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Course Objectives

Discuss some of the common issues
that arise with managing a call center
telephone helpline (staff retention,
quality monitoring, call center
management)

Share ideas through interactive
dialogue



Presenter
Presentation Notes
SKIP THIS SLIDE – NOT INCLUDED IN THE FINAL PRESENTATION 
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Learning Objectives

Discuss a variety of recruitment
strategies and staff skills

Describe the variety of staff trainings
to enhance staff skills

Understand the critical nature of
quality monitoring and feedback

Consider several management
practices for operating a call center
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SKIP THIS SLIDE – NOT INCLUDED IN THE FINAL PRESENTATION 
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CIS Management

Operations management

Processes

Technology

Human resources

Facilities

What makes the “best” program the
best



Presenter
Presentation Notes
Managing a CIS entails managing the day-to-day operations, instituting processes for getting the work done, and typically involves the use of technology.  Managing the CIS means managing human resources including hiring, training and retaining staff.  The facilities that the CIS is housed in are also a component of management.  In this session we will cover each of these topics and in closing this session we will examine what makes the “Best CIS” the best. 
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Operations management

CIS goals

Business regquirements
Costs/budget

Data analysis
Evaluation
Benchmarking



Presenter
Presentation Notes
In terms of operations management, this list of topics defines what is meant by the term operations management and will be covered in the next few slides.   
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Operations management

CIS service operation (examples)
e Reach a greater percentage of users
e Develop a database of resources
e Ensure a high-quality service delivery that
meets the information needs of the clients
Business requirements
e Business plan — activity targets
e Financial targets: budget preparation, sources
of funding
Operations costs
e Cost per call/contact
e Financial reporting



Presenter
Presentation Notes
First, let’s talk about CIS service operations.  Each CIS may have different targets for operating.  Perhaps the goal of operations in to increase reach to serve more callers.  It could be developing a database that houses all of your resources for answering calls.  Or it could be an enhanced focus on your customers – improving customer service and increasing their satisfaction.

In your business requirements, you may have a goal of increasing staffing for your CIS or expanding your hours of service.  Another business requirement could be analyzing data to see trends in the type of caller, the topics they are most often asking about, and how they heard about your service.  Reporting this data to your organization could influence your sustainability of service and funding.  

Of course, financial targets are key to operations management.  You may be looking for sources of funding beyond your institution.  Since labor hours constitute the bulk of your budget, are you factoring in increases in salary over time?   Who in your CIS is preparing the budget and what influences your funding? 

In terms of operations costs, are you tracking cost per call?  Are you reporting  your finances to your leadership?  
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Operations Costs

Examples of cost per call elements

e Labor — hourly wage x minutes per call
e Training

e Supervision

e Facilities
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Presentation Notes
There are several ways of calculating cost per call.  Here is one approach.  Typically, a CIS would at a minimum include labor costs times the average number of minutes per call.  To be comprehensive, you could also add in the cost of training, supervision, and your facilities costs.  
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Operations management

Data analysis

e Call volume

e Type of user

e Subject/type of interaction

e Are you reaching target audience?

Evaluation

e Customer satisfaction
e Staff satisfaction
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Presentation Notes
As mentioned earlier, analyzing data and looking at trends in data can be used to track your CIS’s performance over time.  If your targets for performance are not being met, you would want to evaluate why.  These are examples of data that could be looked at.  Does anyone track these types of data in your CIS?  Do you document each call on a recording sheet or electronic record?  

Are you evaluating your service?  Evaluation of both customer satisfaction and staff satisfaction are also indicators of performance.  Improved customer satisfaction directly impacts customer loyalty and the likelihood that they will refer others to your service and it may impact decision making after using CIS services.  Are you measuring staff satisfaction.   Staff satisfaction improves morale and overall staff cooperation.  
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Operations management

Benchmarking

e |s a process of collecting data on key
Identified questions and comparing
yourself among peers

e Helps a program identify where they are
compared to other like-programs

e |[CISG member organizations offer
benchmarking opportunities

e Other health charities
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Presentation Notes
Bench marking is (read first and second slide) 

Benchmarking is a process used in management, in which organizations evaluate various aspects of their work in relation to best practice. This then allows organizations to develop plans on how to adopt such best practice, usually with the aim of increasing some aspect of performance. Benchmarking may be a one-time event, but is often treated as a continuous process in which organizations continually seek to challenge their practices.

For example, many of the ICISG Board members continually compare our operations to each other.  During the UICC meeting in Ireland in April 2004, the US, Canada, and German CIS presented the results of each of our customer satisfaction surveys.  It was remarkable how similar the results of the surveys were.  You have the opportunity to benchmark with your CIS colleagues who are participating in this meeting and with other health charities when you return home.   
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Management Issues

Continuous process improvement
Program policies
Internal and external communications

Operations, administration and
maintenance plans

Planning for the unexpected
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Presentation Notes
Here are a few management issues to consider.  As mentioned in the last slide on benchmarking, process improvement is a proactive management task aimed at continual monitoring of a “process and its outcome” and developing ways to enhance future performance.  In other words, it focuses on “How can we do it better?”

Policies provide structure to CIS operations.  They define what staff can and cannot do.  For example, a policy may state what greeting is used to answer calls.  Or it may require that a cancer information specialist use certain resources to respond to inquiries.  

Good internal communications with staff are essential to assure that they know what is expected of them. Also good communication with leadership about the CIS accomplishments or challenges are key management tasks.  

Having well thought out administration and maintenance plans as well as contingency plans or back up plans for when the unexpected occur are something to consider.  

For example, if computers house all of the cancer resources used by staff, what contingency plans do you need to have if the power goes out? 
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Technology Planning

Tools and resources
Telephone system

Computers, applications, and
databases

Web site
Email management
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Presentation Notes
In planning technology, are your resources paper based or do you have plans to make then Web based? 

Is your telephone system adequate for your needs?  If you anticipate an increase in call volume over time, will that system support increased inquiries?  

Do you need to build into your futures planning an upgrade of your computers and the applications or the development of a new database?  

Do you currently have a CIS Web site?  Is that something you would like to implement in the future? 

Are you considering responding to email inquiries as another access point for CIS services?  How will you train staff?   How quickly can the person expect to get a response?  
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Personnel

Recruitment and hiring
e Employed
e Freelance
e Part-time/full-time

Organizational structure (ratio of supervisors
to information specialists)

Scheduling
Training
Ongoing quality assessment/performance
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You may want to consider a variety of staffing conditions as you recruit and hire.  For example, are staff employed by your organization or are they freelance?  Do you need a mix of both part-time and full time to cover shifts or periods of the day/week when call volume is high?

The organizational structure or the ratio of supervisors to information specialists has budgetary implications and also quality implications.  The supervisor is one of the most critical positions in a CIS.  They are critical to coaching and mentoring information specialists which has a direct impact on quality.  

Scheduling of staff to prevent burnout is important.  Scheduling supervisor time to coach employees is an indication of your recognition of the importance of this task.

As mentioned earlier, training can occur in many formats.  In managing a CIS, tailored training may be part of a staff performance improvement plan or it can be offering training for all staff.  Training can impact both budget and staff resources to get the work done.  

In a previous session, we heard from speakers about quality and the need to continuously assess performance


Facilities

Budget of host organization

Site selection
e number of facilities

e one location versus cluster of regional
centers

Facility design
Capacity of facility to expand
operations
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Presentation Notes
In terms of facilities, the budget of your organization may influence the type of and amount of space and facilities to operate a CIS.  Is the location of your CIS well suited and meets your needs?  Is one center adequate?  Does  the design of the space provide a good working environment for the staff?  If your business plan includes expanding your staffing, does your facility have the capacity to also expand?  
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Leadership and Success

Attributes for a great supervisor
e | eader
e Coach
e Communicator
e Motivator

e Problem-solver - role of supervisor in
complicated calls



Presenter
Presentation Notes
I think this slide is very important and it is the attributes for a great supervisor.  They are:

Leader – serve as a role model and be knowledgeable about the CIS and business needs.  Relate to the team and inspire confidence in CIS staff.

Coach – Mentor staff to further their development.  Serve as a support person by listening, having an “open door” policy and being compassionate about the difficulties of the job.   Provide continuous feedback on performance.  

Communicator – Possess superior communication skills.

Motivator – Aid in the success of staff by acting as a motivator to keep performance and morale high.

Problem-solver – Keep the CIS focused.  Manage customer complaints and minimize disruptive team behavior by solving problems as they arise.  And step in when a call is very complicated.  


Case Study: The Anna Story

Cancer nurse with over 10 years of
clinical experience

Working with CIS for 2 years with no
practice problems identified

Met with supervisor every month to
reflect on calls

Motor car accident related disability




L essons Learned

Double head-set supervision of calls revealed

Anna’s lack of response to emotional cues of
caller

Anna unaware of her lack of response

Focused on open/closed gquestions and
building empathy and rapport with caller

Weekly feedback and stretch goals failed to
Improve performance

Formal complaint by caller/Anna resigned




Reflections on the Anna Story

Use probation period and document
‘problems’ early

Don’t make too many allowances (disability
and life drama)

Full time CIS manager required

All staff need Initial and ongoing training /
development to ensure adequate
performance is maintained

Supervisor plays a key role in quality of CIS
Interactions with the public
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What makes the “best” CIS the best?

A skilled workforce supported by training

A well-communicated and executed business
strategy

Carefully chosen and effectively applied
technology

Management with an ability to tackle the

day-to-day tasks while conducting effective
planning

A balancing of quality and guantity by
routinely monitoring and coaching
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Presentation Notes
So in closing, what makes the “best” CIS the best?

First, a skilled workforce supported by training is essential.  Our staff are the CIS’s most important asset because they communicate directly with the public and cancer patients. It makes good sense to help them complete their job in the best possible way.  Information Specialists need constant feedback about their performance - where do they need to improve, where are they doing well, what's new in cancer resources and information. �
(Read slide)

Thank you.  
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