Call Center and Data Management Center Operations
Ask the Experts:
Many of our association staff are negligent in returning calls to customers that are referred to them by our call center and slow about sending us changes to the database. What can we do to improve the situation?
This question falls straight into the cross-hairs of the need for comprehensive training of all staff in what it takes to provide superior customer service by the entire staff! Having done several audits and assessments of staffing structure and operations of medium to large association customer service call and data management centers, we can sympathize with the comments regarding the lack of cooperation, and most importantly, respect, from other staff departments shown towards these call and data management centers. Some of this has to do with an upstairs / downstairs attitude and some of it with the "I am too busy and important" and "not my department" attitudes from some of the staff that see customer service as "not my job." 

Certainly this attitude is not held by all the staff, but it exists to a not-insignificant degree and needs to be rooted out and extinguished for the association to have an integrated customer service operation. Customer service does not begin and end in the customer service center, but is a 24/7 responsibility of the entire staff.

We have found that a good dose of association customer service and awareness training for supporting departments goes along way towards closing the gap and sensitizing all staff to the relevance and importance of well integrated and proactive customer service. In the training we conduct, we train the customer and data management center staffs, as well as managerial level staff and link examples of how poor service has resulted in negative consequences. One key ingredient to our methodology, in addition to training, and as a graduation requirement, is to ensure that all employees spend some time in the customer service and data management shop learning first hand who the customer is and how hard, but important it is to service every member in a unique, professional way leaving a great feeling about the experience.

 Here are some key questions to ask in this regard:

· Are you using the latest in customer service software?

· Do you track / log requests from or to other departments for assistance?

· Do you have a customer service center appreciation day?

· Do you provide customer service training and cross training to both the call and data management centers?

· Is your bank sending lock box material batched and processed by type of transaction electronically?

· Is an electronic message sent immediately to the new member or product purchaser and the fulfillment center for new member packet generation for 72 our turnaround?

· Is your customer service center staffed appropriately and is there a growth plan for center employees? 

· Do other department personnel have to spend time in the customer service center learning first hand about what it does and how to answer a call?

Yes to all these questions will most likely earn you a gold star in service and a staff that is sensitized and integrated knowing how important the customer is to the extended life of the association or organization.

So, developing and implementing a training agenda and plan with reality based objectives and hands on work, is a key to bringing along not only your customer service center but the entire staff towards your goal of superior customer service.
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AMMR is full service association and foundation management consulting and research firm, which provides programs, assessments, interventions, transitions and trusted advice in the areas of association and nonprofit strategic planning, governance, management, marketing, and communications. See information on AMMR's new 2010 Strategic Planning, Marketing Research and Nonprofit Trends and Issues Workbooks on the website!
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