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I N T R O D U C I N G

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

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

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

|   Toll Free: 866-987-2255   |   Email: sales@livexchange.com   |

Hot Standby Seat.
The Simplest. Fastest and Lowest Cost 

H1N1 Disaster Recovery Solution.

$9.95The
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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 

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

I N T R O D U C I N G
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CSRs on an annual basis, SQM has gained valuable insights into call center FCR, Esat and Csat 
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Barbados
Prime location for Call Centers

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

 Customer Service
 Financial Services
 Inbound/Outbound Sales
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 Travel
 Help Desk
 Technical Support
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call centre awards

PrestiGiOus nOrth american call center service 
Quality award Of excelence winners fOr 2009

judGed by custOmers whO called a call center
and emPlOyees whO wOrk in a call center

doing first call resolution (FCR), employee satisfaction (Esat) and customer satisfaction 

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.

sQm annOunces Our 11th annual mOst 

SQM benchmarks more than 400 leading international call centers annually and has been 

(Csat) benchmarking studies for longer than 14 years. Each year, SQM conducts in excess of 
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awards

call center wOrld class call certificatiOn

call center Of the year

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 

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) 

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

Criteria are based on a six percent or greater annual FCR improvement from the most recent study within the last two years 

sQm Official awards Guide 2009

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) 

VSP Vision Care (California) 

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

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

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 

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 

OrgaNizatiON

OrgaNizatiON

OrgaNizatiON award
custOmer satisfactiOn/fcr awards

HigHESt CUStOMEr 
SatiSFaCtiON FOr tHE CaLL 

CENtEr iNdUStrY awardS

HigHESt CUStOMEr 
SatiSFaCtiON bY SPECiFiC 

iNdUStrY awardS 

FCr iMPrOvEMENt awardS
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awards

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 

sQm Official awards Guide 2009

VSP Vision Care (California)

Scotiabank                                                      
VSP Vision Care 

Arizona Public Service                                   

Insurance Corporation of BC (Claims Division) 

Canadian Tire Financial Services (CCR) 
Canadian Tire Financial Services (CSG) 

Scotiabank (Halifax) 
VSP Vision Care (California) 

Banking
Insurance

Energy

OrgaNizatiON
emPlOyee satisfactiOn awards

HigHESt EMPLOYEE 
SatiSFaCtiON FOr tHE CaLL 
CENtEr iNdUStrY award

HigHESt EMPLOYEE 
SatiSFaCtiON bY SPECiFiC 
iNdUStrY awardS

MOSt iMPrOvEd EMPLOYEE 
SatiSFaCtiON

wOrLd CLaSS EMPLOYEE 
SatiSFaCtiON 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 

Criteria is based on highest Esat improvement from previous year 

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 

award

Christina Hall
Freda Lockhart

Laura antle
wayne Carter

valerie gervais
ron boranprasit
Carlee Portolesi

Shalini Sivananthan
ashley Hanlon
Lauren brown
Lisa Meredith

Michelle Medeiros
Maria Heighington

Lucy isherwood
Susan Fordyce

Lisa Jones
Jeff weber

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.

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.

LoyaltyOne - The AIRMILES Group 
Blue Cross & Blue Shield  of North Carolina

Rogers 
Rogers                                                  
Rogers                                                                 
Rogers                                                                

Scotiabank 
Scotiabank 

Sun Life Financial                                                           
Sun Life Financial                                                            

 VSP                                                                                    

LoyaltyOne - The AIRMILES Group 
LoyaltyOne - The AIRMILES Group 

                  Rogers                                                                        
                  Rogers                                                                           

                  Sun Life Financial                                                              
                  Sun Life Financial                                                             

EMPLOYEE

EMPLOYEE

OrgaNizatiON

OrgaNizatiON

csr finalists fOr csr Of the year 

suPervisOr finalists fOr suPervisOr Of the year
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