
[image: image1.jpg]Al GOLD CERTIgc

www.atsi.org



ATSI Certification Program
In 2002, SNUG, (The Startel National Users Group), recognized that excluding the CAM-X and ATSI Award of Excellence Programs, there were no standards in our industry for measuring quality or assessing a call center facility and system readiness.  SNUG developed a three-tiered education program to provide members with certification levels in the area of CSR, supervisor and facility. 

CSR Certification

The CSR Certification Program is for the TAS / Call Center industry to certify and accredit their staff of Customer Service Representatives / Telephone Service Representatives.

The goal of the CSR Certification Program is for your TAS / Call Center to offer your CSRs a professionally prepared program where they can be tested and accredited in TAS and Customer Service skill sets using the features of  the accredited TAS Platform. 

Successful candidates will have demonstrated excellence in three areas: 

· Completion and testing under the Interactive Training Program. 

· Successfully passing a comprehensive written examination of Call Handling skill sets. 

· An oral interview which tests customer service issues and problem calls with a certified examiner.

Supervisor Certification

Candidates are selected to participate in the Supervisor Certification program because their manager feels they have the potential to lead, coach, and support the CSR staff.  As part of the examination they will be given problems and Case Studies to work through.  Candidates will also answer questions in essay form about system operations and procedures. It is as much a test of character as a test of knowledge.   

Site Certification

 SEQ CHAPTER \h \r 1 24 / 7 Site Certification Program sets forth nearly sixty [60] criteria that need to be met or exceeded.  These specifications were designed by the Certification Committee and Dr. Peter DeHaan. They represent a collection of the best practices and guidelines that our TAS sites adhere to.  Part of the challenge of participating in this peer review and inspection program are in the preparations and groundwork that your TAS will need to complete in order to qualify. Upon receiving Certification status, your TAS will have demonstrated to the satisfaction of the Certification Committee a high level of proficiency in recovery techniques, good business practices, documentation of procedures, and levels of redundancy necessary for 24 / 7 preparedness.

For More Information Contact Dan L’Heureux 800-317-8529 or Dan@CallConsult.net 
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