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call centre profile

OF a courty best kewnwn for

its zmiiling cats and crumbly

cheese, Cheshine is now also at

the farefrant of contact cantre
performance, thanks te the Cheshine
Building Society’s successful traiming
collaboration with TACK Internaticnal.

Originally founded in 1870 in the
bustling market town of Macclesfield,
where its head office remairs, the
Cheshire now provides a range of
financial services, including savings and
investments, mortgages, and even its
Cr B51ate agents senvices. It has
450,000 accounts, and is the countiy’s
eheventh langest building society, with a
profit margm of £11.4 million.

The Cheshire wanted to change its
approach to its custamer service
enquiries. It duly expanded this
furscticn from a team of eight
reprasentatives to a much larger-scale,

strategac operaticn, In September 2000
it opened a new, purpose-built contact
centre kcated & few minutes walk fram
its head office

Currenthy, it has 32 agents, spread
across fowr teams whe wiork shifts
during the openmy hours of Bam to
Bpm on weekdays and Sam to dpmian
Saturdays. Customers abso have the
aption of laaving & message after hours
ar emailing the building society
thrzugh its website — though meast
enguiries tend to come over the phone.
At its busiest, such as when the recent
deadline for this vear’s IS4 entitlement
boceried, calls reached aver 1700 a day,
bt the usuad level is around E00,

“The key change of migrating
Cheshire's customier service toa
telaphone advice centre was to retain a
very personal sapvice with its
customiers,” explains Rob Barham, CEC
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When Cheshire Building Society called in the ex

erts to help train

staff to handle queries, it discovered some unexpected benefits.
Helen Parton visited the Macclesfield call centre to find out more

of Buckingham-based traning provicer
TACK International, which has 50 years
of expenence inareas such a5 sales and
telephane skills. TACE, whase cient Est
micludas Citrein LIE, Yorkshire Water
and Naneich Union, began work with
the Chashira a matter of months after
the contact centre first opened.

Team manager [enmy Wilson explains
TACK's approach; "There was a Int of
praparation involved hefare the training
courses began. They [TACK] came and
tabked to us and tailored their training
accardingly. Our contact centre is
wnigue in that it's a blend of customers
service and sales, which = quite a
dhelicate balancing act. They were very
comersant with the type of work we
daand really understood the
challenges we faced.” At the same tima,
imvalement from senior and
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departneental managers helped
evaryone understand the need far
change.

Auutrey Beyce, training consultant for
TACK adds, “The programme that we
chesigned for the Cheshare Building
Soowety’s advice cenbne wars designed to
sigport the specific part of their
rrission o efficiently deliver a
personalised world-class serace”

When they join the company, agents
are first of all gneen an introductson to
the Chashire ethic and detailed product
training. They then go on to listan to
other agents”calls befiore getting an the
phomne themsalvas, under the watcdhful
aye of a speciathy azsigned "buddy’.

After siv o 12 weeks, they undertake
TACK’s training._ Wilson says: “We feal
then is the ideal time, as they have
taken some calls, have examaples of
situations and questions to ask.” TACK's
dassroom training enables agents to
facus o a number of areas, suchias
planming, preparation, questioning
techniquees, icentifying new buying
appartunities and handling concerns,
aswidl 35 call and actian plans.

Luey Woclrdch, 25, an agent who has
iy with the saciety for just cvera
wear says: “Itwas a really useful training
scherme, We did kats of rale-play that
built up aur practical skills and
increased aur confidence in general, It
taught us nat ta panic when somebody

practising things that sound
encouraging, as opposed to apokget.
Instead of saying the first thing that
comes to mind —sit back fora second,
think about hevwrit's going to sound
and assess the best way of dealing with
a particular stuation,”

What Wilkie describes is part and
parcel of TACK'S emphasis on using
what Audrey Bryce says is "body
language throwgh the phone. This
paints & picture for the customer,
aiding their perception of the agent
and subsequently the cutture of the
Chashire.” Building relationships
without face-to-face customer contact
was ane of the biggest challenges

Agents at the centre don’t use SCripts.
Instead, trainers have helped develop call
guides to encourage Spontaneity

rriakes & corglaint and to get as aich
infarmation as possible so peaple don't
hawie to repealt thermsehaes if the call
fets passed on,”

Indeed, Wilson is keen to point out
that ane of the major differences af
thase that have underpone the training
is the significanthy reduced number of
escalated calls to supenvisors, The
reduction currently stands at an
impressive 80 per cant since the TACK
training was introduced.

Blair Wilkie, 21, complated rwo days
of TACK training last August along with
araund 15 other agents. He says, "Quite
a lot of it was based on the tone of your
woice, how you phrase what you say,

involved in managing the change in
CUSECMEr sandioes,

This challenge has been met in
spades, as john Barbour, Cheshire's
cofporate communications manager
expains, “The society’s core values are
professionalism, integrity, openness
and hanesty, It believes it is significanthy
friendlier than the vast majorty of
lzanks and building soceties aut there.
It's impartant for us to be ssen as
approachable ina competitne world
and the centre helps us reflact that.”

Agents at the contact centre dan't
hawe scripts. Instead, TACK's trainers
hawe helped develap call guides to
encourage spoatancity. Agents ane

prenaded with a call structure for angry
ar difficult customers in order to handle
the call assertively and in a way that
ansunas the oustomer feals thay have
been listenad to.

The success of the training is bome
out by the staff tumover rates, which
currently stand at 14 per cent — below
avarage for the sector — and the fact
that. of the 50 agents that hawe
attended the courses, some have
raceived promotions, enabling them to
mowe to ather parts of the business.

TACK waill continue to foll o up its
wark with the Cheshire to reinforce the
change and make any ongoing
improvernents, Barham adds; “The
Cheshire is reaping the tangible rewards
of awaellamplemented progrmnme
both in terms of team perfonmance amd
satisfaction of individuals, | believe the
ackditional value we have helped deliver
iss thie devebapment of transferable skilks
such as listening, assertiveness and
prodslenn salving,” Il

Does your call centre take a unigue approach to training,
technology, location or outscurcing? Whatever it is that
rrakes you think vou deserve to be profiled here, e-mail
Clawdia on: chathway@cmpinformation.com
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