TECHNOLOGY foclay

OW TECHNOLOGY EMHANCES THE BOTTOM LINE

DON'T OVERLOOK THESE CRO QUTSOURCING ESSENTIALS

hawe beesyon all three sides of the outsoarsing lssne.

As planning dircetor ot United Airdines, | was a popu-

lnr targat of outsourcers, given the B8 million calls in

our partfolie, As o consultant with The Graycon

Group, | often helped others decide if and where to
outsource. And now, as president of Virtual-Agent Ser-
vices, | provide those services, Here are key elements of
my peerspectiee:

# Don't assume an outsourcer can do it beiter or
cheaper.

Vendors get their hard goods, labor and management
from the same market as you, They are not afforded any
magic cost advanionges and also noed Lo baild o margin into
their pricing. Unless their operating

maclel B significantly different from
sonmrs, they will not be abile to daele
you with pricing. If they say they
con, sammething s wrong,

¢ Learn how the vendor achicves
efficioncy,

Muany outsourcers rely heavily an
cross-utilization of equipment and
poople 1o gain efficiency and man-
nge eosts, This can Thive o |.rr|:|E|:||:|r|r]
impact on teir aldlity to pravide you

withi i qll:l.ir.;,' pm!ul:hl.lu! any sort of
personnized sarvice,

¢ Call centers are nbout people.

Any vendor can purchose office space and equipment,
but few can attract qualified people to stafl the tele
phones. Learn about the available labor market of your
prospeclive veredor. Dan't bse drawn in |;|;.' Elossy presenta-
tioqes pbout recruiting and traindng programes. The best of
these progrvms cannot produce quality employees if those
prospects are not avadlable in the marketplace. Also, be-
ware of vendors claiming nqul.l:hn:ﬂ..'l.gu beseamse 1J'|E':.' T

o kot of “pvailnbde workstations.” This could simply mean
that they can't get good peopde o Rl the scats.

* Your best option is probably not in your
neighborhoed.

Don't select vendors simply because they are close by
and you think you will be able to check up on them. The
mest experienetd call center practitioner cannot deber
mine the quality of an operation by simphy walling around.
Call eenter performance is managed with good reporting
and unlity managemeant,

» Beo careful when exploring new cultures.
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Like manufacturing, the call center business is con-
stanily moving around in gearch of cheaper labor. Unlike
manufacturing, however, language skills and cultural
awareness are critical to suecesa. [t is very difficult and
costly o enhance these qualities when they are not inher-
ent to the workforee. Geopolitlen] iesues alao might mat-
ter when you're shopplng for vendors in the world market.
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