over Internet Protocol, can help your call center agents be more productive
Build high-performance teams — recruit and retain the best people by providing great training and●

keeping your agents motivated
Keep improving — explore strategies to identify areas of improvement and learn how to manage change●

within your call center

Open the book and find:

How to develop a positive company culture and high employee engagement●

Strategies to improve your customer satisfaction scores and first-call resolution●

Tips for designing the ideal space for your center●

How to select the right outsourcing partner●

How to create people-friendly work schedules●

How to set up a home agent program●

Ways to decrease costs and increase efficiency●

About the Author

Réal Bergevin is executive vice president of Transcom Worldwide. Afshan Kinder, Winston Siegel, and
Bruce Simpson are partners in SwitchGear Consulting, a company specializing in call centers and change
management. SwitchGear's clients include companies such as Scotiabank, TELUS, and Ceridian.



Users Review

From reader reviews:

Byron Jorgensen:

Inside other case, little folks like to read book Call Centers For Dummies. You can choose the best book if
you appreciate reading a book. So long as we know about how is important a book Call Centers For
Dummies. You can add understanding and of course you can around the world by the book. Absolutely right,
mainly because from book you can know everything! From your country till foreign or abroad you will end
up known. About simple matter until wonderful thing you are able to know that. In this era, we are able to
open a book or even searching by internet device. It is called e-book. You should use it when you feel
uninterested to go to the library. Let's go through.

Agustin Byler:

Do you have something that you prefer such as book? The e-book lovers usually prefer to choose book like
comic, brief story and the biggest you are novel. Now, why not trying Call Centers For Dummies that give
your fun preference will be satisfied by means of reading this book. Reading habit all over the world can be
said as the opportunity for people to know world a great deal better then how they react in the direction of
the world. It can't be mentioned constantly that reading behavior only for the geeky man or woman but for all
of you who wants to always be success person. So , for all you who want to start reading through as your
good habit, you can pick Call Centers For Dummies become your starter.

Coleman Bailey:

Reading a book for being new life style in this yr; every people loves to go through a book. When you learn a
book you can get a wide range of benefit. When you read publications, you can improve your knowledge,
due to the fact book has a lot of information upon it. The information that you will get depend on what sorts
of book that you have read. If you want to get information about your research, you can read education
books, but if you act like you want to entertain yourself you can read a fiction books, such us novel, comics,
in addition to soon. The Call Centers For Dummies offer you a new experience in examining a book.

Justin Tran:

In this period globalization it is important to someone to get information. The information will make anyone
to understand the condition of the world. The healthiness of the world makes the information simpler to
share. You can find a lot of personal references to get information example: internet, classifieds, book, and
soon. You will observe that now, a lot of publisher this print many kinds of book. The book that
recommended to you is Call Centers For Dummies this guide consist a lot of the information from the
condition of this world now. This kind of book was represented so why is the world has grown up. The
terminology styles that writer use for explain it is easy to understand. The writer made some exploration
when he makes this book. This is why this book ideal all of you.
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