





TRAINING4 TEAM
LEADER PROGRAMME

2009-2010

INTRODUCTION
This is the newest
course in the

Training4 Call and
Contact Centre

Series, joining the
established Training4
Coaches and Training4
Trainers courses.

The course has been newly formulated to
meet the current needs of Team Leaders in
Call and Contact Centres. The content has
been developed drawing upon 7 years
experience of being the leading support
organisation for call and contact centres in
England’s North West. The programme is
divided into 4 half-day workshops, each
stands alone and together they provide
everything you need to know to become
the best Team Leader you can be!

Our aim is to ensure you get as much as
possible from each session. This is not just
another course that you will forget quickly,
what you will learn will make a difference
instantly and permanently improve your
performance. The sessions are quick paced
and interactive, you will receive a ‘tool kit’
and leave each workshop with the practical
skills and an abundance of ideas to help
your self development.

WORKSHOP 1
‘Introduction to
Team Leadership’

9th December, Harris Park Conference
Centre, Preston, PR2 9AB.

+ Who am | as a leader and why me?

+ Leadership fundamentals and how to
apply these in your new role.

+ Uncover what sort of leader you are.

+ Learn how to be an authentic, credible
leader in the workplace.

+ Understand the 3 questions your agents
are silently asking you.

WORKSHOP 2

*‘Managing Teams

for High Performance’
21st January 2010, Preston North End
Football Club, Preston, PR1 6RU.

+ How to tackle poor performance effectively.
+ Learn how to motivate and inspire your
individual team members.
Use practical tools to set performance
objectives, give feedback and raise
standards.
Identify where leaders make common
mistakes in people management and
how you can avoid them.

WORKSHOP 3
*Creating Personal Impact
as aTeam Leader’
4th February 2010, Preston North End
Football Club, Preston, PR1 6RU.

+ Learn how to create even greater
personal confidence for yourself and
those around you.

Create greater personal impact as a team
leader.

Become more influential within your
organisation and understand your
personal reputation.

Improve your abilities when speaking and
presenting as a leader.

WORKSHOP 4
‘Effective Leadership
Every Day’
24th March 2010, Preston North End
Football Club, Preston, PRT 6RU.

+ Maximise your effectiveness every day with
crucial time and self management tools.
Learn how to run interesting and effective
team meetings that are time efficient.

Be able to say no and deal with time
wasters without losing rapport or morale.
Lead your team effectively through changes
and challenges whether big or small.

Learn how to make communication work
for you and your team every day.

Attendance for each day will result in a
Continuing Personal Development
Certificate from CallNorthWest, part of
the University of Central Lancashire.

OUR TRAINERS

Carolyn Blunt — Carolyn is an experienced
call centre trainer and recently voted the
2nd most influential person in the industry
(Call Centre Helper).

Stuart Powell — Stuart is an accomplished
trainer and coach who is passionate about
helping individuals and organisations to
optimise their individual performance whilst
helping them to hit their own outcomes.

WORKSHOP FEES AND DISCOUNTS
Each half day workshop

(choice of morning or afternoon);
CallNorthWest Members rate £69+vat

Pay as you go £95+vat

Discounts

Further discounts are available for block

bookings:

+ Book between 5 — 9 places and receive
an additional 5% discount.

+ Book between 10-14 places and receive
an additional 10% discount.

+ Book 15+ places and receive an
additional 15% discount.

These discounts are available to all and can be
applied to any number of workshops/delegates.

IN-HOUSE DELIVERY

Each of the workshops can be delivered
in-house at a cost of £999+vat

(plus reasonable travel expenses).

For further details, please email
events@callnorthwest.org.uk

REGISTER

To book your place(s) at this event, please
complete the booking form available at
callnorthwest.org.uk/events, call

0845 402 2303 or email
events@callnorthwest.org.uk
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Golf Day

DeVere Carden Park Resort,
Chester - Cheshire Course

Solution providers and call centre
personnel came together with
CallNorthWest on 2nd October at DeVere
Carden Park Resort to play a round of golf
on their Cheshire Course, whilst continuing
to develop networks and business
opportunities at the same time. The day
consisted of a bacon sandwich and coffee
on arrival with 18 holes of golf and then a
soup and sandwich afterwards whilst prizes
are given out to the winners of 'longest
drive', 'nearest the pin' and overall winner.
The overall winner on this occasion was
Gary from QVC - well done to Gary for
playing such an excellent game. The
winner of 'nearest the pin' was our very
own Jo Barlow. Yet again, Jo was the only
lady player. There must be more lady
players out there who are missing out,
not only an excellent day of golf , but the
chance to meet and network with
like-minded individuals within the call
and contact centre sector.

DeVere Wychwood Park,
Cheshire

Our next Golf Society event is taking place
on Friday, 26th March 2010 at DeVere
Wychwood Park, Cheshire. Tee off times
have been booked from 10.40 onwards
with a bacon sandwich and coffee
beforehand, 18 holes of golf, followed by
a 2-course meal. The cost for the day is
GBP45 per individual players, GBP80 for
two players and GBP150 for four players.
If you are interested please contact
either Martin Stacey
martin.stacey@callnorthwest.org.uk
or Joanne Barlow
joanne.barlow@callnorthwest.org.uk.

members news

Liverpool Direct Limited
crowned ‘Best Company’

On Thursday 24th September, at the prestigious North of England Excellence
Awards, Liverpool Direct Limited scooped not only the 'Award for Excellence’
for a private company with over 250 employees but was also crowned 'Best

Company in the North of England' as defined by the Business Excellence
Model for 2009.

With over 40 external customers, Liverpool
Direct Limited is an innovative joint venture
between BT and Liverpool City Council,
providing a range of shared services; including;
Contact Centre, HR and Payroll, ICT, Benefits
Service, Revenues, Learning and Development,
Web and Geodata Services. Liverpool Direct
Limited is an established member of
CallNorthWest and is represented on the
Professional Advisory Board.

In May 2009, a challenging three day audit
took place during which the assessors reviewed
the detailed submission and the company
conducting interviews and focus groups with
staff. In their feedback they acknowledged the
professionalism of the staff and their sheer
passion to be the best throughout the business.

It's with thanks to the eight years of hard work
and commitment from their staff that Liverpool
Direct Limited has been rewarded with these
two national awards.

The Leader of Liverpool City Council and Director

of Liverpool Direct Limited, Warren Bradley, said:
"This is a real team effort involving all our staff,
suppliers, stakeholders and the Management
team. It is well deserved, everybody knows
somebody who has been helped by Liverpool
Direct Limited, whether through the call centre
or our One Stop Shops, and | am really pleased
for all involved. This achievement highlights the
calibre of our staff and how year on year we
successfully continue to improve our
performance in all areas. The company provides
quality services for the people of Liverpool, and
this recognition is much deserved.”

Chris Sayers, Director BT Local Government
and Chair of Liverpool Direct Limited, said: “This
is a huge honour for Liverpool Direct Limited
and | am delighted for the team involved. The
North of England Business Excellence Awards
identifies organisations that show commitment
to improving their performance and show
competitiveness in their sector. Liverpool Direct
Limited'’s sheer determination has certainly
paid off and as a result has picked up two
major awards.”

The North of

England Excellence

Awards takes place each year
to recognise excellent organisations
through rigorous assessment against

the requirements of the European Business
Excellence Model by a team of experienced Award Assessors.

THE NORTH OF ENGLAND
BUSINESS EXCELLENCE

callnorthwest.org.uk

contact - the magazine for call and contact centres in england’s north west



Simplify Payments
& customer contact with SMS,
email and now Letter automation.
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Free Set-Up & Technical Support. No Minimum Monthly Volume.

Is your contact strategy effective? At everymessage we make the process of customer contact straight forward
with automatic progression from SMS to email and now full letter fulfilment.

<y everymessage™

Whilst maximising contact with your customers we inc
additional staff. Utilising our campaign tools, you candau il
without any delay if any message fails t:_: be d_eh‘“;"ed . ev L
Databases and other internal systems with a simple drag a

development.

You could SMS enable your business today,

Call us on 0844 264 1234 or email theteam@everymessage.com

"pricing based on volume and subject to VAT at the current rate.

rease your channels for payment without the
tomatically switch from SMS t? letter or erna
ymessage campaigns may lptegrate \.m'
d drop configuration requiring the minim

need for

il immediately |
th Payment providers, .
um of set-up or custom

With SMS from just 3p*

\ﬁ letter fulfilment from 26‘:*

Events at a Glance: 2009 - 2010

Event

Date

Training4 Coaches / Trainers Series

October, December 2009,
14th January, 9th February 2010

Contact Centre Directors Debate 3rd February 2010
Training4 Team Leaders December 2009,
271st January, 4th February, 24th March 2010
Public Sector Conference 25th February 2010
Regional Contact Centre Forums December 2009,

11th March, 27th May, 2nd September, 2nd December 2010

Training4 Coaches Series

March, April, May, June 2010

Training4 Trainers Series

March, April, May, June 2010

5th Annual Contact Centre Awards - Nominations Open 1st May 2010

5th Annual Customer Management Conference 15th June 2010
Showcase Event 13th July 2010

5th Annual Contact Centre Awards — Winners Announced 14th October 2010

Good Practice Session - 2010 events

We now have the dates for the Good Practice Sessions for 2010 and are looking for hosts. The dates are; 12th January, 16th February,

16th March, 13th April, 11th May, 8th June, 13th July, 10th August, 7th September, 5th October, 9th November and 7th December.
If you feel you would like to host an event please contact Joanne Barlow joanne.barlow@callnorthwest.org.uk
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O2 People get a
Confidence O
Boost 2

On-site therapist helps co-workers overcome personal
problems. An O2 employee has helped dozens of her
co-workers stop smoking, gain more confidence and
overcome personal problems.

Customer Service Advisor Janette Stevenson, 31, runs her own life-coaching
business outside of work and has been overwhelmed with requests from
fellow O2 employees for help.

Janette has made such an impact at O2 that she was nominated for
Merseyside Woman of the Year by her colleagues. “People ask for my help
with all sorts of things: quitting smoking, confidence, motivation,” she said.
"I started off with just one client at O2 but then word got round the whole
call centre. Now | have 40 clients.”

Janette, from Runcorn, began life-coaching three years ago after becoming

a single mum and bringing up her 6-year-old daughter, Aimee, alone. “It's
not been easy at all because all my family live in Scotland so after I split
from my partner | had no support network around me,” she said. “l| went on
a life-coaching programme and absolutely loved it. It really helped me to get
organised and focussed on what | wanted. | did a life-coaching diploma and
decided to set up my own business, so now I'm able to help other people get
the best from their lives too.”

Janette uses the techniques she teaches to help her co-workers at O2
whenever possible. ‘I was on a Manager’s Programme last year at O2 and we
had to do presentations. Some people in my team weren't very confident
doing presentations so | worked with them and was able to change how
they presented,” she said. "l love seeing the change in other people. It's so
rewarding to see people grow in confidence.”

Janette’s skills have been recognised by senior managers at O2 and she is
hoping to progress to a manager role in the near future. “O2 has treated me

so well so it's great to be able to give something back and use my life-coaching

skills to help people develop personally at work and be the best they can be,”
she said.

Janette is also a qualified expert in Neuro-Linguistic Programming (NLP) and
a master practitioner in hypnosis. She is also currently studying for a degree
in psychology at the Open University. On the 26th June 2009 Janette
attended the Crowne Plaza Hotel in Liverpool with hundreds of other women
nominated for the prestigious Merseyside Woman of the Year competition.

"' was so flattered to be nominated. Being a single parent hasn’t held me back,

if anything it's pushed me forward because | want to be able to show my
daughter what her mum can achieve. She’s been my little rock,” she said.

Listed below is a list of all of our members, with new ones
since the last magazine in bold and the renewed ones since
the last magazine in italics.

3663 - 4Net Technologies - A&T Consulting - Agent 00
Ai Claims Solutions - Arena - Armstrong Communications Ltd
Arts Council England - Athene - AXA Ltd
B2B Contact Marketing Ltd - Beaconsfield Footwear
Blackburn with Darwen Borough Council
Blackpool Pleasure Beach - BOC Ltd — Customer Service Centre
Bolton Council - Bookit Ltd (Odeon UCI UK Ltd)
Bosch Security Systems Ltd - British Red Cross - Brookson Ltd
Burnley Borough Council - CallCentreConnect
Capita Business Services Ltd - Capita Criminal Records Bureau
Carlisle City Council - Carole Nash Insurance - CD Marketing
Charities Aid Foundation - Charity Commission
Cheshire Constabulary HQ - Chorley Borough Council
Cumbria Constabulary - Cybertech Ltd - Dane Housing
Debt FreeDirect - Derbyshire County Council - Eastland Homes
EEC Home Security - Equanet - Every Message - Expotel
FlowersDirect - Forum of Private Business
General Medical Council - General Register Office (ldentity
and Passport Service) - Gold Medal Travel
Granby Marketing Services - Greater Manchester Police
GSI Commerce - IBM in association with Adecco
Impact Partnership —RMBC * Interactive Intelligence
Intrum Justitia - Invest in Cumbria  Johnnie Johnson Housing
Johnston Press - Ladbrokes Call Centre (Liverpool) Ltd
Lakeland - Lancashire Constabulary HQ
Lancashire Evening Post - LateRooms.com - LBM
Liverpool Direct (Liverpool City Council) - Liverpool Housing Trust
Liverpool University - Lowri Beck Solutions
Manchester Chamberlink - Manchester United
Market Reach Solutions - Matt Burton Associates
Merseyside Police - Merseytravel - Midas
National Skills Academy for Financial Services
North of England Excellence - North West Ambulance Service
NorthWest Regional Development Agency - 02 - OCHS
Office Link - Places for People - Plantronics  Pontin's Ltd
Posturite - Preston College - Professional Planning Forum
Promethean Ltd - QPC Limited - QVC - Real Results Training Ltd
Riverside Housing - Rural Payments Agency - Sabio
Scottish Power - Seminars and Solutions - Sinclair Voicenet
Six Town Housing - Sodexo Vouchers - Swinton Group plc
Synapse Learning - The British Library - The Mileage Company
Thinspace - TNT - Transform Medical Group - United Utilities
University of Central Lancashire - Vertex
Visionet Systems Consultancy - Vodafone
Warrington Borough Council - West Cheshire College
West Lancashire District Council - Wigan and Leigh College
Wirral Council - Wyre Borough Council - YMCA

CallNorthWest

CallNorthWest
3rd Floor, Marshall House,
Ring Way, Preston PR1 2QD

T: 0845 402 2303 A
W: www.callnorthwest.org.uk
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