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Results
better resource planning

manage and develop the business critical skills that your resource planning
team needs to reduce costs and improve the service of your contact centres

Nothing has a greater effect on reducing costs
or improving service than simply getting the
right number of agents to answer your calls.
It's not easy to make sure that even 100 agents
are occupied and over staffing by just 5% with
as few people as this will cost you over £70,000
every year. Missing a service level target may
cost you even more in lost customers. Your
resource planning and workforce management
team are the key to minimising your operating
cost and improving your service, their skills
and competencies are critical to your business.

So, resource planning skills are valuable to
your business, but can you quantify them?
Have you ever evaluated your staff to see how
they measure up against the jobs they are
expected to carry out? Do you understand
where their weaknesses are so you can direct
training appropriately? Do you know which
individuals have critical skills so that unexpected
absence does not affect your business? Does
your team have the knowledge they need to
implement current best practice and contribute
to future strategy?

About Results

Results is a complete solution combining
services, a proven method and a unique
software skills management system. Together
these will enable you to identify and develop
the skills, knowledge and motivation needed
to get the most from your resource planning
team. Results will also help you to successfully
manage and maintain skills within your
planning team to improve consistency and
maintain performance benefits over time.

How does Results work?

The first stage of the Results programme
identifies the competencies that all of your
resource planning team need to be successful
within your contact centre. This list of
competencies forms the basis of a skills
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Results uses a 5 stage method around a skills management

\ system to rapidly assess and deliver critical skills /

framework that is input into a web based skills
management system called Séntrel. Using
Séntrel your staff are then assessed to gauge
their abilities relative to the skills identified as
being essential for your business. The
assessment will identify skills gaps giving you
a comprehensive training needs analysis (TNA)
for your staff so you can plan effective
development for them.

Skills Frameworks

Skills frameworks can be specially built for you
and based on our previous work with the
Society of Workforce Planning Professionals
(SWPP) in the US or the Professional Planning
Forum (PPF) in the UK. If you do use one of
these proprietary skills frameworks we can
also let you know how your staff score against
industry averages across the globe.

Skills frameworks will typically cover generic
skills that your planning team should have
including topics such as forecasting and
scheduling. In addition, the framework may
also cover areas that show an individual’s
understanding of resource planning within
the context of the contact centre, including

Results benefits

® Quick to implement with
fast results

e Sustainable and consistent
performance improvement
using skills management

e Target training more
effectively and deliver the
knowledge to the people
who need it

¢ Mitigate the risk of losing
skills that are critical to your
business by better
succession planning

e Recruit more effectively for
business critical roles by
using detailed skills profiles

* Improve your operation by
making sure that individuals
have the knowledge they
need to implement current
best practice and contribute
to future strategy
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Results will enable your business to quickly acquire the skills
necessary to improve resource planning and maintain these

how absenteeism may be affected, managing
shrinkage, the benefits and pitfalls of
managing adherence, handling multiple skills
and knowledge of working time regulations
etc.

Generic skills are not dependent on the
software that is frequently used to carry out
workforce management and forms the core
competencies of resource planning. However,
to accomplish a role successfully individuals
frequently need specialist knowledge of the
systems that your organisation uses to carry
out workforce planning.This specialist system
knowledge can be incorporated into your skills

framework so that you can be sure those tasked
with forecasting, scheduling and intraday
management have the capabilies they need.

Managers within your planning team can also
have specific skill frameworks. Skills for
managers may include use of key performance
indicators like schedule efficiency to manage
resource planners as well as understanding
the benefits of advanced concepts like
multiskills and virtualisation so they can
contribute to organisational strategy and help
optimise your contact centre.

Where skill gaps are found we can design and
deliver training to boost skill levels, or you can
provide this yourself. We can also provide
training for your own staff so that they can
develop and deliver effective training
interventions themselves.

Through Results you can be sure that everyone
in your resource planning team, from planners
to trainers and managers have all the skills
they must have to carry out this business critical
function effectively.

For more information on how this Results
programme will benefit your contact centre,
or to arrange a demonstration

call +1 603 296 1442

www.gpc.com
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‘Does your resource planning
team have the knowledge
they need to implement
current best practice and
contribute to future strateqy?”’

Results features

* Proven, reliable and fast
methodology

e Training to match your
exact requirements

e Scheduler, forecaster
intraday management,
trainer and management
level coaching

e Easy to use and fast to
implement hosted skills
management system

e Bespoke and proprietary
skills and competency
frameworks to meet your
resource planning needs

e Thorough TNA at all levels
to identify skills gaps and
use training resources
efficiently to maximum
effect

6 Devonhurst Place, Heathfield
Terrace, London, W4 4JD,
United Kingdom

350 Wellington Road,
Mulgrave, Victoria, 3170,
Australia

PSC Building, 3rd floor, South
Surra Governmental Area,

540 North Commercial Street,
Manchester, NH 03101

State of Kuwait United States of America

P .
= QPC

© Al rights reserved. QPC Limited 2008. Unauthorised duplication, publication or reproduction is strictly prohibited. All trademarks and registered trademarks are acknowledged. We reserve the right to amend the contents of this document at any time. 17/10/08 v4



