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HOUSEKEEPING ITEMS

+ We will mute everyone for the call

« We will unmute everyone at the end of the
presentation for questions

« If you think of a question during the presentation
please enter it in the question/chat box




HOUSE KEEPING ITEMS
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HOUSEKEEPING ITEMS

If you have not
yet dialled your
audio PIN please
do it now
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= Audio

® Telephone
O Mic & Speakers

Dial: +353
Access Code: 319-674-83
Audio PIN: 31

If you're already on the call, press #31# now.

Problem dialing in?

030 016

= Questions

If you have joined the

audio part of the webinar
5 using your telephone,
please dial your audio
pin now on your phone

Note: If you skip this step
- we will not be able to
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IRISH CUSTOMER CONTACT &
SHARED SERVICES AWARDS 2016




Wwhy Enter The Awards?

Acknowledge and celebrate the highest standards and
excellence within Ireland.

Showcase what is best about the customer contact and
shared services organisations operating within Ireland

Provide organisations the opportunity to be recognised for
their ability to deliver excellence in customer services,
sales and technical support.

Springboard for entering European & Global Awards.

Entrants are from indigenous, multinational and
International companies; and from multiple industry sectors
- financial services, Telco, healthcare, IT, travel,
entertainment and leisure.
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Overview — 17 Categories

17 separate categories recognising key elements of a
customer contact and shared services operation namely;

People
O Professional of the Year — Customer Service Agent
O Professional of the Year - Team Leader
O Professional of the Year — Support Professional
O Professional of the Year - Manager
 Team of the Year
O Support Team of the Year
d Credit Management Team of the Year

Processes & Channels
O Training & Development
 Use of Technology
O Use of Social Media
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Overview — 17 Categories

= Operations
O Shared Services Centre of the Year
L Customer Sales Campaign
O Outsource Partnership of the Year
[ Best Customer Experience
O Customer Contact Centre of the Year — Small
O Customer Contact Centre of the Year - Medium
L Customer Contact Centre of the Year - Large




Judging Process

= 12 Judges and Chairperson

= Judges individually submit scoring matrix in
advance of judging day

= All scoring matrices collated into master for judging
day
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Presentations

Presentations for Companies
short listed in following categories:

= Customer Contact Centre of the Year — Small,
Medium & Large

= Best Customer Experience
= Contact Centre Manager of the Year
= Qutsource Partnership of the Year

Presentations will take place between 10t and 21t
October




Telephone Interviews

Telephone Interviews for Individuals short listed in following
categories:

= Customer Service Agent
= Team Leader

= Support Professional

Date for Telephone Interviews to be confirmed.




Hints & Tips

= Follow criteria — marks awarded against criteria.
= Adhere to word limit.
= Present in a clear and concise format.

* Include pictures show contact centre
environment, people, etc.

* Present performance statistics in a graphical
format.

= Avoid in-house jargon.

= Highlight the particular features, culture of your
operation.

= Highlight relevant trends.




Hints & Tips

= Explain why your operation should be selected,
what’s different about it.

= [n people categories provide overall picture of
entrant.

" Review criteria for your chosen categories in
advance of the judges call.

= Join the judges call.

= Start working on your submission as early as
possible.

= Get someone outside your business to read it to
check clarity & understanding.




Dates for your diary

= Closing Date for Entries - Monday 12t September
= Shortlist Announced - Friday 215t October

= Awards Ceremony - Saturday 12" November




Next Steps

For Further Information on the awards emaiull:

Thank you for your time!



mailto:awards@ccma.ie
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