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“Out of Center Call Centers” by Brendan Read

Satellite Centers

Call centers that are leery of teleworkng may find small (under 50-workstahons)
satellite centers a sutable alternative

When member sernces staff at K aser Permanente's 13 Portland OR.-area chrucs
are not handling in-person nqunes, they take calls from the HMO's 40-agent
Portland call center Calls are recewved through Siemens' (San Jose, CA) HiPath
Teleworking rerouter, which attaches to Kaser's HiPath ProCenter ACD.

The satelbte program, msttuted n August 2002, has dropped queue tmes (some
chents penalize the HMO if it doesn't meet service level agreements). The mnatwe
has also let Eaiser avord hinng addihonal call center agents, says Eebecca
Powland, call center technology speciabst with K aiser Permanente.

Satellite centers can be formal maru-centers, with the switching and technology
hostng handled centrally. Cutsourcer Vitual-Agent Seraices (VAS, Schaumburg,
IL) found this to be an efective method of tapping affordable rural workforces.

VAL has seven satelite centers m rural New Brunswack, Canada These are knked
with a field operations center in Moncton

The centers have up to 30 workstabons and 100 agents. VAS prowdes computer-
based and mstructor-led trawung at each center,

VAS contracts with Abant to provide carner-based routmg of chents® calls to
Moncton and to the agents in the satellite centers. Alant also hosts VAS's contact
management technology

Agent nunover at the satelbte centers iz 15% or less compared to the 70% to 80%
that Eobert Camastro, president of VAS, has seen m call centers.

VAS also offers teleworlung to its agents. But there has been bonated take-up: only
five of the company's 500 agents telework

"Most of cur agents bke commg into town to work and socialize,” Camastro pomts
out "Our satellite centers prowide a productive community atmosphere for them
that they wouldn't get from workang at home "



