Managing the Operations Center

Topics Covered: Staffing, Communications, Policies, Finances

1) What can happen when a call center is not profitable?

2) List 3 common call center budget items?

3) In addition to employee wages, what is another cost directly connected to employee wages?  

4) List 3 common employee benefits.

5) As a supervisor, what impact can you have on employee costs?

6) What kind of problems might you experience as a supervisor if your shift is overstaffed?

7) What problems have you observed in your call center as a result of overstaffing?

8) What type of tasks might you assign employees during slow times when sending people home early is not an appropriate option? 

9) Is it ever appropriate for you to take calls when faced with an understaffing situation?

10) How do you determine if you need to call in another agent?

11) In your call center what are the specific tools you use to make this determination?

12) What are some rules that may help keep absenteeism to a minimum?

13) How does having a clear written attendance policy solve attendance issues?

14) What are some suggestions to facilitate good communication in a 24-hour work environment when having a group meeting is not easy to accomplish?

15) How should you handle personal phone calls?

16) What techniques can you use to be sure that agents are not engaged in non-work activities like personal calls, and surfing the web when they should be taking calls?

17) What tools do you use in your call center to monitor agent activity?

18) What can you do to help keep agents in their seats and productive?

19) What is your call center’s policy on electronic devices for agents?

20) What is the Five “C”s Policy?

21) Why is it important to listen to agents’ thoughts and suggestions?

22) What is your call center’s policy for documenting problems with employees?

23) Why are the first few weeks on the job one of the most critical times in the employment relationship? 

24) Performance expectations can help reduce ______. 

25) List the 12 points that will help make sure you are making performance expectations clear with a new employee

26) Why is being a good supervisor also about how you handle yourself?

27) List 3 things you can do to give yourself an advantage?

28) What topics are off limits for conversational purposes once you become a supervisor?

29) What should you do if you don’t agree with a policy?

30) What is the Three “R”s?

Answers

These are the answers to specific questions as discussed in the Video. Questions without answers are either asking for the supervisors own experiences or are based upon your company policies, and are not included here.

2) Rent, Utilities, Telephone, Equipment, Supplies, Marketing, Labor

3) Social security matching contributions, State unemployment fund contributions, Workmen’s compensation insurance

4) Health Insurance, Retirement Plans, Vacation Pay, Sick Pay

5) Making sure call center is staffed properly

6) Service can suffer when co-workers distract agents

8) Filing, reviewing accounts, watching, listen to or reading training materials.

9) Yes, if you think it is a short-term spike.

10) Serious customer problems that cause a large number of calls.  Are there weather or other considerations that are attributing to unusual traffic patterns?

12) Reporting late arrivals/absences directly to the supervisor, Letting staff know you are aware of the late night plans by reminding them you are counting on them the morning after.

13) Having specific consequences and consistent enforcement will encourage people to change their behavior, or force them to change jobs.

14) Newsletters, post minutes from group meetings for everyone to see, each employee have an account.

16) Do they seem to be on the call a long time? Are they whispering or talking very softly? Are calls holding longer than you think they should be?

18) Give breaks every two hours, require that agents keep you informed of their whereabouts, agents should ask permission before getting up.

20) No employee is permitted to speak in a negative or derogatory manner about: a Caller, a Customer, a Co-worker, a Company (including our own) or a Competitor.

21) They may give you ideas for improving service and their environment

23) How you begin will set the tone for future behavior, important expectations are communicated, standards for performance are set.

24) Turnover

25) Seat new employee near your desk and a good senior agent

Monitor progress – don’t make assumptions about their knowledge

Provide frequent feedback

Listen closely when they take calls

Monitor frequently

Give praise whenever possible

Chat with agents when it’s quiet – get to know them

Invite new agents to take a break with you, or with another agent

Encourage new agents to bring any questions or problems to you and not co-workers

Be tactful and diplomatic when making corrections

Do not allow others to correct agents. 

Make them glad they work for you and your company

26) You are always being observed.

27) Dress for success, act like a leader, arrive at work early, demonstrate that you don’t ask anything of then that you are not willing to do yourself.

28) Your salary, your personal life, your relationship with your employer.

29) Ask that the reasoning be explained to you. Share your feelings, offer alternatives, but always support the final decision.

30) Reason – Think before taking action. Exercise caution; Respect – Have respect for yourself and others; Responsibility – Be accountable for what you say and do.

