y N
CONTACTBABEL

THE CONTACT CENTRE INDUSTRY EXPERTS

THE UK CONTACT CENTRE

DECISION-MAKERS' GUIDE
7™ edition (2009)

Benchmarking - HR - IT - Strategy - Solutions

Agent attrition rate
45% | 43%
40%
35%

30%
25%
20%

31%

30%

28%

I I i

22%

100%

The top 3 abilities or characteristics of a successful

239%

5 14%

0% contact centre agent

Abilityto  Gift of the

Reliability Team player Abilityto Salesability Abilityto  Complex
workunder technicalor deal with gab'

Empathy
with multi-task
customers stress product  repetitive

knowledge tasks

> The 7™ edition of the largest annual study of the UK contact centre industry
» Find solutions to your contact centre's challenges

» Compare yourself directly to your competitors

» HR, performance, strategy, operations and technology issues fully covered

» Over 200 UK contact centres interviewed
Published Autumn 2009
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What can I gain from reading
this report?

The UK Contact Centre Decision-
Makers' Guide is the largest and
most intensive study of the industry
available, with results and analysis
drawn from extended interviews with
over 200 contact centres.

The report is focused on providing top-
quality, fact-driven advice and
information to senior contact centre
decision-makers tasked with improving
operations and driving strategy as well
as providing performance-related
information to line management.

As such, the UK Contact Centre
Decision-Makers' Guide contains the
detailed performance metrics and HR
measures (salaries, attrition, absence
etc) that operational management
need to do their jobs.

Readers can benchmark their
operations against their competition in
the same vertical market, of similar
sizes and activity types and even in
the same region and type of location.
The cost of the report is a tiny fraction
of what a bespoke benchmarking
project would cost.

This year, the report is structured to
address the 7 major issues that the
contact centre industry is constantly
having to address, and suggests actual
solutions to these commercial and
operational challenges:

Improving Quality and
Performance

< What is quality?

% Quality and performance management
techniques

< Customer satisfaction and complaints

< Training & coaching techniques and
costs

Maximising Efficiency and Agent
Optimisation

« Contact centre performance metrics

« Occupancy; call duration; call
abandonment; speed to answer; first
call resolution; call transfers; cost per
call

< Budget: past changes and future plans
for Opex and Capex

% New ways of working: virtual contact
centres, homeworking, telecottages,
the enterprise as contact centre

< IP, CTI and convergence

< The unified desktop

% Voice biometrics

< Workforce management

% Headsets

New Media and the Customer of
the Future

% Multimedia, blending and the Universal
Queue

% SMS, text chat, video and IVVR

< Self-service: speech recognition and
touchtone IVR

% The role of social networking in
customer service

% The customer of the future

Increasing Profitability

< CRM, cross-selling and upselling
< Hosted and managed solutions
< Outbound automation

Choosing a Location

< Ratings by region
< City centre vs business park vs rural

HR Management

< Attrition and its causes

< Absence

< Recruitment techniques

< What makes a good agent?
< Salaries and bonuses

Strategic Directions

« Outsourcing

% Planned expenditure

< Pressing managerial issues

< Future trends

< The contact centre in 5 years' time
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Who should read this report?

Contact Centre / Customer Service /
Operations Directors:

e Understand how you match up
to your competition

e See which solutions can
support your strategy and
address your challenges

e Set performance metrics and
understand their importance

Contact Centre Management:

e Benchmark your performance
against other operations

e Address key pain points in HR,
operations and IT

HR Management:

e Compare market rates for
salaries

e Understand industry-wide
attrition and absence statistics

e Quantify training and
recruitment costs and
understand key issues

Who are ContactBabel?

ContactBabel are the contact centre
industry experts. If you have a
question about how the industry
works, or where it's heading, the
chances are we have the answer.

The coverage provided by our massive
and ongoing primary research projects
is matched by our experience
analysing the contact centre industry.
We understand how technology,
people and process best fit together,
and how they will work collectively in
the future.

We help the biggest and most
successful vendors develop their

contact centre strategies and talk to
the right prospects. We have shown
the UK government how the contact
centre industry will develop and
change in our country. We help
contact centres compare themselves
to their closest competitors so they
can understand what they are doing
well and what needs to improve.

If you have a question about your
company'’s place in the contact centre
industry — whether you’re a vendor or
contact centre operator - we can
probably help you.

Email: info@contactbabel.com

Website: www.contactbabel.com

Telephone: 01740 629835

How much does the report cost
and how do I purchase it?

In past years, ContactBabel's annual
industry report has cost close to
£1,000. However, we are now able to
offer this report to the contact centre
industry for a fraction of its original
price.

The report is available as a PDF, sent
either electronically or on a CD.

Please call us on 01740 629835:
we accept major credit cards.

Alternatively, please fill in the form on
the back page and post it to us along
with a cheque for the full amount
made payable to “ContactBabel”.

If you prefer, we can invoice you.

More information, including a free
extended Executive Summary is
available from our website:
www.contactbabel.com
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THE CONTACT CENTRE DECISION-MAKERS' GUIDE
ORDER FORM

I would like to order the UK Contact Centre Decision-Makers' Guide (2009)

CD copy - PDF format (£295 + VAT)

Electronic delivery - PDF format (£295 + VAT)

Please complete your contact details

Name:

Position:

Company:

Address:

Telephone:

Email:

Please complete your payment options

I enclose a cheque made payable to 'ContactBabel' (send to address below).

Please invoice me at the address above (28 days' terms). My purchase
order number is:

Alternatively, please call 01740 629835 to pay by credit or debit card.

ContactBabel / 29 Wellgarth Mews / Sedgefield / County Durham / TS21 3NN



	Email: info@contactbabel.com
	Website: www.contactbabel.com
	Telephone: 01740 629835


<<

  /ASCII85EncodePages false

  /AllowTransparency false

  /AutoPositionEPSFiles true

  /AutoRotatePages /None

  /Binding /Left

  /CalGrayProfile (Dot Gain 20%)

  /CalRGBProfile (sRGB IEC61966-2.1)

  /CalCMYKProfile (U.S. Web Coated \050SWOP\051 v2)

  /sRGBProfile (sRGB IEC61966-2.1)

  /CannotEmbedFontPolicy /Error

  /CompatibilityLevel 1.4

  /CompressObjects /Tags

  /CompressPages true

  /ConvertImagesToIndexed true

  /PassThroughJPEGImages true

  /CreateJobTicket false

  /DefaultRenderingIntent /Default

  /DetectBlends true

  /DetectCurves 0.0000

  /ColorConversionStrategy /CMYK

  /DoThumbnails false

  /EmbedAllFonts true

  /EmbedOpenType false

  /ParseICCProfilesInComments true

  /EmbedJobOptions true

  /DSCReportingLevel 0

  /EmitDSCWarnings false

  /EndPage -1

  /ImageMemory 1048576

  /LockDistillerParams false

  /MaxSubsetPct 100

  /Optimize true

  /OPM 1

  /ParseDSCComments true

  /ParseDSCCommentsForDocInfo true

  /PreserveCopyPage true

  /PreserveDICMYKValues true

  /PreserveEPSInfo true

  /PreserveFlatness true

  /PreserveHalftoneInfo false

  /PreserveOPIComments true

  /PreserveOverprintSettings true

  /StartPage 1

  /SubsetFonts true

  /TransferFunctionInfo /Apply

  /UCRandBGInfo /Preserve

  /UsePrologue false

  /ColorSettingsFile ()

  /AlwaysEmbed [ true

  ]

  /NeverEmbed [ true

  ]

  /AntiAliasColorImages false

  /CropColorImages true

  /ColorImageMinResolution 300

  /ColorImageMinResolutionPolicy /OK

  /DownsampleColorImages true

  /ColorImageDownsampleType /Bicubic

  /ColorImageResolution 300

  /ColorImageDepth -1

  /ColorImageMinDownsampleDepth 1

  /ColorImageDownsampleThreshold 1.50000

  /EncodeColorImages true

  /ColorImageFilter /DCTEncode

  /AutoFilterColorImages true

  /ColorImageAutoFilterStrategy /JPEG

  /ColorACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /ColorImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000ColorACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000ColorImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasGrayImages false

  /CropGrayImages true

  /GrayImageMinResolution 300

  /GrayImageMinResolutionPolicy /OK

  /DownsampleGrayImages true

  /GrayImageDownsampleType /Bicubic

  /GrayImageResolution 300

  /GrayImageDepth -1

  /GrayImageMinDownsampleDepth 2

  /GrayImageDownsampleThreshold 1.50000

  /EncodeGrayImages true

  /GrayImageFilter /DCTEncode

  /AutoFilterGrayImages true

  /GrayImageAutoFilterStrategy /JPEG

  /GrayACSImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /GrayImageDict <<

    /QFactor 0.15

    /HSamples [1 1 1 1] /VSamples [1 1 1 1]

  >>

  /JPEG2000GrayACSImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /JPEG2000GrayImageDict <<

    /TileWidth 256

    /TileHeight 256

    /Quality 30

  >>

  /AntiAliasMonoImages false

  /CropMonoImages true

  /MonoImageMinResolution 1200

  /MonoImageMinResolutionPolicy /OK

  /DownsampleMonoImages true

  /MonoImageDownsampleType /Bicubic

  /MonoImageResolution 1200

  /MonoImageDepth -1

  /MonoImageDownsampleThreshold 1.50000

  /EncodeMonoImages true

  /MonoImageFilter /CCITTFaxEncode

  /MonoImageDict <<

    /K -1

  >>

  /AllowPSXObjects false

  /CheckCompliance [

    /None

  ]

  /PDFX1aCheck false

  /PDFX3Check false

  /PDFXCompliantPDFOnly false

  /PDFXNoTrimBoxError true

  /PDFXTrimBoxToMediaBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXSetBleedBoxToMediaBox true

  /PDFXBleedBoxToTrimBoxOffset [

    0.00000

    0.00000

    0.00000

    0.00000

  ]

  /PDFXOutputIntentProfile ()

  /PDFXOutputConditionIdentifier ()

  /PDFXOutputCondition ()

  /PDFXRegistryName ()

  /PDFXTrapped /False



  /CreateJDFFile false

  /Description <<



    /BGR <>

    /CHS <FEFF4f7f75288fd94e9b8bbe5b9a521b5efa7684002000410064006f006200650020005000440046002065876863900275284e8e9ad88d2891cf76845370524d53705237300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c676562535f00521b5efa768400200050004400460020658768633002>

    /CHT <FEFF4f7f752890194e9b8a2d7f6e5efa7acb7684002000410064006f006200650020005000440046002065874ef69069752865bc9ad854c18cea76845370524d5370523786557406300260a853ef4ee54f7f75280020004100630072006f0062006100740020548c002000410064006f00620065002000520065006100640065007200200035002e003000204ee553ca66f49ad87248672c4f86958b555f5df25efa7acb76840020005000440046002065874ef63002>

    /CZE <>

    /DAN <>

    /DEU <>

    /ESP <>

    /ETI <>

    /FRA <>

    /GRE <>



    /HRV (Za stvaranje Adobe PDF dokumenata najpogodnijih za visokokvalitetni ispis prije tiskanja koristite ove postavke.  Stvoreni PDF dokumenti mogu se otvoriti Acrobat i Adobe Reader 5.0 i kasnijim verzijama.)

    /HUN <>

    /ITA <>

    /JPN <FEFF9ad854c18cea306a30d730ea30d730ec30b951fa529b7528002000410064006f0062006500200050004400460020658766f8306e4f5c6210306b4f7f75283057307e305930023053306e8a2d5b9a30674f5c62103055308c305f0020005000440046002030d530a130a430eb306f3001004100630072006f0062006100740020304a30883073002000410064006f00620065002000520065006100640065007200200035002e003000204ee5964d3067958b304f30533068304c3067304d307e305930023053306e8a2d5b9a306b306f30d530a930f330c8306e57cb30818fbc307f304c5fc59808306730593002>

    /KOR <FEFFc7740020c124c815c7440020c0acc6a9d558c5ec0020ace0d488c9c80020c2dcd5d80020c778c1c4c5d00020ac00c7a50020c801d569d55c002000410064006f0062006500200050004400460020bb38c11cb97c0020c791c131d569b2c8b2e4002e0020c774b807ac8c0020c791c131b41c00200050004400460020bb38c11cb2940020004100630072006f0062006100740020bc0f002000410064006f00620065002000520065006100640065007200200035002e00300020c774c0c1c5d0c11c0020c5f40020c2180020c788c2b5b2c8b2e4002e>

    /LTH <>

    /LVI <>

    /NLD (Gebruik deze instellingen om Adobe PDF-documenten te maken die zijn geoptimaliseerd voor prepress-afdrukken van hoge kwaliteit. De gemaakte PDF-documenten kunnen worden geopend met Acrobat en Adobe Reader 5.0 en hoger.)

    /NOR <>

    /POL <>

    /PTB <>

    /RUM <>

    /RUS <>

    /SKY <>

    /SLV <>

    /SUO <>

    /SVE <>

    /TUR <>

    /UKR <>

    /ENU (Use these settings to create Adobe PDF documents best suited for high-quality prepress printing.  Created PDF documents can be opened with Acrobat and Adobe Reader 5.0 and later.)

  >>

  /Namespace [

    (Adobe)

    (Common)

    (1.0)

  ]

  /OtherNamespaces [

    <<

      /AsReaderSpreads false

      /CropImagesToFrames true

      /ErrorControl /WarnAndContinue

      /FlattenerIgnoreSpreadOverrides false

      /IncludeGuidesGrids false

      /IncludeNonPrinting false

      /IncludeSlug false

      /Namespace [

        (Adobe)

        (InDesign)

        (4.0)

      ]

      /OmitPlacedBitmaps false

      /OmitPlacedEPS false

      /OmitPlacedPDF false

      /SimulateOverprint /Legacy

    >>

    <<

      /AddBleedMarks false

      /AddColorBars false

      /AddCropMarks false

      /AddPageInfo false

      /AddRegMarks false

      /ConvertColors /ConvertToCMYK

      /DestinationProfileName ()

      /DestinationProfileSelector /DocumentCMYK

      /Downsample16BitImages true

      /FlattenerPreset <<

        /PresetSelector /MediumResolution

      >>

      /FormElements false

      /GenerateStructure false

      /IncludeBookmarks false

      /IncludeHyperlinks false

      /IncludeInteractive false

      /IncludeLayers false

      /IncludeProfiles false

      /MultimediaHandling /UseObjectSettings

      /Namespace [

        (Adobe)

        (CreativeSuite)

        (2.0)

      ]

      /PDFXOutputIntentProfileSelector /DocumentCMYK

      /PreserveEditing true

      /UntaggedCMYKHandling /LeaveUntagged

      /UntaggedRGBHandling /UseDocumentProfile

      /UseDocumentBleed false

    >>

  ]

>> setdistillerparams

<<

  /HWResolution [2400 2400]

  /PageSize [612.000 792.000]

>> setpagedevice



