Certified Call Center Manager
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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.

The Call Center Manager play a pivotal role in the
organization, they are the maestro who lead the people and
managing the process and bring the company strategy and
mission into life. This program developed based on the best
practice and methodology to integrate & harmonize the
business pillars (people, process and technology) toward
achieving world class call center. We will cover the Human
Resource lifecycle, customer satisfaction measurement and
management, workforce management and scheduling, the
self -service channels and performance benchmarking.. The
program theme is “fun and learning” using the best training
tools and methods to optimize the ROI. The program will be
delivered via zoom platform.
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Program Overview and Tracks
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* Understand the most important call center terminologies
* Understand the technology solutions in call center

* Understand the HR strategy for hiring, training and retaining ol 5 gy sSleall sty olips s ®
* Defining and designing the caller satisfaction survey 535 2kl Al olall Amilpie] iy
* Understand the Journey to Certification roadmap asll yei lllaze e Jeliy Juitly Zlalall 55all Ao ads ®
* What is workforce management, forecasting process and

scheduling
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Program Tracks
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Track One: Human Resources Lifecycle:
* Agent Turnover ‘
* Hiring and Recruiting New Agents process ﬁ ‘é @ 1
* Agent Compensation :

* Training call center Associates
* Retention and Motivation
* Agent Satisfaction and Morales
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* Reward and Recognition
* Career development and succession plan
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Track Two: Customer Satisfaction Management:

* Customer Satisfaction Standards

* Survey Design

* Survey Fielding Data Collection Methods

e Survey Analysis

* Change Initiative Execution

* Driving Change throughout Organization

* Quantifying the Value of Customer Satisfaction

* ROI Approaches for Customer Satisfaction Initiatives
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Program Tracks
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Track Three: Workforce Management:
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* Resource Planning Juddly olall g9all Gilxllaime
* Scheduling 53yl Il WISl gintlg adasestl @
* Intraday Adjustments Agf Ledsyais Jolamll 53y95
* Working the Control Tower S, lidas 8y10) 3 5eaSIl gedoes i
* Analytics and Metrics to Manage Optimizing W Jlar¥! 38150 & Juitll olasdgenl
* Organization of the Workforce Management Team Aol clially sl ol o

* Workforce Management Software Tools
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* Introduction to Benchmarking

« Call Center Benchmark Metrics _ Llall Jlas¥l 3Shaslol lyiga
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* Implementing Improvement Initiatives Ty - 3SM 8 olvusidly alysldl Juenas  ©

* Call Center Certification
* Call Center Benchmarking Solution Providers
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