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Six Sigma Training Processes 

The Benchmarking Network announced they will be kicking a new study in the area of Six Sigma Training Processes. Now is the time to become a sponsor and become involved in setting the focus and direction of the study. This is a "best practices" study that will include site visits to top performing companies.

The study will review Six Sigma Training Processes including research into:

· Training and Development Structure; 

· Delivery Mechanisms; 

· Customization Options; 

· Job Definitions; 

· Technical Platforms; 

· Measures; 

· General Training; and 

· Other Six Sigma Training Issues. 

To receive detailed information on the content and focus of the study and how you can become a sponsor, contact the 6SBA Director via phone at 281-440-5044 or click here for email. 



Second Annual
Contact Center Operations Best Practices 

The Benchmarking Network and the International Contact Center Benchmarking Consortium (ICCBC) announced they will be kicking off the second annual Contact Center Operations Best Practices Benchmarking Study. Now is the time to join the current sponsors and become involved in setting the focus and direction of the study. This is a "best practices" study that will include site visits to top performing companies.

The study will focus on such areas as: 

Contact Center - Inbound/Outbound
· Physical characteristics of contact center

· Cost of staffing

· Employee retention

· Monitoring

· Coaching time

· Supervisor/staff ratios

· Hiring criteria

· Compensation measures

· Career progression measures

· Training times

· Available time

· Time per call

· Peak management measures

· Resolution rate

· Meetings (quantity and length)

Contact Centers - Inbound 

· Queue management (time, etc.) 

· Staffing and skill measures 

· Multi-product sales 

· Segmenting calls 

· Document imaging (quantity/cost) 

· Customer satisfaction 

· Toll lines used 

· Expected service level measures 

· One-stop service 

· Call reduction 

· Call back rates 

Technologies Used to Support Contact Center Operations
Contact Center Performance Measures
· Time to answer 

· Abandon rate 

· Length of tree - loss rates 

· Time tolerances 

· % of work off-line/time off-line 

To receive detailed information on the content and focus of the study, contact the ICCBC Director via phone at 281-440-5044 or click here for email 



Featured Website 

Six Sigma Benchmarking Association 
You can visit the website at http://sixsigmabenchmarking.com or you may wish to forward this link to others within your organization who will find it of interest.


	

Roundtables
Activity Based Costing Benchmarking Association (ABCBA™) 
http://www.abcbenchmarking.com
October 13-14, 2004 

Accounting and Finance Benchmarking Consortium (AFBC™) 
http://www.afbc.org
October 21-22, 2004 

Customer Satisfaction Measurement Association (CSMA™) 
http://www.csmassociation.org
October 13-14, 2004 

Electric Utility Benchmarking Association (EUBA™) 
http://www.euba.com
October 14-15, 2004 

Financial Services and Banking Benchmarking Association (FSBBA™) 
http://www.fsbba.org
October 20-21, 2004 
Human Resources Benchmarking Association (HRBA™) 
http://www.hrba.org
October 14-15, 2004 
Insurance Industry Association For Benchmarking™ (IIAB™) 
http://www.iiab.org
October 7-8, 2004 

Information Systems Management Benchmarking Consortium ™ (ISMBC™) 
http://www.ismbc.org
October 12-13, 2004 
International Contact Center Benchmarking Consortium (ICCBC™) 
http://www.iccbc.org
October 6-7, 2004 
International Council Of Benchmarking Coordinators (ICOBC™) 
http://www.icobc.com
November 4-5, 2004 
Pharmaceutical Industry Benchmarking Group™ (PIBG™) 
http://www.pibg.org
October 6-7, 2004 

Procurement and Supply Chain Benchmarking Association (PASBA™) 
http://www.pasba.com
Society for Inventory Management Benchmarking Analysis (SIMBA™) 
http://www.simba.org
October 7-8, 2004 
Sales Force Effectiveness Benchmarking Association (SFEBA™) 
http://www.sfeba.com
November 4-5, 2004 
Six Sigma Benchmarking Association (6SBA™)
http://www.sixsigmabenchmarking.com
November 3-4, 2004 

Telecommunications Benchmarking International Group (TBIG™)
http://www.tbig.org
November 4-5, 2004 
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