Certified Call Center Supervisor
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Program Overview:

This vocational training and certification will grant the
participant an international license in the contact center
industry from The College of Call Center Excellence, USA.
This program will transform your supervisor into real
leader who can make impact, exponential results in team
performance and achieving call center goals.

The program will be delivered via virtual webinar using

o ”

our theme Fun and Learning The program is
interactive which includes coaching simulation sessions,
workshops, group discussion, quality calibration session,
individual assessment, knowledge sharing and games,
surveys, and more to ensure the engagement and return

on investment (ROI).
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Program Overview and Tracks
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Program Objectives: imaliall Aalall Colaal!
* Understand the contact center terminologies & pillars JLas¥l 5810 ciladsy Jee¥| 8ISy e Coyasll ©
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* Develop and implement an effective coaching program
* Understand the SUPR roles, responsibilities and KPI’s

* Understand the major leader characteristics

* Understand the Quality Monitoring lifecycle

* The art and science of reports analysis and action Ll oslatl] o,al el o8 ulas Juloxss i) AasS ®
* Understand the SUPR core competencies & attributes Jlasyl ;SJA B din Sloseg lsliSs iyl e Cayaddl @
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Program Tracks
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Track One: Leaders Roles and Responsibilities:
* Dynamics roles of call center Leaders

* Leaders competencies and characteristics

* Call center Leaders duties

* Leaders developments activities

* Top measurement for evaluating CC Leaders
* Do’s and Don’t for leaders activities

* Contact Center technologies

* Planning and conducting meeting
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Track Two: Quality Monitoring Lifecycle: Slelan¥l 8yls) g bidassaa S ©
* QA roadmap (UL Baga e d4ald, 1 adl: L HLudl
* QA deflnlt.lon . UL 8ag> e 418,01 AT BL> 890
* QA objectives and benefits 3 :: SUISL 8392 e B clayas
* How, who, when for QA program i T
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* QA feedback and improvements

* Training & coaching (who, what, when, how) u a t Pl ddes o5 88y Gy 0 ©

 Scorecard Form , contents and measures J Basll e 8,1 maliyy (e Bogopll dpdadl @
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* Best practice implementation for QA
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Program Contents:

Track Three: Coaching for peak performance:

Track Four: MIS and Contact Center Reporting:
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Important Definitions
Why coaching?

The benefits of good Coaching and Counseling
Why leaders avoid coaching and counseling?

The Development Process - roadmap
Feedback preparation Process
Characteristic of effective feedback
The GROW coaching Model
Preparation of Coaching sessions
Coaching simulation sessions

Corporate Information Needs

The Contact Center Leaders Challenges
Converting data into action

Collection of Key Customer Data
Contact Center Report Types

Report analysis and decisions

Team KPI’s and optimization

Integrated solutions

Program Tracks
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Training Logistics: imalidl ddu o)
* 5 training days — zoom platform 995 daie — Aubl A8 — Cuys ﬁl.j 5 ¢

* Total 15 training hours

* 3 training hours daily & 30 minutes break

* 2 sessions, each 90 minutes

* 350 USD or equivalent to local currency

* Including training, manual and certification cost

* Certification exam — 45 minutes via zoom platform
e Passing marks — at least 65%

* Delivery language: bilingual or English @l
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Offer Package (Bonus):

* CV polish or development (Al dAed) AL o e
. Caree-r advice sessi‘on — 30 minutes lael Asl i s pudl Jamg danlp ©
* |nterview preparation 2585 30 — chliell Laulsg oliy) duds ®

* |nclusion of CV in our Job Network
* Selection from Dr. Anton book store
* Call Centre glossary reference
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« Call center video access Juail She cilxlbhims a2
* White papers and reports access Jhai¥l ST clagiid (o degames ©
*** list will be discussed individual with each participant Adladl poylantly Sl (o Ao gazma ®

ylée S = EUNFANWRES PN T

Contacts Plus



