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CS Solutions 

“Fixing broken processes  

in a contact centre” 

Peter Massey 



Budd UK clients 

http://www.microsoft.com/isapi/gomscom.asp?target=/
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How do we stop doing 

dumb things  

to our customers 

and our people? 

Our passion: 
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Admin query 

Align your thinking with the customers so you can 

understand “process” the way the customer does 

I want to 

change my 

address 

Where’s my 

policy? 

What is my 

policy 

worth? 
I want to 

cash in my 

policy 

Where’s my 

cheque? 
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3 levels of process to fix  

- inside, outside, policy 
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Don’t fix what shouldn’t be happening 

Irritant 

Value Irritant Customer 

Simplify Leverage Opportunity 

Eliminate Automate 

Value 

C
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Do you know what your customers and your 

front line staff know? 
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WOCAS  

What Our Customers Are Saying 

“Bill, can I please get a daily report of the 

most interesting customer-thing going on in 

customer service that day.  It's the thing I 

would notice myself if I were doing cs that 

day.  It should be one paragraph … Thanks, 

Jeff”     

Jeff Bezos, CEO Amazon.com 



Drowning in customer feedback and data 
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What’s missing? The “decisionflow” 

Thanks for the ideas 
You said we did 

Focus, focus, focus 

You can see we’re getting 

on with it, or not 

We understand the customers issue, so we 

stop asking customers so often 

Have we 

changed the 

customer 

experience, 

culture & results? 

How can we 

grow by 

understanding 

customer 

demand at 

contact points? 
How can we 

make the most of 

the opportunities 

in what staff & 

customers know 

? 

How can we 

create one view 

of customer 

issues? 

Are the right 

people agreeing 

to do the right 

things? 

3 Forums: CC, X-

dept, policy 

 

Comms 

Comms Comms 

Track 

Act 

Categorise 

Collect 

Aggregate 

Prioritise 

Comms 

Transform our 

economic 

models? 

We can’t do it all at once 




