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The Simplest. Fastest and Lowest Cost
H1N1 Disaster Recovery Solution.
Through the LiveXchange On-Demand Remote Network your contact center systems can, in a
very few days, be securely extended out directly to your agents’ homes on a hot standby basis.
The cost for this unique service is $9.95 per named agent position, per month - plus a low inclusive
fee for staff training, telecom Infrastructure set-up, and 24x7 technical support.
There’s also the option of the AgentAccess OS security system disk that give the capability to
transform any PC into a dedicated remote workstation. Which means your agents can work securely
on their own home computer.
This enhanced service costs only $89 per disk installation with an on-going, nominal monthly
service charge to cover support and upgrades.
If you’ve been looking for a simple, solid strategy to protect to your call center operations from the
uncertainties of the H1N1 epidemic threat you can be certain to find one within our LiveXchange Hot
Home Standby Service.
Call us now for a LiveXchange Disaster Recovery check-up. It won’t hurt.

LiveXchange
Global Home Agent And Virtual Contact Center Solutions

More Information?

Go to: ContractXchange.com
See the unique on-line remote contract
agent recruitment process in action.

Go to: LiveXchange.com
See what clients say about the
LiveXchange Homesourcing System.

| Toll Free: 866-987-2255 | Email: sales@livexchange.com |
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letter frOm
the President

sQm’s 11th annual call center 2009 awards PrOGram
as judGed by yOur custOmers and emPlOyees

November 19, 2009
Dear SQM Guest,
Thank you for choosing to attend this year’s 2009 awards dinner and conference. I promise you that this
will be an event you will remember for years!
At this year’s awards dinner, we will recognize 28 organizations with 34 different awards including
Call Center of the Year, World Class Certification, First Call Resolution (FCR) Improvement, Highest
Employee Satisfaction (Esat) and Highest Customer Satisfaction (Csat).
Also, we will be recognizing 11 World Class CSRs who are the best of the best Certified World Class
CRSs and of those 11 CSRs, we will announce the 2009 CSR of the Year. The CSR of the Year will be
given $1,000 in cash at the awards dinner. This year we certified more than 2800 World Class CSRs,
which is double the number of last year.
For the first time, we will be recognizing six World Class Supervisors who are the best of the best
Certified World Class Supervisors and of those six Supervisors, we will announce the 2009 Supervisor of
the Year. The Supervisor of the Year will also be given $1,000 in cash at the awards dinner. We believe
that Supervisors are a key ingredient to creating World Class FCR, Esat and Csat call centre performance.
This year has been an exciting one at SQM with the publishing of my book,
World Class Call Center. We are thrilled to be launching this book at this year’s
award conference. The purpose of the book is to help call center managers
improve their FCR, Esat and Csat performance. SQM has been benchmarking,
tracking and helping leading North American call centers to improve their
performance for longer than 14 years. In fact, more than 70 percent of our tracking
clients improve their FCR performance year over year. As a result of benchmarking in
excess of 400 call centers and surveying more than one million customers and 25,000
CSRs on an annual basis, SQM has gained valuable insights into call center FCR, Esat and Csat
performance. These valuable insights have resulted in the best practices presented in the
book, which have been validated by world class call center leaders. Again, we look forward to sharing world class call center
research and best practices at this year’s award conference.
In closing, I would like to congratulate all the award winning organizations and
their CSRs and Supervisors who received World Class Certification. Your world
class performance is vital to your organization’s success.
Thank you!

Sincerely,

President & Founder I SQM Group
SQM Awards Guide
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CALL US AT:

Toronto: 416 214 9919 | Barbados 246 626 2000
New York 212 867 6420 | Miami 305 442 2269 | London 44 0207 580 6077
Fax: 246 626 2099 Email: investbarbados@investbarbados.org

www.investbarbados.org

call center awards

sQm annOunces Our 11th annual mOst
PrestiGiOus nOrth american call center service
Quality award Of excellence winners fOr 2009
judGed by custOmers whO called a call center
and emPlOyees whO wOrk in a call center
SQM benchmarks more than 400 leading international call centers annually and has been
doing first call resolution (FCR), employee satisfaction (Esat) and customer satisfaction
(Csat) benchmarking studies for longer than 14 years. Each year, SQM conducts in excess of
one million surveys with customers who have called a call center. SQM also conducts more
than 25,000 surveys annually with call center employees. Its customer and employee survey
benchmarking databases are among the largest in North America. SQM does business in nine
countries: Canada, United States, Argentina, Australia, Puerto Rico, India, Philippines, Costa
Rica and Mexico. Based on the call center benchmarking studies, SQM awards excellence
in customer and employee satisfaction for the call center industry. It has recognized top
performing call centers for customer and employee satisfaction since 1998. SQM awards are
based on customers who have used a call center and employees who work in a call center. SQM
conducted the benchmarking studies for the period of October 1, 2008 to September 30, 2009.
For each call center that participated in the customer benchmarking study, SQM completed
400 post-call phone surveys, conducted by SQM’s telephone survey representatives. A
sample size of 400 surveys provides a margin of error +/- five percent with a confidence
level of 95 percent. All customer post-call phone surveys have 12 or more questions and take
approximately five minutes to complete. The surveys were conducted within two business days
of the customers’ calls to the call center in order to understand their satisfaction with their call
center experience. SQM uses an in-depth post-call customer survey approach that consists of
both rating questions and follow-up customer feedback questions that can be used to help the
call centers improve their FCR and Csat performance.
In addition, for each call center that participated in the employee benchmarking study,
SQM completed a minimum of 100 customer service representative (CSR) surveys or if the
call center had less than 100 CSRs, 90 percent of the CSR workforce completed surveys.
All employee surveys had 50 or more questions and were conducted online at the CSR and
supervisor levels. This confidential employee online survey took approximately 30 minutes to
complete. SQM uses an in-depth online employee survey approach that consists of both rating
questions and follow-up employee feedback questions. The employee survey focuses on the call
center’s FCR, Esat and Csat performance from a CSR and supervisor perspective and provides
opportunities to improve the call center’s FCR performance in terms of people, process and
technology practices. SQM has 34 different awards that recognize the top performing call
centers. These prestigious Call Center Awards are presented at our Annual Conference held in
Toronto November 18th and 19th, 2009.
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Call Center of the year
Organization

VSP Vision Care (California)

Criteria used for Call Center of the Year are based on having the highest combined
customer and employee overall very satisfied (top box response) rating

Call Center World Class Call Certification
Organization

Blue Cross & Blue Shield of Massachusetts
Blue Cross & Blue Shield of Rhode Island
CAA Insurance Company (Ontario)
Canadian Tire Financial Services (CRCC)
Canadian Tire Financial Services (Roadside Assistance)
Capital One (High-Spend Department)
Citi Retail Services, Credit Operation (Arizona)
Citi Client Services - Dealer Support (Ontario)
Davis + Henderson (Ontario & Quebec)

Insurance Corporation of BC (Claims Division)
Jackson National Life Insurance Co. (Michigan)
Marriott Systems Support Center (Maryland)
Rogers Business Support Group (Central)
Scotiabank (Alberta, Nova Scotia & Ontario)
Scotiabank Global Transaction Banking (Ontario)
Sun Life Financial Group Retirement Services (Ontario & Quebec)
VSP Vision Care (California & Ohio)

Criteria used for Call Center World Class Call Certification are 70 percent or higher of the calls are at the world class level for
six months or more in 2009. SQM’s world class call criteria are based on the customer’s call being resolved, the customer is
overall very satisfied (top box response) with their call center experience and the customer service representative

Customer Satisfaction/FCR Awards
HIGHEST CUSTOMER
SATISFACTION FOR THE CALL
CENTer INDUSTRY AWARDS

Organization

award

Citi Retail Services, Credit Operation (Arizona)
U.S. Bank
TD Canada Trust
ATCO I-Tek

1. Highest Customer Satisfaction
2. Best Selling Customer Satisfaction
3. Highest IVR Customer Satisfaction Self Serve
4. Highest IVR Navigation to the Right CSR

1. This award recognizes the call center with the highest world class call rating 2. This award recognizes the call center with
the highest customer satisfaction (top box response) rating for selling approach 3. This award recognizes the call center with
the highest overall customer satisfaction (top box response) rating for a self serve IVR 4. This award recognizes the call center
with the highest IVR navigation to the right CSR the first time

Highest Customer
Satisfaction by Specific
Industry Awards

TD Canada Trust
Jackson National Life Insurance
VSP Vision Care
Blue Cross & Blue Shield of Kansas
OfficeMax
Arizona Public Service
Rogers Business Support Group
Insurance Corporation of BC (Claims Division)
Marriott Systems Support Center
Region of Halton & 211 Ontario (Tie)

Banking
Financial
Insurance
Health Care
Retail/Service
Energy
Telecommunications/TV
Union
Helpdesk
Government

Criteria used for highest customer satisfaction for each specific industry/sector are based on having the highest world class call
rating for an organization

FCR Improvement Awards

LoyaltyOne - The Airmiles Group
Blue Cross & Blue Shield of Kansas
Blue Cross & Blue Shield of Alabama
Blue Shield of California
Insurance Corporation of BC (Contact Div.)
Whirlpool
Premera Blue Cross
Criteria are based on a six percent or greater annual FCR improvement from the most recent study within the last two years
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Employee Satisfaction Awards
award

SQM OFFICIAL AWARDS GUIDE 2009

Organization

VSP Vision Care (California)
Criteria used for highest employee satisfaction for the call center industry are based on having the highest
employee overall very satisfied (top box response) rating with working in their call center
Banking
Insurance
Energy

Awards

Scotiabank
VSP Vision Care
Arizona Public Service

HIGHEST EMPLOYEE
SATISFACTION FOR THE CALL
CENTer INDUSTRY AWARD
HIGHEST EMPLOYEE
SATISFACTION BY SPECIFIC
INDUSTRY AWARDS

Criteria used for highest employee satisfaction for each specific industry are based on having the highest
employee overall very satisfied (top box response) rating with working in their call center
Insurance Corporation of BC (Claims Division)
Criteria is based on highest Esat improvement from previous year
Canadian Tire Financial Services (CCR)
Canadian Tire Financial Services (CSG)
Scotiabank (Halifax)
VSP Vision Care (California)
Criteria are based on 50 percent or higher of employees who rate their overall experience of working in
the call center as very satisfied (top box response) rating

MOST IMPROVED EMPLOYEE
SATISFACTION
WORLD CLASS EMPLOYEE
SATISFACTION AWARDS

CSR Finalists for CSR of the Year
EMPLOYEE

Christina Hall
Freda Lockhart
Laura Antle
Wayne Carter
Valerie Gervais
Ron Boranprasit
Carlee Portolesi
Shalini Sivananthan
Ashley Hanlon
Lauren Brown
Lisa Meredith

Organization

LoyaltyOne - The Airmiles Group
Blue Cross & Blue Shield of North Carolina
Rogers
Rogers
Rogers
Rogers
Scotiabank
Scotiabank
Sun Life Financial
Sun Life Financial
VSP

To be eligible the customer representative must be a World Class Certified customer representative.
The criteria for a Certified World Customer Representative is 70 percent or higher of the calls surveyed
are at the world class call level. Call Center Management must send an example of a great customer
service story that a CSR delivered.

SUPERVISOR FINALISTS FOR SUPERVISOR OF THE YEAR
EMPLOYEE

Michelle Medeiros
Maria Heighington
Lucy Isherwood
Susan Fordyce
Lisa Jones
Jeff Weber

Organization

LoyaltyOne - The Airmiles Group
LoyaltyOne - The Airmiles Group
Rogers
Rogers
Sun Life Financial
Sun Life Financial

To be eligible the supervisor must be a World Class Certified supervisor. The criteria for a Certified
World Class Supervisor is 70 percent or higher of the calls surveyed are at the world class call level.
Call Center Management must also send one or two examples of great Csat CSR Coaching stories.

SQM Awards Guide
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Great custOmer
service stOries
award winninG stOries frOm the frOnt lines

LEadiNg bErEavEd LadY
tHrOUgH HEaLtH MazE
“i COULd HEar tEarS iN HEr vOiCE.”
I received a call from an elderly woman. From the start
I could tell she was flustered and stressed.
She explained her husband had passed away and
he had always taken care of money matters and
insurance. She was not sure if she had vision, dental or
even health insurance.
She had been on the phone a couple of hours and
was not getting anywhere. Everyone she reached gave
another number to call. When she called numbers on
the ID cards they told her she did not have coverage
and said they could not enroll her. I could hear tears
in her voice.
I let her know how sorry I was for her loss and I
understood how difficult it can be. I assured her I
would help her. She thanked me for listening when no
one else would.
Once I located her husband’s information I
understood why she was having such a hard time. I
explained that her husband’s employer offered many
different types of coverage from different companies.
Once again I assured her; together we would make
sure she had the coverage her husband intended.
First we went to her vision coverage and offered
to enroll her. Once we got her re-enrolled, I offered
to call the other insurances and conference her in on
the phone line once I reached the enrollment area. I
assured her I was going to stay on the phone with her
as long as it took to make sure she had coverage.
We started calling enrollment departments.
About one hour later, she was enrolled for vision,
dental (both had been cancelled) and we were
able to confirm who she had for health insurance.
I confirmed she would be sent new cards, benefit
information and doctor listings.
When we had completed all the calls, I asked her if
she had a clean piece of paper. I reviewed the name
of each company, phone number and if enrolled, the
confirmation numbers.
She thanked me over and over and said “I don’t
know if you believe in God. I do and I know He sent
you to help me. I wish there was something I could do
for you.” I said, “There is something you can do for me
— have a good rest of the day.”
Lisa Meredith – VSP
rEStOriNg POwEr tO ELdErLY wOMaN
“tHE CUStOMEr waS HOPiNg POwEr wOULd bE
rEStOrEd bEFOrE dark.”
As a customer service representative my job is to
ensure that the customers of Scotiabank are satisfied
and are able to trust the bank. Here is a story in which
8
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I was very pleased with myself and realized that as a
customer representative, I can make a difference in
the customer’s life. Here is how the story goes…
An elderly customer had called in very upset, she
had forgotten to pay her hydro bill by the due date
and therefore had just had her power cut off. She had
mentioned that she lives alone and that she needs the
power for medical reasons as well.
This customer was very distraught and not
satisfied because she did make the payment that
was requested by her hydro company but when she
contacted them they had mentioned they had not yet
received the payment she made. I had advised her
then that it does take a minimum of three business
days for the merchant to receive the payment. The
customer had just made the payment recently.
The customer at that point was asking if there
was anything that I can do to assist her to get her
power back. I had advised her that the only thing I
can do is contact her hydro company for her. So she
gave me the phone number to the representative
that she was speaking to at the hydro company, so
that I can call them on behalf of the customer to
explain the situation.
Once the problem was brought out to the
representative at the hydro company I was told that
the only way they can assist the customer is if they
were to receive a proof of payment from Scotiabank
by fax. I also had limited time to send the fax as the
representative was leaving for the day.
At the end, I had faxed a proof of payment to the
hydro company. After doing so I had contacted the
representative at the hydro company to make sure
she had received the fax and also contacted the
customer to advise her of what was being done.
The customer was hoping power would be restored
before dark. The customer did not have much time
before it turned dark as this was already taking place
in the evening.
I contacted the merchant to ensure that the customer
will have her power restored the same day and was told
by the representative that the power will be restored
shortly. After some time I had contacted the customer to
ensure her power was restored and it was.
That night I had realized how much of a difference
that we as a customer service representative can
make for a customer. Also, at the end of the night I
was very proud of not only myself but of the title of
my job. Just like many other jobs out there in this
world, as customer service representatives, we too
can make a difference for a customer simply over
the phone.
Shalini Sivananthan – Scotiabank

PrESErviNg POPULar CabLE CHaNNEL
“tHE trUE tESt OF CUStOMEr SErviCE SkiLLS iS
dELivEriNg a MESSagE tHat iS NOt NECESSariLY
PErCEivEd aS POSitivE.”
Working in technical support is not always an easy job.
However, in our centre we are blessed enough to have
some very tenured and talented people working for us.
Day in and day out these agents are talking to
customers who are frustrated in one way or another
because something is not working. It takes a very special
type of individual to have lasting tenure in this position.
All the training and tenure could not have prepared
us for a recent situation that impacted not just one
of our customers, but many. A corporate decision
was made to drop a channel from our cable line-up
that we would later discover was very popular and
had a very strong and vocal support group that would
eventually push us to keep their favourite channel.
As soon as the news was heard of the potential
change, Valerie Gervais, one of our most senior reps
(been with the company 17 years and in tech support
for 10), sprung into action knowing that this decision
would be difficult for some of our customers. She
took it upon herself to first research the difference in
programming between the channel we were dropping
and the one that was replacing it.
She started following the support group Blogs and
Facebook and advised and updated local leadership
of the issues. She ensured that her co-workers had
positioning statements and understood the facts. In
recognition for her outstanding commitment to our
customers, she was selected by the Regional President
to personally handle all call-backs for customers who
had contacted her by voicemail or email.
The true test of customer service skills is delivering a
message that is not necessarily perceived as positive in the
customer’s mind. In the end, the customer demand and the
cooperation of the channel that was going to be dropped
managed to reach an agreement wherein we could keep
the channel…these call-backs were very satisfying!
Throughout the entire process which did go on
for a couple of weeks, Valerie remained positive and
focused on delivering an otherwise difficult message
and in the end, had the joy of delivering very good
news! She is an inspiration to work with and our
customers regularly call to comment on the level
of service she provides. During the time when the
popular cable show was taken off the air, Valerie
handled the calls in a calm, sympathetic manner and
diffused customer anger.
Valerie Gervais – Rogers

see Great Customer stories page 9
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SaviNg FirSt HOME PUrCHaSE
“i FELt LikE it waS MY HOUSE tHat i waS
aLMOSt abOUt tO LOSE!”
I would like to share with you an opportunity I had to
help a member purchase his first home. It was late
Friday morning when I received the call.
The gentleman on the phone sounded distraught as
he inquired about the status of his withdrawal request
for the purchase of a principal residence. This was his
first time buying a home and unfortunately, he had
been late submitting his withdrawal request.
I advised him that the withdrawal had been
processed and a cheque had been sent out via Canada
Post, which has a seven to 10 days delivery standard.
To add to the problem, for this specific group plan,
all cheques are first sent to the employer and they in
turn send the cheques to the bank.
The gentleman burst into tears as he advised me that he
was going to lose his offer on the home if the bank did not
receive this money today. He told me how embarrassed
he felt and was worried about how disappointed his wife
would be. He was really hoping that getting his money
out would be the least of his worries when it came to the
process of buying a new house.
I was willing to do everything and anything in my
power to help this member and make this man’s moment
of buying a first-time home a positive and memorable
experience. At this point I realized that we had
exhausted most of our options. It was too late to request
the money to be direct deposited to his bank account,
too late to have the cheque sent by courier, since the
cheque was already sent and no way to guarantee that
the bank would receive the cheque today.
I asked if I could place the member on hold and
then ideas started running through my head. I thought
to myself: “What if the bank would accept a letter that
I formulated explaining the situation and all the details
of the withdrawal?”
This seemed like it might be our last hope, so I took
the member off hold and explained to him what my
idea was. The member suddenly got excited, and so
did I in thinking that this plan might work and we both
figured it was at least worth a shot.
I explained to the member that I would need to give
him a call back after I consulted with my Supervisor to
ensure that this was possible. The member was very
grateful and assured me that he was very appreciative
of my time and effort to assist him.
Immediately after that call I suggested the idea to
my Supervisor. My suggestion was approved!
During my lunch break I typed and re-typed the
letter ensuring it was sufficient and professional
enough to send. I called the member and as the phone
was ringing, my heart was racing. I felt so involved
and caught up in the situation that I felt like it was my
house that I was almost about to lose!
The member answered the phone and sounded just
as excited to hear the news that my idea had been
approved. I asked him if he had a fax machine and
he told me that he didn’t, but that I could fax it to
the Human Resources Department where he worked
because they were aware of the situation.
I let the member go once again; faxed off the letter
to the number he provided me and then attempted

to call the member back, three times. I wasn’t able to
get hold of him. I was starting to get a little worried
as we were really pressed for time, so I thought to
myself, “what if I try calling the Human Resources
representative who I had faxed the letter to?”
Luckily, the member had given me his business
number, so I called it and asked to speak to the H.R.
contact. Success! She assured me that she had received
the letter and had already faxed it to the bank.
It was soon approaching the end of my work day
and I still hadn’t heard from the gentleman I had been
dealing with. On my last break of the day I quickly
gave him another call back and got his voicemail and
just explained that everything had been transmitted
to the H.R. contact successfully and wished him the
best of luck. I left for the day and literally wondered
all weekend whether or not my attempt to assist this
member had actually paid off.
When I arrived at work the following Monday
morning, I had a voicemail. It was from the member.
He sounded so excited as he asked me to give him a
call back as soon as I could.
Without hesitation, I called him back right away. He
went on to thank me graciously. It turns out that the
bank gave him an extension on his closing date until
the end of the service standard quoted in my letter.
He wasn’t going to lose the offer!
He was so impressed and so grateful that I had been
willing to go above and beyond to help a complete
stranger. He started to get emotional again, except
this time they were tears of relief and happiness
rather than tears of despair. Being able to change this
stressful situation into a positive experience for a Sun
Life plan member makes me proud to be a Customer
Service Representative.
Ashley Hanlon – Sun Life Financial
FixiNg iNtErNEt diSCONNECtS
“i didN’t waNt tO JUSt rEFEr HiM tO tHE
rOUtEr MaNUFaCtUrEr.”
If I could think of one call over the last little while
that stood out, I had a customer call from Ottawa
region, I would say around the spring season. I
remembered this customer and the time frame
because snowboarding season was coming to an end.
Also because I was able to help and resolve an issue
that has become more and more common with more
wireless networks in the household.
The customer was uncertain why his Internet kept
disconnecting while browsing and most often during
YouTube streaming on his wireless laptop. As a TSC,
we normally get these calls each and every day.
The customer was able to follow troubleshooting
very easily, so I immediately figured he had been
through it all on numerous occasions and countless
reps had tried to assist. I didn’t want to just refer him
to the router manufacturer for further help.
He had the modem replaced as suggested by
another TSC. He had also updated the channel
for the wireless router which still didn’t stop the
Internet from disconnecting constantly. The customer
had even gone to the length of reformatting and
re-installing his operating system, but disconnection
issues still persisted.

I found out with a bit of troubleshooting and asking
fact finding questions that the customer was using
an external D-link wireless card which came with the
D-link wireless connection software. The customer
was not using the D-link software to connect wireless.
Instead, he used the Windows XP wireless connection
software. I know from my past experience, that thirdparty connection software sometimes enables or
overrides Windows built-in software.
To try to further assist the customer once and
for all, I asked him to try to uninstall the D-link
software just to test and see. Lo and behold, it
actually worked. We tried browsing to several
sites for the first minute or two and then off to
YouTube, as the customer was finding the PC was
disconnecting and reconnecting more often with
video streaming and on MSN.
I can honestly say, I did not do anything out of
the ordinary with troubleshooting and really just
wanted to figure things out for my own knowledge
and experience. I also used my personal experiences
as a wireless laptop user as well and just shared a
bit of my experiences and frustration with wireless
disconnections from home.
The praise I received from this customer was very
rewarding and one of those calls that you wish was
surveyed. I understand as a TSC we do often get praise
when issues are resolved.
This customer stood out to me because he
understood our policies with third-party networks
and hardware. And it was just nice to receive
sincere thanks from a customer who, in all of his
years of being a Rogers’ customer, told me I was by
far the most helpful, easy to talk to and technically
inclined rep he had spoken to.
The call also stood out because the customer
was very calm, cooperative and technical himself.
He really appreciated just a little extra time and
effort in helping him resolve an issue that he was
not able to resolve himself.
Ron Boranprasit – Rogers
rEtriEviNg, rEtUrNiNg LOSt PHONE
“HE Said HiS PHONE CONtaiNEd iMPOrtaNt
iNFOrMatiON USEFUL ONLY tO HiM.”
What comes around…goes around. I received a call
from a gentleman who had lost his phone. He had
already reported it lost or stolen weeks prior.
Upon reviewing the notes on his account, I could see
that this gentleman was very concerned for the phone
he had lost as he had called us multiple times to see
if there was any news on its whereabouts. He said his
phone contained important information useful only to
him; however, he was beginning to accept the fact that
he was not getting his device back. It had been obvious
that he had been trying really hard to get it back.
At the beginning of the call, the gentleman told me
that he was from another province and that he lost
his phone during a trip to Moncton. I immediately
showed empathy by explaining to my customer that
I truly could understand how he was feeling and that
something very similar had happened to me in the
see Great Customer stories page 10
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past. I could relate and he could sense my wanting to
help from the start.
I had not yet revealed to my customer that I was in
Moncton, the same city where he lost his phone.
He knew the make, model number and serial
number of his phone. He informed me that he
contacted the Moncton Police Department to see if
anyone had turned in his device. To his surprise and
mine, he informed me that based on the phone’s
make, model number, and serial number he provided,
someone had in fact turned his phone in to the
Moncton Police Department.
I expressed my excitement for him as I could only
imagine what a relief it must have been to learn that
someone was honest enough to have turned it in.
However, the customer informed me that there was
still no way for him to get his phone. I was puzzled.
The police department informed him that if he
wanted his phone, he had to come and get it in
person. There was no way that they would send him
the phone through the mail as he had requested them
to do. This was becoming more frustrating for him as
he felt so close, yet so far away.
The customer told me that he had no money, no
vehicle and no way to get back to Moncton to pick up his
device, reminding me that he lived in another province.
I advised him that I completely understood the situation
he was in, and that I would do all that I can.
I knew there had to be something more I could do.
After all, I am in Moncton and work close to our local
police station. This was a perfect opportunity to show
him how much we care; it was my opportunity to do
the right thing at the right time for my customer.
With my customer’s permission, I contacted
the Moncton Police Department on his behalf. I
identified myself as a Rogers’ employee; I verified
the make and model number of the phone and
also provided the phone’s serial number.
The police officer did confirm
that they had my

customer’s phone in their possession but even with
my confirmation, they would still not send it to him
by mail. Disappointed, I called my customer back and
explained that the phone had to be claimed in person
as a signature and identification was required.
I didn’t give up! I knew that there had to be
something that I could do for him. If there was
anything at all that I could do to help, I wanted to do
it. I wanted this to be a defining moment and show
my customer that at Rogers we will go above and
beyond for our customer because we care. I contacted
the police department once again regarding my
customer’s phone.
This time, with their approval, and with the
approval of my customer, I made arrangements
with the Moncton Police to personally drop by their
location that afternoon once my shift was completed.
I drove to the police station, provided my personal
identification, my Rogers’ security badge, I signed for
the phone and the device was released to me.
I kept it in safe keeping until the following day. I
brought his phone with me to work and prepared the
device for shipping. I shipped to the address on file
through our internal mail at the Moncton office, at no
charge to our customer.
I called my Customer the next morning and advised
him that his phone was in the mail. He was ecstatic! He
could not believe that after so many attempts someone
was finally willing to go as far as I did to help.
The Customer said he could not wait to tell all of
his friends and family what Rogers did for him to
get his phone back. He said it was the
best Customer Service he had ever
received, not only from Rogers,
but from anywhere.
To me, this was an easy fix.
I strive to provide the best
customer service possible,
and in this situation I could
do something huge for

someone else. It took as little as 10 minutes out of
my day to help someone who had no money, and no
transportation of his own to travel the distance to
obtain his device.
I called my Customer later in the week to make
certain his phone had arrived safely. It had. He told
me we had a Customer for LIFE. I took complete
ownership, made a keen business decision, and
fulfilled our service promise.
I think it’s true what they say, what comes
around…..goes around.
Wayne Carter – Rogers
rECOvEriNg Card, CaSH FrOM abM
“i COULd FEEL tHE tENSiON aNd SENSE OF
UrgENCY tHrOUgH tHE PHONE.”
Providing outstanding customer service to Scotiabank
clients is something I do on each and every call. Being
from the East Coast, going above and beyond is in my
blood. Discussing finances can be a stressful situation
for many people and with my friendly and empathic
service style I try to make customers feel comfortable
to really discuss their banking needs.
It is their money after all, and I know they work
hard for it! I offer products that would be suited for
each customer and I happily discuss all of the benefits
to show how they can be financially better off.
I have sent emergency Visa cards to customers
in different countries around the world and have
ensured customers’ calls are resolved by staying on
the line with them to direct them to the nearest
branch in unfamiliar cities. Sometimes though, a call
comes through that makes me feel extremely proud to
be a Customer Service Officer.
A couple of months ago, I received a call from
a gentleman who was trying to use a Scotiabank
ABM in a strip mall in downtown Toronto. Before
he even spoke, I could feel the tension and sense
of urgency through the phone. I knew right away
that this was a customer I needed to help, no
matter what the situation.
The customer was on his way to a very important
business meeting and had used his Visa to complete
a cash advance at our ABM. The ABM had pulled his
card into the machine and did not dispense any cash.
Typically, there are only a few reasons as to why a
card would be pulled into a machine. Unfortunately,
the customer’s Visa card was from another bank so
I was not privy to that information. I was unable to
check to see if the card could have been reported
lost or stolen, if it had any blocks, or if there could be
some other reason for this to happen.
Some representatives might have ended their
call right here explaining to the customer that he
would have to call his own bank. However, hearing
the sense of panic in his voice, I just couldn’t do that
with this gentleman.
To him, I was Scotiabank and that ABM was mine
and I should be able to fix the problem. He did not care
which bank his card was from. He needed a solution
and he expected that solution to come from me.
To eliminate the possibility that there could
see Great Customer stories page 11
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have been a problem with his account we called
his bank together to check on the status of his
Visa. There was nothing wrong with the Visa and
to make matters worse, the customer had no other
form of payment with him.
At this point, the customer was understandably
frustrated and upset and was very resistant to my
questioning; he just wanted the situation fixed. He
was so upset that he couldn’t even tell me which
ABM he was using.
I told him that I completely understood why he was
upset but I was going to help him no matter what. By
showing him my understanding of the situation and
by assuring him I could help, he began to calm down
enough that I could ask questions to determine his
location.
While talking to him, I was frantically searching
through our ABM locator to find out where he was.
There are hundreds of ABMs in Toronto, so I knew
that finding this location would be a challenge! After
only a couple of tries, I found the right ABM! The
customer was impressed that I was able to track it
down so quickly.
I had to help this customer! As there was nothing
wrong with his Visa account, my next step was to call
our ABM support. I called and gave them the address
of the ABM and they advised me it was currently
showing as offline. I explained the situation and they
advised they could send a technician to open the
ABM to retrieve his card.
Finally we had a solution! I couldn’t thank the
person from ABM support enough and went back to
my customer with the good news.
As I was explaining that there would be a
technician arriving to retrieve his card and to fix
the ABM, the gentleman interrupted me to tell me
someone had just arrived I stayed with him on
the line to make sure he had his card and was able
to get the money he needed to pay for parking
and get to his meeting on time.
The gentleman was extremely grateful and was very
impressed that I remained so calm, recognized the
urgency of the situation, and got it fixed quickly. He
said that he had never gotten such service from his own
bank and was going to bring all of his business over to
us, all because of the experience he had with me.
I told him it was my pleasure to help him and to
please call anytime. He then went off to his meeting.
I know this gentleman will now be a Scotiabank
customer for life.
Carlee Portolesi – Scotiabank
MakiNg tHE LiNgO UNdErStaNdabLE
“wHiLE i waS gOiNg tHrOUgH HEr CLaiMS
HiStOrY SHE StartEd tO wEEP.”
Have you ever asked your doctor to explain his
diagnosis and he starts using 26 letter words that
have six syllables? You’re trying to listen to his
recommendation; however, that 26-letter six-syllable
word can’t make you think straight. Your hearing
has turned off and your mind starts making its own
interpretation of “Chickamasitis” and how it’s going to
affect your life.
As a Sun Life CCR, my job description lists several

duties but making sense of my industry and the
service we offer to our clients is my top priority. When
the average person thinks about insurance, the usual
reaction is confusion, despair and often a sinking
sense of dread.
This reaction, however, is quite understandable
considering only a select few such as financial
advisors, brokers and insurance specialists actually
understand the contract lingo. These people account
for maybe 10 percent of the population.
What I do is simple; I make a not-so-easy topic
understandable and manageable to everyday people
like you and me. I remember taking this call as
though it was yesterday…
“Good afternoon, may I have your policy and
member ID number?”
“Ummm, I’m not sure what that is and my English
is not that good”
“That’s okay, I can understand you, you are doing
a good job. Do you have a card that you show the
drug store when you pick up your prescriptions?”
“Yes, the numbers are… I got a letter in the mail
about my claim and I’m not sure what I’m supposed
to do…”
This lady just came from the Philippines and didn’t
speak very much English. She had been submitting
massage claims for four months consecutively with
no reimbursements being made. In order to have
her expenses reimbursed, she needed to submit a
doctor’s referral to substantiate her claim.
While I was going through her claims history she
started to weep. I asked her why she was weeping.
She told me for four months she couldn’t even
get past giving the representative her contract
information. She would get discouraged and would
hang up midway through the conversation because
she didn’t know how to communicate what it was
she was looking for.
I took my time and used simple words that she
would understand and could make sense of. If she
didn’t understand what I was saying, I would give
an example or speak a little more slowly until the
member was confident and grasped what I was
explaining to her.
I provided the member with the option to fax the
missing doctor’s note to speed up the process of
having the claims re-processed. I assured her once I
received the faxed information, I would handle her
adjustment with my prompt attention.
After 20 minutes of clarifying, educating and
casual conversing, my task was completed. The
member now knew why four months’ worth of
claims were not reimbursed, that a doctor referral
is required every 12 months, and most of all she
was given confidence within herself and her ability
to effectively communicate with language barriers
and all.
The conversation ended by the member
expressing her deepest gratitude to me for taking
my time and being patient with her. In return, I
expressed the following, “that’s what I’m here to
do; make it simple and easy. It’s been my pleasure
assisting you today, and just to let you know your
English is better then you think it is!” We both

chuckled and wished each other a great day.
You can provide the best service ever. I mean, have
the most pleasant conversation, be the nicest person
around and say all the right things but, if the person
you are trying to help doesn’t understand what you’re
are doing for them or recommending, did you really
help the person out?
My mission in performing World Class Service is
making it simple and understandable. It is what it is,
it isn’t what it isn’t and don’t make it what it’s not,
which is hard.
Lauren Brown – Sun Life Financial
rESOLviNg CLaiMS CrEatES ‘wOw’ FaCtOr
“at tHiS MOMENt i bEgaN tO HEar rELiEF iN HiS
vOiCE.”
Delivering the ‘WOW’ factor is an element that I
strive to achieve each day as a CSP. One recent call
on 10/6/09 made that a reality.
A member was very upset because his claim was
denied because of the pre-existing waiting period.
He informed me that he had previous coverage, did
not have the Certificate of Coverage letters and did
not want to jump through hoops to get the letters.
He stated he was advised earlier that he needed
to get these letters himself or he could appeal our
ruling of the denial of the claim. I looked at this
being a moment that could change this member’s
perspective of BCBSNC and turn a service failure into
a positive, memorable experience.
He stated that we did not care about him as
a member! This statement immediately allowed
me to view this conversation from the member’s
perspective. No one wants to think they are not
cared about.
Now was my moment to produce the ‘WOW’ factor.
I assured him that he was a valued member and in
addition to caring about his concerns, I would do
everything possible to resolve his issue.
I acknowledged the facility claim paid and
the professional claim denied. I also advised this
occurred due to the diagnosis codes being different.
Then, I asked him questions regarding his previous
coverage and told him I would contact the carriers
directly to obtain the information that was needed in
order to process his claims.
At this moment I began to hear relief in his voice.
He was not sure about the previous carriers he had.
He gave me a few names of other previous carriers.
At that point, he could have given 10 carriers and
I would have called each and every one in order to
have a satisfied member.
While on the line with the member, he asked
about payment for claims with a date of service of
6/19/09 in the amounts of $300.and $160. These
claims were not in our Siebel, ITFI or Blue Squared
systems.
I advised if he could obtain additional information
from the provider, I could assist further. He contacted
the provider on a second line and I gave him
questions to ask the provider, such as when were the
claims filed, did they file to their local plan, and did
see Great Customer stories page 12
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they receive rejection or acknowledgment?
The provider stated she had filed claims on
6/22/09 and 7/1/09 and had not received a
rejection notice. The provider had not received
any acknowledgement from her local BCBS and she
was going to submit the claims again. The member
verified his current insurance information with the
provider and an error was discovered. He was most
appreciative that I took the additional time to allow
him to call his provider to resolve the issue of the
two claims.
In order to prevent the member from remaining
on the line while I contacted the other carriers, I
advised him I would follow-up once I had received
his prior coverage information. I called and received
information from his previous carriers via their
automated systems and requested fax confirmations
of the member’s coverage.
I called the member on 10/8/09 and advised the
pre-existing waiting period had been removed and
the claim was being sent for processing and to allow
30 days for a resolution and I would follow-up with
another call. Thanks to our claims department, this
claim actually posted on 10/19/09 and the member
was called. He was advised his claim had been reprocessed and his member responsibility was a $40
copay.
Again, the member was advised the pre-existing
waiting period had been removed from his policy.
At this point, the member was elated. He was so
thankful that his claim had been processed and in
such a timely fashion. He was not expecting my call
for 30 days and BCBSNC exceeded his expectations
and called within nine business days.
This situation turned from a very dissatisfied to
very satisfied member just by dialing a few numbers.
Sometimes, the little things a CSP can do means a
lot to our member.
Freda Lockhart – Blue Cross and Blue Shield of
North Carolina
arraNgiNg FLigHt FOr dYiNg MaN’S FaMiLY
“tHiS SiMPLE CONFirMatiON CaLL tUrNEd iNtO
a tEarFUL ExCHaNgE.”
In the thousands of connections I have made over
the past six months, there is a special one that
stands out because it so closely mirrors my own life.
It began as an irate email regarding a missing
E-ticket for a flight that was to leave the next day.
Putting on my detective cap, I could understand
the root of the confusion. There had been multiple
schedule changes with the reservation and the
Collector still had the original itinerary.
Now, I don’t work in the Reservation Change Group
and I haven’t been trained on how to read the
‘algebra’ that internal booking systems call language
but I didn’t feel that this was the time to use the
pre-written form letter that we have for schedule
change situations. When it comes to emotional
escalations, sometimes a personal touch is just what
the doctor ordered.
Instead, I went to the airline’s Web site, used its
12
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confirmation code to view the reservation and then
composed an email explaining the instructions for
the Collector. Understanding that this reservation
was for who I’ll call, ‘mama bear and her three cubs’,
I followed this email up with a phone call. After all,
the flight was the following day and I’m a ‘mama
bear’ myself.
As it turns out, this simple confirmation call
turned into a tearful exchange. I discovered that
the Collector and her children were travelling across
the country to say goodbye to her terminally ill
father. Having lost my own father recently, I could
completely understand where she was coming from.
We formed an immediate bond. Like old friends, I
was able to offer some consolation and kind words
to help her along her journey - both literally and
figuratively. I told her that she may never be able
to get over it but that she would get through it. The
conversation was empowering for me as well as it
helped me move closer towards acceptance of my
own situation.
To my surprise, a few days later I got a reply of
thanks from the Collector. She let me know that
thanks to me, her family was able to say their
goodbyes.
I treasure this memory greatly. It’s immensely
gratifying to know that I made a difference to this
individual and her family. We spend so much time
at our workplaces that I’ve long used the approach
that my colleagues and our Collectors are extended
family and this was no exception.
To provide added value to our Collectors going
forward, I promptly shared with the team how easy
it is to look up reservations on the Web sites of
our various airline suppliers. It has now become a
best practice in my group to give our Collectors the
option to contact our Reservation Change Group or
view their itinerary on-line directly.
Christina Hall – Loyalty One - The AIRMILES
Group
POiNtiNg NEw widOw tO SaviNgS
“SOMEtiMES, it iS JUSt a MattEr OF takiNg
tHat Extra MOMENt…aNd LiStENiNg.”
To me, Customer Care is more than money and sales.
To me, it is where your relationship as a company
begins with its most important commodity, MY
CUSTOMER!
One day I received a call from a wonderful lady
from Toronto. She has been a Rogers’ customer
since Rogers Cable first started providing television
services in the early 70’s. Her husband had recently
passed away and she was calling in very upset that
she needed to cancel her cable service. She could
no longer afford her cable on her single retirement
income or pension.
Well, being a Torontonian myself, I know that in
that city, there are certain things you just don’t do.
Many times, you look for someone to accompany
you when you are out after dark.
For example, her television is more than just
something to flick on and see what is happening in
the world before going to bed. To MY CUSTOMER,

her television is her company, her friend, the break
in the silence.
I took a look at my customer’s account and
saw that she had never had a promotion on the
account since as far back as I could see. I asked her
to please be patient with me and that I was going
to see if there was something I could do instead
of disconnecting her cable. I asked her to hold
and I made a quick call to one of my peers to see
what we could do for her. They were able to place
a remarkable campaign on her account based on
her loyalty, tenure with Rogers and great payment
record.
I went back on the line with my customer and
advised her on what I was able to do so she could
keep her entertainment, her bit of company and she
was delighted. She had not asked me to look at her
account, just that she could not afford cable any
longer. She appreciated the fact that I went outside
the box.
I can only imagine losing your life partner and
everything you know has to change because your
financial situation too has changed. At this point, I
could feel that the customer really trusted me and
knew that she was in good hands.
Since my customer appreciated that I went above
and beyond for her, I asked her if she would not
mind discussing her phone bill with me. She now
placed me on hold and went to get her phone bill.
We went over what she was being charged in
detail. I pointed out to her that I could switch her
phone. Where she was paying approximately $75
(because she made a few calls to the 905 area code
which is long distance from where she was), I could
set her up on a much better plan for less money a
month, free installation and her number would still
be in the book. She would also have 500 minutes of
free long distance every month which would cover
the calls that she was making that she was currently
being charged per minute for.
With the savings to her cable and by switching
her phone over, she was now basically getting her
phone and cable for just slightly more then she
was paying for cable. My customer decided to have
a home phone installed and I promised her that I
would follow-up with her after the installation to
make sure everything was okay.
A week later I called her and she was so thankful.
Thankful I had taken the time to listen, thankful to
have cable and home phone and being able to afford
both, thankful that I had taken the time.
Sometimes, it is very easy to get lost in the sea
of calls that we take each day. Sometimes, it is just
a matter of taking that extra moment, taking a look
and listening. Sure it helped that I could talk to her
about living in Toronto, and that the cooler weather
was approaching and I wanted her to be able to
keep her TV, for comfort.
At the end of the day, she thought that nice lady
from Rogers was so nice and helpful and kept her
word by calling back. That is probably why she will
remain a loyal Rogers’ customer.
Laura Antle – Rogers
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LEarNiNg vOiCE tONE HaS iMPaCt
“rEviEwiNg CaLLS tOgEtHEr HELPEd ME witH
MY CONFidENCE.”
I would like to nominate Lisa Jones for Supervisor
of the Year. As I reflect on this past SQM year, it is
difficult to come up with one specific example of a
call that Lisa assisted me with, but she definitely took
the time to help me get my SQM percentage up.
It was clear to me right from the start that she
wanted me to succeed. She cared if I succeeded and
could see the potential in me.
I was one of the CCRs with the lowest SQM score
in the call centre in 2008 with a rating of 30 percent.
You can only imagine how discouraged this made
me feel. She understood some of the barriers I had
already overcome and what lay ahead.
Lisa was able to sit with me and determine what
I could improve on. In reviewing calls, I learned that
the tone of my voice has an impact on the member’s
impression. I was not using the word “resolve”
and there were opportunities for me to take more
ownership of the call.
It was also noted that I was very thorough with
my answers and efficient in handling the member’s
request. So together we found ways to bring the calls
together to ensure the members were very satisfied.
We did a lot of role playing with various scenarios,
especially when a member indicated that they
were unhappy with Sun Life. Lisa shared her own
personal skills in handling escalated calls as she herself
continues to take these types of calls if needed. This
was accomplished by giving me different suggestions
on how to adjust my tone and have a calming effect
on the member in order to de-escalate the call.
The different role plays helped me recognize what
was the most appropriate way to handle a particular
member situation. I learned how to find the answers
myself, rather than just being told what to do, while
knowing she was there to support me if I was taking
the wrong path.
Reviewing calls together helped me with my
confidence on the phones as well. By knowing that
she was confident in my future success, the successes
started to happen.
Lisa was extremely encouraging and put a lot of
effort into motivating my spirit which helped me
to achieve certification this year. Yes, I am proud
to say - I am certified in 2009 with a WCC rating
of 82 percent. It was through her coaching and
passion to see me succeed that helped me with this
achievement.
My call monitoring scores also improved this year,
especially in the category of phone etiquette. Lisa

was really able to help me understand what I needed
to change in order to turn a somewhat satisfied
member to a very satisfied member.
I could not have achieved this without her help.
I really appreciate the time she took out of her
schedule to help me. Lisa is a great supervisor and
really deserves this recognition.
Lisa Jones - Sun Life Financial
rEdUCiNg aHt iMPrOvES CSat
“MY FCr CSat ratiNg JUMPEd
FrOM 65 tO 86 PErCENt.”
I would like to share with you just a few of the many
reasons I think Jeff should be Supervisor of the Year. I’ve
been with Sun Life Financial for a while now and I’ve
worked with a few different supervisors, each with their
own approach to coaching. Jeff tailors his approach to
coaching to meet each individual’s needs and ensures that
we’re getting what we need to succeed.
Jeff provides me with positive feedback in every
coaching session, but he helps me to realize that I
can do better and that I can continue to improve my
performance. When we identify problem areas or
goals, we work together to come up with a plan of
action and then it’s up to me to choose which path to
take to achieve my goal, one step at a time.
I know that my supervisor is there to support me
and assist me, but at the same time, I’m the one
who is in control of my success. He makes sure that I
don’t forget that.
After I’ve decided which plan of action I’m
going to follow, Jeff makes sure to follow up with
me to check in on my progress. I feel like I have
the power and control to improve my performance
at my job, because I’m given the option to choose
how to go about it.
An example of this is my Average Handle Time
(AHT). Reducing my AHT has a direct impact on my
CSAT score. When I’m managing the length of time I’m
on a call, I can speak to more members and resolve
more issues over the course of the day.
When I’m more efficient on a call, it leads to
members having their inquiries or issues resolved
much more quickly than they anticipated. The
member is more satisfied with me, and with the
company as a whole.
When I was struggling to meet the AHT target, I
would stress about this metric and that can be evident
in conversations with members. During our coaching
sessions, Jeff offered tips and reviewed some call
monitoring notes that could help me to reduce my
AHT, to help alleviate my stress and to improve the
member’s experience.

Some of the tips he offered were writing down
each call’s AHT and then thinking what contributed
to the length of the call, thinking how to phrase
questions to get to the heart of a member’s issue,
making a list of comments that members make
to be sure that I addressed every one of them,
and reflective, or active listening, to be sure that I
am focused on the call at hand. Jeff always made
sure that any tips he gave me didn’t affect other
performance areas where I was currently excelling,
such as accuracy or ensuring a positive member
experience.
Here’s the proof: My AHT dropped from 440 to
400, which has a big impact on my calls, and on the
CCC as a whole. My FCR CSAT rating jumped from
65 to 86 percent and my WCC soared from 50 to 84
percent.
I’ve had an opportunity to take some
courses offered by the company to improve my
communication and writing skills and I think those,
coupled with the tips and tricks I’ve received from
Jeff in our coaching sessions, have made a significant
contribution to the success I’ve experienced this year.
At the end of my coaching sessions I feel good about
my job and the impact that I have to our members
and to the company and that’s the way a front line
representative should feel about their job in order to
provide the best possible service to the customer.
When I feel good about what I do and how I do it,
it’s reflected in the conversation and I know that the
member can feel the pride I have for my work.
Jeff Weber - Sun Life Financial
FiNdiNg OUt wHY: gradES wErEN’t HigH
“i wOULd OCCaSiONaLLY iNtErrUPt tHE CLiENt.”
I owe my world class call success to my manager, Lucy
Isherwood, and here is why.
I was doing well with my qualities, but not
exceptional and it was bothering me. I could not
figure out why I was getting excellent but not
exceptional. It was not an obvious reason and so it
was hard to discover the precise reason.
Lucy asked me if I felt I would benefit from her
listening to some of my previous calls to find out what
it was that may be holding the client back from giving
me the exceptional grade. A couple of days passed
before Lucy asked to speak with me.
She said it was a tough one to pinpoint because
I am usually very thorough in my calls. Lucy felt it
wasn’t because of technical reasons that the client did
not score the call high.
see CoaChinG stories page 14
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But, Lucy persevered and she discovered that I
would occasionally interrupt the client. It was usually a
minor, little interruption, but Lucy felt that maybe this
was it. I was doubtful but agreed to work on this.
Lucy worked with me over a two month period.
We focused our coaching sessions on determining
whether I was still interrupting clients and if I
was, Lucy counseled me on how else I could have
handled the call. Since I respect Lucy’s opinion and
appreciate her managing skills, I chose to follow her
advice, doubtful though I still was.
Lucy was right! Over the two months of coaching
sessions with Lucy my qualities steadily increased to
a level of typically 100 to 125.
If Lucy had not taken the initiative and worked so
hard identifying the issue and then working with me
(patiently) for so long I might still be getting lower
scores. But, most important of all, my clients now
feel they are getting world class service from me and
Lucy shares in that success.
Lucy Isherwood - Rogers
SPEakiNg iN UNdErStaNdabLE tErMS
“i waS abLE tO ExPLaiN HOw tHE SiM Card
wOrkEd iN EvErYdaY tErMS.”
Let me start by saying that I am lucky to have had
Sue as my Team Manager for several years now
and with her guidance and coaching I was an SQM
Certified Consultant for the year of 2008 with an
average of 76 percent for world class calls. For the
year of 2009 I have again met the parameters to
again become certified with my world class calls at
90 percent-- a definite increase over the past year!!
Sue does not accept nor does she allow you to
accept standards that are preset, but encourages you
and the team to strive above this and to never settle
on complacency.
During one of our
coaching sessions I
brought up a situation as
to a customer not being
able to understand how
a SIM card worked.
Sue encouraged
me to see
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through the eyes of the customer and understand
their perception.
I needed to perceive what the customer was
asking and be able to relate and connect with the
customer. Sue advised me not to be technical and to
speak in terms that the customer would understand.
Once this idea was presented, I was able to
explain how the SIM card worked in everyday terms
rather than technical terms. From this one coaching
session I have been able to implement the same
ideas into many different situations.
Sue will never encourage complacency as there is
no growth there. She is about all of us reaching for
the top, then seeing that top was just another step
toward excellence!
In my 14 years with Rogers I have never had a
manager like Sue. Anyone can manage a team but
it takes a very special coach with strong leadership
skills to guide you to new heights! I could not think
of anyone more deserving of the role of Supervisor of
the Year, as she is a visionary!
Susan Fordyce - Rogers
SLOwiNg dOwN tO PErFECtiON
“i rEaCHEd MY gOaL OF 100 PErCENt wOrLd
CLaSS CaLLS FOr a SiNgLE MONtH.”
Earlier this year my results were suffering like never
before and I was at a loss to explain why. I felt that I
was trying and doing everything possible but failing.
Specifically, I was suffering in PCS, CQA and sales. I
remember emailing Michelle on a Friday saying that
I am worried. Before I even signed out she replied
with, “don’t worry about it we will fix it…have a good
weekend”.
On Monday, like she promised, we came up with a
plan. We would work in small steps and tackle one
issue at a time.
We started with World Class scores. Michelle sat
with me and listened to more than a few calls in a
row to get a good idea of what I was doing well and
what I could build on.
The most important thing she noticed was that
I was very process oriented and tried to take too
many calls too fast.

The first suggestion by Michelle was to take it easy,
“take a deep breath and slow down!” She said this
is not a race and the slower I go, the easier it will be
to remember everything that needs to be said and
say little things to improve collector experience (like
addressing them by name, find out why they are
going, make them feel like they are creating a great
trip instead of ordering a pizza).
Well, the proof was in the pudding. My world
class started to climb steadily until September when
I reached my goal of 100 percent World Class calls
for a single month.
At the same time because I was taking my time,
my CQA steadily improved as well, to near perfect. I
am now part of the top 25 percent who are exempt
from CQA for this quarter.
With her approach and dedication to coaching
and making us successful I have no doubt in my mind
that I will continue to be successful in this role and
use the experience I gained from her coaching to be
successful in future roles as well.
Michelle defines the very standard that all other
supervisors should be judged on and there is nobody
better that her to be given the honour of Supervisor
of the Year. She deserves it.
Michelle Medeiros - LoyaltyOne - The AIRMILES
Group
FOrMiNg PLaN tO dOUbLE CUStOMEr
SatiSFaCtiON SCOrE
“wE wOrkEd ON tHrEE ‘takE awaYS’ i FOUNd
EaSY tO iMPLEMENt.”
Maria has been my CCL for the last four months and
I think she is incredible. My work and development
since we have worked together has been on World
Class Scores.
I have had difficulty this year in improving
this number from around 45 percent. Maria was
understanding with me and we built an action plan
to make sure we could double this number by the
end of the year.
The first step was to make this goal our goal, not
just my problem. Second, she took time to do sideby-sides and show me that I am already doing some
awesome work. Third, we worked on three “take
aways” I found that easy to implement (smile on
the phone, promote Web site and ask if they were
satisfied).
These are easy facts, but when you take a million
phone calls like I have, having someone as caring as
Maria to remind you is great. The fourth step that
we implemented is me taking ownership of the call.
I thank Maria for listening to all my ideas and
getting enthusiastic about all of them. I have come
up with (1) taking my mind off AHT, (2) never
assume the collector knows what you are talking
about and (3) putting myself in the collector’s shoes.
I just want to thank Maria for helping me grow
in my position (my current score is 70 percent)
and I really hope she wins this award because she
deserves it.
Maria Heighington - LoyaltyOne – The AIRMILES
Group
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