Outsourcing

The following are 10 keys or steps that I think you should follow to

successfully outsource your call center.

Understand what you want

Look for Potential Partners

Brief Potential Partners

Select a Partner

Understand how Training will be conducted

Know the team who will be answering your phones
Ensure there is good Quality Control

Define your Reporting requirements and timetable

°
°
°
°
°
°
°
°
® Agree how the Account will be managed going forward
®  Agree an Implementation plan

I will go through these individually.

1. Understand what you want to achieve by Outsourcing this function?

» Ask yourself do you really understand where the work fits into your
business cycle. The how, the why and when of the function. You
require a total understanding.

» Only then can you determine why you want to outsource the function

and what you are going to achieve by doing this.

Understanding what you want from the outsourcing service provider is

imperative.

Some of your reasons to outsource maybe
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» To provide better customer service

» Or to run a more efficient and cost effective function, or

» You may not want to set up an infrastructure around the function, or

» You only want to manage the function at a high-level, it is not a core

business function you want in house

Let me give you an example of one of our client's. They wanted to outsource
their directory assistance function. This was the selection on their IVR where no
other option matched the caller’s requirement or so they thought. They examined
and documented the how, when and why of the function and this is what they
found

» How - the work was carried out by a number of people over a variety of
business areas (this made the function difficult to control)

» When — the work was carried out between the hours of 8:30am to 5:00pm
Monday to Friday but only when people were not to busy doing other
things (This meant the customers suffered) and finally

» The Why - Their callers selected this option on the phone.

They now knew their service delivery was less than satisfactory so they looked at

outsourcing as an alternative.

So what did we promise them that convinced them to outsource. We promised

» Consistent standard of service — they now set the standard and we

consistently provide that standard of service
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» Prompt answering of calls — people management has gone, sickness, leave
and break worries are a thing of the past. We manage the rostering

» We also promised to deliver calls to the right people or business area — we
train our staff to deliver the calls correctly

» By outsourcing their commodity calls their technical experts are left free to
work in their areas of expertise — why pay experts to answer commodity

calls.

So what links the service provider to the client? It is the Business Manager. To
achieve success you must assign the function to the right business manager. This
person manages the relationship just as they would manage internal relationships.

The difference is that it is now managed at a strategic level.

A word of caution here - you can move the accountability to a service provider

through a service level agreement but you cannot move the responsibility, you

must have someone manage the relationship.

Now that you think outsourcing could be a viable option you are in a position to

brief a Service Provider on your requirements.
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