gaps in operations, risk and compliance issues, if
risks have been identified and how they are
managed and monitored. The verification phase
reconfirms findings from the analysis prior to
drawing conclusions and moving to the final
phase, that of presentation

of the report. The report usually will provide
recommendations based on the conclusions and
findings of the audit.

ESTIMATED TIME FOR AN AUDIT - HOW LONG
IS IT EXPECTED TO TAKE?

The length of the audit can vary depending on
the size of the centre, complexity of systems and
processes, the state of the information and ability
to retrieve the information, resources available
within the centre to support the audit and the
skill and experience of the assessor. In
organisations that are conducting an audit for
the first time the audit process would be
expected to last between three to seven weeks
or 100 to 300 man-hours.

A SAMPLE OF WHAT A TYPICAL A
CALL/CONTACT CENTRE AUDIT CAN PRODUCE.
Identify between 5-30% productivity

enhancement opportunities

m Complete review of each area in the centre
from strategy to financials to channel

management to resourcing to operations reveals
areas that require management attention
unnoticed previously

®  Identify several key areas where best practices
are in place but need to be further improved

® Identify areas where there are opportunities
to increase productivity amongst CSRs

m  Identify areas where management can use
different approaches to manage calls and increase
overall telephone service factor (TSF)

m  Identify critical areas for KPI achievement
where current business practice was not in

keeping with general business practice

® Identify areas where management
information reporting can be improved to

become more efficient in supporting the

decision making process for the call centre

and management

m  Identify potential efficiencies to forecasting

and budgeting process.

W Identify areas of risk in terms of continuous
improvement, health & safety, contractual

obligations, business processes, employees.

This is a sample. Not all the potential benefits
are listed above as the idea of this list is to give
readers a flavour of the practical insights an audit
can deliver. In summary, the call centre audit
takes the same approach as other functional
audits do. However the call/contact centre audit
goes across the centre from end to end to give
managerment a process to use as a basis to drive
centre objectives. The process must be structured
and consistently applied each time for the
benefits of the audit to flow through.

DEEPAK SELVARATNAM

ot
-r{\f' woddl

Postit* 15 a trademark of 3M and is usad under licence

call

fax 0800888044

eMuail service@goldfields.co.nz

web

PROMOTIONAL PACKAGING

— Many size, style & colour options

— Gift boxes, drink coasters,
counter cards, sleeves, backing
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~ The options are only limitediby.
your imagination!

~ Complete packaging design &
production facilties

PROMOTIONAL PRODUCTS

o Custom Printed
Post-it® Notes
— Many shapes and paper colours
- 100's of uses to make your

message stick
— Printed backboards for maximum
advertising space

» Promotional Paper Cubes
— Take your business to a new.
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~ Various size & colour options
— Sheet and side printing

080088 0078

www.goldfields.co.nz

Custom Fristed Notes

Deepak counts many years of
international and local experience
in this area and is a partner of
Contact Solutionz, a consulting
firm providing management,
benchmarking and auditing

Results 1 - 10 of about

services to businesses and the
contact centre world. Any feedback
you have would be welcome. @
Contact him on 0274 546 460 or
deepak@contactsolutionz.com.
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