High Performance Contact Center

Improve Customer Service through Economies of Scale
and Operational Excellence

Managing a Customer Service Organization has

Become More Complex

The face of customer service is changing, as superior customer care becomes

Consohdatlng Call Centers into essential for improving customer satisfaction, loyalty and retention. Customers

a Network of High Performance expect and demand a single point of contact with service and product
Contact Centers Can Yield providers, as well as seamless interaction across multiple touch points.
Quantifiable Savmgs to Your The dilemma faced by providers is how to cost-effectively deliver service that
Bottom Line consistently meets escalating customer expectations as well as exponential
increases in the number of customer interactions. It is not uncommon for a
CSC'’s High Performance Contact Center company to have evolved into an environment where they operate multiple,
offering can produce real bottom line decentralized customer care centers. This structure leads to overstaffing as

savings, including: well as |neff|C|enC|§s and a lack of standardization of processes and
performance metrics.

e 25 to 50 percent savings, with an
eight month RO Characteristics of a World-Class Customer

e Cost reduction through economies of Care Organization
scale and process/infrastructure
standardization World-class customer care organizations share these characteristics:
e Actively monitor and maintain consistent service levels based on

predefined performance metrics that are aligned with customer

expectations and business value

e |ncreased revenue from
superior service

. i i . . . . .
M|grat|qn of some customer . * Operate an organizational model that optimizes physical and human assets

interactions to lower cost self service
e Consistently delivers a meaningful experience across all touchpoints

through work flow management that ensures proper resource allocation

* Integrate sophisticated CRM technologies and tools to deliver a
personalized experience across all customer interfaces

e Actively manage its workforce to attract, retain and develop the highest
quality customer care agents

Building and maintaining such an organization can be extremely challenging. A
proper balance must be maintained between three customer contact
dimensions: service levels, capacity and cost. The cost of customer interactions
cannot increase proportionally to the growth of the business or the complexity
of the product offerings. This is an ongoing challenge that can be successfully
overcome with careful analysis, planning and investments — only then can the
contact center become a value creation component of a company’s overall
customer care strategy.
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Transforming Your Customer Service Function into a Network

of High Performance Centers

With CSC’s High Performance Contact Center offering, you can rapidly transform your customer
service function into an integrated network of high performance centers. Our experience suggests
that the highest volumes, with up to 600 front line workers per center, can be handled optimally
with two to six contact centers. Savings of 25 to 50 percent can be achieved by consolidating
multiple, small, decentralized centers into one centralized organization.

The high performance contact center model can be achieved in incremental steps by using our
collective best practices, tools and methods. We will work with you to employ a mix of capabilities
based on our expertise in contact center management, customer relationship management, and site
planning and selection. First, we utilize a proven diagnostic tool to confirm which new and/or
enhanced capabilities to employ based on your customer service level ambition. Second, we work
with you to develop a business case and phased implementation plan. This plan is tailored to meet
your implementation control needs and ensures that the pace of change will achieve the desired
benefits while addressing your concerns relating to risk model, financial constraints, as well as your
organization’s capacity for change. To accelerate the implementation effort, we've created a contact
center facility template that is architected for management and support consistency and yields
technically similar site designs.
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Working with CSC, you will achieve the benefits of a high performance center defined by:

e One logical operating model delivered across a few redundant physical locations

e Physical centers designed for operational and service excellence — with standardized and
shared processes, applications, telephony platforms and administrative capabilities

* A single point of contact for customers to support all their needs
e Consolidated or “unified” customer and process views

e Targeted use of CRM technologies and processes to proactively interact with customers
(cross and up selling, extended customer service)

¢ Auvailability of universal and virtual agents to provide flexibility, scalability and optimal
utilization of resources

e Full command and control capabilities over all centers with standard reporting and metrics
e Migrating some portion of customer interactions to self-service.

CSC’s integrated offering allows you to rapidly plan and execute the transition to a new customer-
centric operating model. Our approach includes careful planning and analysis of each component
area to avoid costly service disruptions while optimizing cost savings and ensuring achievement of
the desired bottom line benefits.

For more information on how CSC can help your organization
improve its customer service function, please contact:

Rich Davidian at 914-552-0872

or 212-532-1500 ext. 7366

or rdavidia@csc.com



