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Dear Reader,

At the end of a year we look back and we want to know about
the future. And whilst our glasbowl was not available we
thought it might be a good idea to talk with our Gold Sponsors about their valuation.
And one thing that will influence our business a little bit more
in the future is the new EU rules on consumer rights directive.
Two years after the EN 15838 has been published we take a
look on its importance within the European Standardisation
Policy.
A lot of influences - political, economical, demographical. We
found it was time for a real European Contact Benchmark Study. What is in progress and what is to be expected. We give
you an exclusive preview about its state of work.
So I hope you will find some interesting and new information
and you will enjoy it.
Yours faithfully
Manfred Stockmann
Vice-President ECCCO
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Merry Christmas and a happy New Year
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Interview

Trends and Developments in European Call Center Industry
In the ECCCO interview Christian Legat
(CL) talks about trends and developments in the European Call Center Industry and future plans of Competence Call
Center.
ECCCO: What do you feel is the most
important current development of the
Call Center industry in Europe?
CL.: There is one major development
obvious in the heterogeneous European
Call Center Industry –it is an increasing
focus on quality. Be it the Western or
Eastern-European markets more often
professional call center services and especially outsourcing decisions are no longer
only cost-driven. Going along with this
trend a higher number of companies rely
upon competent outsourcing partners
rather than leaving their customer service
in house.
Since its foundation in 1998 Competence
Call Center distinguishes itself as a quality
provider, it has a 13 years experience in
customer care and all necessary processes in place form the very beginning.
ECCCO: What are your strengths as a
European Outsourcing company?
CL.: One of our greatest assets in Competence Call Center within Europe is offering BESTshoring to our clients. CCC
BESTshoring presents itself as a value
orientated positioning of Call Center services. Customer segmenting can be converted cost-effectively in Call Centers.

Therefore individual client segments can
differ in price in relation to the services
which are provided. Those customers
with the highest value point would be
serviced in their homeland (Onshore)
and those customers with a marginal
value point could be serviced in a
neighboring foreign language speaking
country (Nearshore).
In addition a split between complex topics (Onshore) and standard topics
(Nearshore) is a possible setup. CCC
BESTshoring has the advantage that it
allows you to address your customers
exact needs; contrary to Nearshoring,
which is purely based on cost-orientated
results.
With 10 locations in Europe and more
than 3000 high professional employees,
speaking over 20 languages we offer the
ideal preconditions to realize successful
BESTshoring concepts.
Additionally what sets CCC apart from
other Outsourcing companies in Europe
is its solution-oriented quality-focused
approach. We strive to proactively offer
all our partners customized, tailor-made
solutions and to create added value for
their business.

Christian Legat Co-CEO
Competence Call Center

„Quality will be
the following
trend for the near
future!“

ECCCO: What trends do you expect
for the industry in the coming years?
CL.: We identify the following trends for
the near future: As already mentioned:
Quality
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Companies are focusing even more on
quality in their customer service. They
want to concentrate on their core businesses. That is why they trust professional outsourcing partners and are willing to invest even more in customer care.
Secondly certifications: external, independent certifications become a differentiating criteria for players on the market.
Competence Call Center has been certified to EN 15838, as well as ISO 9001
and ISO 10002 since 2010. External, independent certifications are proof of sustainable quality and optimal operational
processes in the state-of-the-art contact
center”.
And last but not least the major Social
Media trend will further continue: Customers decide themselves on which way
want they approach a company, that is
why the integration of alternative communication channels will gain more and
more importance.
ECCCO: What do you think are the
possible difficulties or risks affecting
the European Call Center Industry?
CL.: Finding the right employees is crucial
to setting oneself apart and to sustaining
high quality services on offer in the call
center. As the European market is becoming more and more competitive recruiting can be tough. For the Competence Call Center it is important to employ the best possible people for our
partners and projects. We train and de-

velop our people and offer comprehensive in-house careers. Every employee
has to chance to strive for a personal
internal career in CCC. That´s what
helps us in building up a strong workforce and prepares us for challenging
market conditions.
ECCCO: What are the further expansion plans of CCC within Europe or
outside?
CL.: Recently we opened up our latest
location in Paris as well as a further site
in Germany, Dresden.
In the near future we continue our rapid
expansion within Europe - we plan the
opening of three more CCC locations in
the coming two years.
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Competence Call Center AG
Marianne Rutrecht
Public Relations
Spengergasse 37,
A-1050 Wien, Austria
Beschreibende Grafik- oder Bildmarianne.rutrecht@yourccc.com
unterschrift.
www.yourccc.com

„We plan the
opening of three
more CCC
locations in the
coming two years!“
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Interview

Trends and Evolution in Technology
An interview with Patrick Salg, (PS) about
trends and evolution in technology.

general? How will it affect the hardware/software mix in contact center solutions?

ECCCO: How do you see contact
center technologies converging during the next few years – for example, CRM and quality management?

PS: With cloud computing, companies can
benefit from infrastructure-as-a-service
(IaaS), platform-as-a-service (PaaS) and
software-as-a-service (SaaS) technologies
for their contact center. Long deployment cycles and huge capital investments
have become obsolete. You can quickly
access software and increase capacity via
a standard Web browser, generating high
value from mission-critical enterprise
applications — with little or no upfront
capital investment.

PS: In today´s contact centers, the convergence of platforms for customer relationship management (CRM), workforce
management (WFM) and quality management (QM) makes it easier to consolidate
and maintain data instead of duplicating it
in multiple systems. As a result, agent
data from the QM system can be used in
CRM to provide a comprehensive overview of customer interactions and satisfaction.
QM data can also be effectively incorporated in WFM solutions through a master
data center used to automatically assign
agents’ shift schedules, allocation, placement and training according to the determination of skill levels. The final result is
a customized package designed to improve efficiency and productivity, lower
administrative and payroll costs, and
automate standard business processes.
ECCCO: What role will “cloud computing” play in contact center operations and the business world in

ECCCO: What steps is ASC taking
to protect privacy in recording customer interactions? Do you think
there has been an erosion of privacy
during the past five years, and how
can it be prevented in the future?
PS: During the past few years, the erosion of privacy has been obvious from
various media reports about data leaks,
etc. As a result, however, organizations
have adopted sensible precautions to
protect personal data.
For example, ASC´s solutions support
contact centers implementing restrictive
processes to safeguard customer information. Our solutions help customers

Patrick Salg, Director of International Sales, ASC telecom AG

About Patrick Salg:
As Director of International
Sales for ASC, Patrick Salg
handles business with
international partners. He
started his career at ASC
almost 15 years ago and
holds a CCI degree in Master
of Business Management.
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adhere to the strict data security standards outlined by the payment card industry (PCI DSS). For example, they
automatically prevent recording of CSV
codes when calls are saved.
ECCCO: What is ASC’s current focus and how has it developed during
its nearly 50 years in the communications industry? Do you see any
transformative developments on
the horizon?
PS: During the past nearly 50 years, ASC
has constantly realigned its activities to
meet the changing demands of the communications industry. For example, the
latest trend of converging call center platforms and technologies made us decide
to become a provider of closely integrated systems – a major step requiring a
paradigm shift from selling physical products to providing complex software solutions closely integrated into the customer’s environment.
The current focus and market trends involve the automation of the QM process
in contact centers by using new capabilities such as speech analytics to reduce
costs and optimize business processes.
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ECCCO: How will contact centers
diverge for various industries in the
coming years? For example, financial institutions, public-safety organizations, air-traffic control?
PS: Contact centers in the segments
mentioned require unique agent skill sets
and specialization of contact center operations.
Financial institutions, for example, have
unique compliance needs in terms of government regulations, must preserve a
record of all transactions for protection
from liability, and need to ensure business continuity in a fail-safe manner because failure to do so can result in huge
monetary losses.
For public-safety organizations, the communications recording and quality monitoring must either operate in the background so it does not affect agent performance or enhance response time with
features such as last-call-repeat.
Air-traffic control organizations are often
more concerned with analysis of an incident after the fact. For them, features to
enable reliable reconstruction such as
time stamping play a large role.

“Today’s mobile
society is a leading
contributor to the
rise of mobile
communications.”
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ECCCO: How will mobile communications affect your contact center
solutions? How will customers use
various communications media during the next ten years?
Today’s mobile society is a leading contributor to the rise of mobile communications. We need to accommodate this
reality by developing our solutions accordingly and enabling mobile phone recording. But in the future, customers will
use a wide variety of channels to communicate with contact centers, and mobile
communications will be only one of them.

ASC tries to make its contact center solutions scalable, perhaps for technologies
that don’t even exist today.

ECCCO: What new features will
your Business Process Optimization
solutions utilize in their latest version?
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PS: We make our solutions compatible
for platforms such as WFM or CRM via
open interface architecture. Recently, the
integration of speech analytics has played
a dominant role in our product development.
Second, compatibility with cloud computing services will let our clients invest in
the latest version without worrying about
the system becoming obsolete in two or
three years. This will encourage widespread adoption of the technology.
Third, organizations with multiple locations will benefit from solutions capable

of central operation and management.
This will also facilitate licensing because
one solution can cover an entire enterprise.
And finally, the solutions themselves will
offer more user-friendly operation, thus
reducing training costs, and they will provide more powerful reporting functions
to enable more informed decisionmaking.
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ECCCO: How will the weakness of
the global economy affect the rollout of your new solutions, and how
will it affect the contact center industry in general?
PS: The weakness of the global economy
has not affected our plans for product
development at all. Despite the current
economy, ASC has invested more than
20 million Euros in research and development to focus on its Business Process
Optimization software during the next
three years.
Since contact centers must concentrate
on customer satisfaction and retention
even more during a weak economy, we
also foresee a rising demand for our solutions. Contact center industries will
benefit from increased efficiencies due to
the technological advances described
above, and thus they will be able to respond more quickly and accurately to
meet their customers’ needs, differentiating their service from the competition.

ECCCO: How will you work with
ECCCO to develop industry protocols to standardize agent performance? What unique needs do you
foresee for the European contact
center industry?
PS: ECCCO has already accomplished a
lot by defining and promoting a common
standard for contact center quality, the
European Norm (EN) 15838. As of September 2011, 53 contact centers all over
Europe are certified according to
EN 15838 – this number must rise exponentially to ensure the professionalism of
the industry and the competitiveness of
individual contact centers.
Of course, we will promote this norm to
our customers and will continue to facilitate a high quality level through our Business Process Optimization solutions.

Page 7

ASC telecom AG
Patrick Salg
International Sales
Seibelstraße 2– 4
D-63768 Hoesbach, Germany
p.salg@asc.de
www.asc..de
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Optimizing Staff Scheduling with Timesquare® WMS
Holy-Dis, first European software
supplier dedicated to WFM
• Software focusing on optimizing activi-

ties and staff schedules
• Solutions adapted to European Call
Centre environment (labor regulations,
constraints, languages ...)
• More than 350 tooled up in Europe,
from 20 to 6 000 seats
• The customer portfolio in the ‘Call center‘ industry is split across many
sectors (Bank, Insurance, Services,
Telecom, Outsourcing…); a proof of
our ability to comply to various types
of requirement
Timesquare® Workforce Management Software
Multi-site, multi-activity, multi-labor
agreement: Timesquare® optimizes the
staff scheduling management
Timesquare® solution is centrally based
so as multi-user, as well as strategic and
operational. It allows to standardize the
process to create planning, taking into
account legal, social, economic and
organizational constraints of your Company. In fine, the aim consists in providing
the best forecasted planning, that
matches the skills and number of employees to the organization's changing tasks
and fluctuating activity levels, while satis-

fying quality of service and profitability
commitments, without forgetting the
individual and his rights.
Contact:

The benefits:

www.holydis.com

• Human resources organization defined
by the users.
• Management of the legal parameters at
various levels (from Corporate to local;
from labor law to employee exceptions).
• Activity forecasting with an unlimited
number of measures and internal /
external factors.
• Workload sizing of the needs depending on business productivity patterns.
• Working time modulation Follow-up
• Manual and/or automatic planning,
library of schedules and/or variable
schedules.

Tel.: + 33 (0)1 55 66 89 89
Mail: mkop@holydis.com
Belgium – Spain – France

Ask for our white paper
[WFM] Optimized
scheduling of activities
and corresponding staff
in Call Centers –
available either in
French or in English.

• Task workload coverage Optimization
depending on skills and equity.
• Participation of the employees in the
process via a workflow for absence
requests and planning.
• Real-time management
attendance and absence.

for

activity,
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NEW: HR Empowerment, a strong
trend across the Atlantic. What
about Europe?

• Increase

of employees’
about planning constraints

awareness

• Improvement of employees’ involvement in the planning process

A combination of responsibilization, appropriation, autonomy, authorization...
Timesquare®, the WFM solution powered by Holy-Dis, provides different solutions that already allow employees to
play a role in the planning processes.

• Heightened independence for employees to manage their own work schedule You’ve missed us in
• Improvement of employees’ satisfaction November 22-23, 2011
(equity, transparency and recognition) on booth B3, ‘Relación
Lower costs (fewer printings, better Cliente + Call Center’
Madrid – Spain ?
fluency in the process…)
So join us next year
April 3-5, 2012, at
‘Stratégie Clients’
Paris – France

• Optimization of communication processes about schedules

• Decentralization of administrative tasks
Advertorial

EN 15838 Customer Contact Center Certification
The Contact Centre is the face of your
company to the customer; here the decisive interaction between your company
and the customer takes place. In order to
establish a benchmark for the service
quality in this sector, the European Standard EN 15838 has been created.
ECCCO has joined forces with Austrian
Standards plus Certification (AS+C) to
establish a certification system for the EN
15838. This common certification system
will be offered to the global market under the brand Contact Centre: CertificationTM.

The path to your certificate
The Contact Centre: CertificationTM EN
15838 certification scheme specifies the
procedure to certify a Contact Centre:
• The Contact Centre elaborates a written documentation. An auditor will
check this documentation with regards
to the requirements of EN 15838.
• The auditor conducts an audit at the
premises of the Contact Centre. The
audit comprises checks of the processes as well as interviews of agents.
• After successful completion of steps 1
and 2, the Contact Centre will be awarded a certificate Contact Centre:
Certified EN 15838“ *)
*)

Austrian Standards plus GmbH
Dr. Peter Jonas
Director Certification
Heinestrasse 38
A-1020 Vienna
Tel.: +43 1 213 00-413
E-Mail. peter.jonas@as-plus.at

In order to maintain the EN 15838 certificate, surveillance audits will have to be conducted on a 2 years cycle.
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ECCCO Gold-Sponsor profile: Competence Call Center AG
Competence Call Center is the leading
call center in Europe. CCC is a financially
strong, rapidly expanding company with a
clear focus on quality.
Having been founded in 1998 the first
expansion outside Austria led to Germany, where CCC is active in four locations Berlin, Leipzig and Dresden. Further
expansion steps to Switzerland, Romania,
Turkey and France followed in quick succession.
More than 3,000 service professionals in
10 locations in 7 countries now offer
first-class international call center services in Incoming, Outgoing and written
customer communication.
With Germany, Austria, Switzerland and
France CCC is active in four highly developed, Western European call center markets, representing the top call center
markets in Europe. In addition it is operating in the three “early stage” markets of
Slovakia, Romania and Turkey. This mix
of call center locations enables Competence Call Center to provide services for
branches and companies all over Europe,
in more than 20 languages.
The strategy lies on servicing international partners on a regional level. Competence Call Center is an opportunitydriven company that wants to help its
partners with wherever is needed. The
same high-quality standards over all country borders ensure that a constant level
of service is provided.

CCC has established itself as an international full-service provider in the quality
segment in all European markets where it
is represented. Its success has already
been rewarded with 35 international
awards for more than 130 cross-industry
and interdisciplinary projects.
Since 2010 Competence Call Center is
also certified to European call center
norm EN 15838, as well as the international quality standards ISO 90001 and
ISO 10002.
As an independent quality certificate they
describe the high standards required of

Competence Call Center AG
Marianne Rutrecht
Public Relations
Spengergasse 37,
A-1050 Wien
Beschreibende Grafik- oder Bildmarianne.rutrecht@yourccc.com
unterschrift.
www.yourccc.com

CCC Leipzig

companies and stand for a drive towards
comprehensive quality guidelines,
The EN 15838 certification is currently
the most comprehensive and meaningful
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certification that reviews all the topics
and processes of a service company
across all locations. It stands for sustainable quality and optimal operational processes in the state-of-the-art contact center.
Consistent procedures and processes
across all locations, as well as the best
employees and technologies guarantee
the quality promise of Competence Call
Center to its partners.
In addition Competence Call Center has
been honoured with 35 international
Awards for outstanding customer service,
business personalities and successful projects. Most recently CCC has received
the Contact Center World in the category “Best Customer Service (Outsourced) Worldwide” together with
partner PAYBACK.

As a European Outsourcing company
Competence Call Center is the initiator
and host of the yearly Call Center Convention, the industry highlight for decision makers and managers of the call center and customer care industry in
Europe.
Since 1998 international experts present
concise insider information and knowledge transfer of the best in Europe and
discuss the latest developments and
trends in the industry.
Contact Center World Award

In 2006 CCC Manager
Carita Vallinkoski collected
the “Best Contact Center
Leader” for both the
EMEA and worldwide.
In 2009 it was IT Manager
Gregor Willenberg’s turn
to collect an award.
In 2010, Competence Call
Center reached the world
finals in both the “Best
Outsourcing Partnership”
and the “Best HR Support
Professional” categories.

CCC Berlin
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ECCCO Gold-Sponsor profile: ASC telecom AG
ASC is a leading global provider of innovative solutions to record, analyze and
evaluate multimedia-based communications.
ASC’s Software Solutions
ASC´s software solutions are used in
contact centers to continuously measure
and improve the quality of customer contacts. Data from all communication levels
in contact centers are collected, brought
together and evaluated to help train
agents and optimize customer service.
Based on the content of recorded calls
and screen activities, INSPIRATIONpro
reveals improvement potentials in contact center operations including processes, marketing, sales activities, time of
reaction and problem analysis.

ASC around the Globe
ASC subsidiaries and sales offices in
France, Germany, Japan, Singapore, Switzerland, UA Emirates, UK and USA as
well as certified, powerful distribution
partners realize ambitious customer projects all over the world. An export quota
of more than 50 percent, together with
its worldwide service network, makes
ASC a powerful global player.

ASC telecom AG
Patrick Salg
International Sales
Seibelstraße 2– 4
D-63768 Hoesbach, Germany
p.salg@asc.de
www.asc..de
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EU Directives and Regulations

New EU rules on consumer rights to enter into force
The new EU Consumer Rights Directive
has been formally adopted October 10th
by Member States in the EU's Council of
Ministers. The new legislation will
strengthen consumers' rights in all 27 EU
countries, particularly when shopping
online. After publication in the EU's Official Journal, governments will have two
years to implement the rules at national
level. This approval follows an overwhelming vote to back the rules by the European Parliament on 23 June 2011
(MEMO/11/450). The European Commission put forward the proposal in October
2008 (IP/08/1474). The final agreement
between Parliament and Council on the
Consumer Rights Directive was brokered
by EU Justice Commissioner Viviane Reding in June this year.
Contact Center in particular will be concerned by Article 8 and 21 (see side columns) of this directive. But there are still
some questions such as: How from a judical point of view the term „basic rate“
shall be defined or what implies „in relation to the contract concluded“?
Top 10 benefits for consumers in
the new Directive:
1) The proposal will eliminate hidden charges and costs on the
Internet
Consumers will be protected against
"cost traps" on the Internet. This hap-

pens when fraudsters try to trick people
into paying for ‘free’ services, such as
horoscopes or recipes. From now on,
consumers must explicitly confirm that
they understand that they have to pay a
price.
2) Increased price transparency
Traders have to disclose the total cost
of the product or service, as well as any
extra fees. Online shoppers will not have
to pay charges or other costs if they were not properly informed before they
place an order.
3) Banning pre-ticked boxes on
websites
When shopping online – for instance buying a plane ticket – you may be offered
additional options during the purchase
process, such as travel insurance or car
rental. These additional services may be
offered through so-called ‘pre-ticked’
boxes. Consumers are currently often
forced to untick those boxes if they do
not want these extra services. With the
new Directive, pre-ticked boxes will be
banned across the European Union.

http://ec.europa.eu/consumers/
strategy/index_en.htm

Article 8, Paragraph 5
Formal requirements for
distance contracts
Without prejudice to
paragraph 4, if the trader
makes a telephone call to
the consumer with a view
to concluding a distance
contract, he shall, at the
beginning of the conversation with the consumer,
disclose his identity and,
where applicable, the
identity of the person on
whose behalf he makes that
call, and the commercial
purpose of the call.

4) 14 Days to change your mind on
a purchase
The period under which consumers
can withdraw from a sales contract
is extended to 14 calendar days (compared to seven days legally prescribed by
EU law today). This means that consu-
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EU Directives and Regulations

mers can return the goods for whatever
reason if they change their minds.
• Extra protection for lack of informati-

on: When a seller hasn’t clearly informed the customer about the withdrawal right, the return period will be extended to a year.
• Consumers will also be protected and

enjoy a right of withdrawal for solicited visits, such as when a trader called
beforehand and pressed the consumer
to agree to a visit. In addition, a distinction no longer needs to be made between solicited and unsolicited visits;
circumvention of the rules will thus be
prevented.
• The right of withdrawal is extended to

online auctions, such as eBay –
though goods bought in auctions can
only be returned when bought from a
professional seller.
• The withdrawal period will start

from the moment the consumer receives the goods, rather than at the time
of conclusion of the contract, which is
currently the case. The rules will apply
to internet, phone and mail order sales,
as well as to sales outside shops, for
example on the consumer's doorstep,
in the street, at a Tupperware party or
during an excursion organised by the
trader.

5) Better refund rights
Traders must refund consumers for the
product within 14 days of the withdrawal. This includes the costs of delivery. In general, the trader will bear the
risk for any damage to goods during
transportation, until the consumer takes
possession of the goods
6) Introduction of an EU-wide model withdrawal form
Consumers will be provided with a model withdrawal form which they can (but
are not obliged to) use if they change
their mind and wish to withdraw from a
contract concluded at a distance or at the
doorstep. This will make it easier and
faster to withdraw, wherever you have
concluded a contract in the EU.
7) Eliminating surcharges for the
use of credit cards and hotlines
Traders will not be able to charge consumers more for paying by credit card (or
other means of payment) than what it
actually costs the trader to offer such
means of payment. Traders who operate
telephone hotlines allowing the consumer to contact them in relation to the
contract will not be able charge more
than the basic telephone rate for the telephone calls.

http://ec.europa.eu/consumers/
strategy/index_en.htm

Article 8, Paragraph 6
Formal requirements for
distance contracts
Where a distance contract
is to be concluded by
telephone, Member States
may provide that the trader
has to confirm the offer to
the consumer who is
bound only once he has
signed the offer or has sent
his written consent.
Member States may also
provide that such
confirmations have to be
made on a durable medium.

Publisher: European Confederation of Contact Centre Organisations | Leuvensebaan 15 | 3040 Ottenburg, Belgium
PR contact: CM Communication | Postbox 1266 | D-82134 Olching, Germany | email: press@eccco.eu | All articles are free for editorial use!

ECCCO News

IV.11

Good news from the European contact center industry

Page 17

EU Directives and Regulations

8) Clearer information on who pays
for returning goods
If traders want the consumer to bear the
cost of returning goods after they change
their mind, they have to clearly inform
consumers about that beforehand,
otherwise they have to pay for the return
themselves. Traders must clearly give at
least an estimate of the maximum costs
of returning bulky goods bought by internet or mail order, such as a sofa, before
the purchase, so consumers can make an
informed choice before deciding from
whom to buy.
9) Better consumer protection in
relation to digital products
Information on digital content will also
have to be clearer, including about its
compatibility with hardware and software
and the application of any technical protection measures, for example limiting
the right for the consumers to make copies of the content. Consumers will have
a right to withdraw from purchases of
digital content, such as music or video
downloads, but only up until the moment
the actual downloading process begins.
10) Common rules for businesses
will make it easier for them to
trade all over Europe.
These include:
• A single set of core rules for distance

contracts (sales by phone, post or in-

ternet) and off-premises contracts
(sales away from a company’s premises,
such as in the street or the doorstep)
in the European Union, creating a level
playing field and reducing transaction costs for cross-border traders,
especially for sales by internet.
• Standard forms will make life easier
for businesses: a form to comply with
the information requirements on the
right of withdrawal.
• Specific rules will apply to small
businesses and craftsmen, such as a
plumber. There will be no right of
withdrawal for urgent repairs and maintenance work. Member States may also
decide to exempt traders who are requested by consumers to carry out repair and maintenance work in their home of a value below €200 from some
of the information requirements.

http://ec.europa.eu/consumers/
strategy/index_en.htm

Article 21
Communication by telephone
Member States shall ensure
that where the trader
operates a telephone line
for the purpose of contacting him by telephone in
relation to the contract
concluded, the consumer,
when contacting the trader
is not bound to pay more
than the basic rate.
The first subparagraph shall
be without prejudice to the
right of telecommunication
services
For more information:
European Commission –
Consumer Rights Directive
http://ec.europa.eu/justice/consu
mer-marketing/rightscontracts/directive/index_en.htm
Homepage of Vice-President
Viviane Reding,
EU Justice Commissioner:
http://ec.europa.eu/reding
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EN 15838 as Part of the European Standardisation Policy
More Standards for Europe and faster:
this is the main objective of a series of
measures that the European Commission
proposed on 1 June 2011. Standards are
sets of voluntary technical and quality
criteria for products, services and production processes. Nobody is obliged to
use or apply them but they help businesses in working together which ultimately
saves money for the consumer.

In January 2006 CEN has been mandated
by the European Commission to develop
a European standard (EN) in relation to
customer contact centers.

Standardisation in the framework of
European policies and legislation
On 21-22 December 2004 the Council
adopted a Commission Communication
on the role of European standardisation
to support European policies and legislation. It underlines the importance of stan-

Now this European Standard specifies the
requirements for customer contact centers. It aims to provide customer focused
best practice designed to meet customer
expectations and it applies both to customer contact centres that are in-house
and those that have been outsourced.

After three years of development work
the European Standard named „EN
15838 Customer Contact Centres - Requirements for service provision“ was
published in November 2009.

More information about European
Standardisation Policy and Strategy:
http://ec.europa.eu/enterprise/
policies/european-standards/
standardisation-policy/
index_en.htm
http://ec.europa.eu/enterprise/
policies/european-standards/
standardisation-policy/roleeuropean-standardisation_en.htm
http://www.eubusiness.com/topics/
single-market/standardisation-11

dardisation as an integral part of the EU's
policies to carry out 'better regulation' to
increase competitiveness of enterprises
and to remove barriers to trade at international level. At the same time, it
attracts public awareness to the challenges standardisation is currently facing in a
globalised economy.

This European Standard focuses on the
performance quality at the point of contact between the customer and the CCC.
Implementing the standard should improve both customer service and business
success. It is designed to achieve customer, staff and stakeholder satisfaction.
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It should create a culture of continuous
improvement and foster increased understanding of the value of the customer
contact centre.
This European Standard aims to encourage the development of services, which
are effective, high quality and costefficient and which meet customers‘ expectations. It adresses a number of areas,
using a balanced approach.

The CEN contact center framework
shows us the seven areas taken into consideration by the standard. You will find
four areas for the internal view of the
organisaton and three areas regarding the
results of the internal activities.

IV.11
Page 19

Until the end of 2011, less than 60 contact centers all over Europe will be certified according to EN 15838. In respect of
the standardisation policy of the European Commission and to ensure the professionalism of the industry and the competitiveness of individual contact centers–
this number must rise exponentially. As
well as for being taken serious as a quality
and customer conscious branch by political authorities.

You can order the standard
at your National Standards
Organisation (NSO) which
you can easily find under:
http://www.cen.eu/cen/
Members/Pages/
default.aspx
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“European Contact Center Benchmark 2011 –
A European perspective – exclusive preview”
There are approximately 3 Mio. call center jobs in Europe. So we are positive
about it is time for a European Contact
Center Benchmark.
The mission statement is:
“Create value for individual companies
and contact center sector through the
realisation of a reliable, up-to-date, independent, comprehensive benchmark of
the contact center industry in Europe”
The study is set up in three Phases:
Phase 1: Data Collection
Phase 2: Data Compilation
Phase 3: Publication and Distribution
and will run over a 3 years cycle – 20122014 - incremental
2012 : Market survey – 90 % validity
2013 : Contact Center Ops –
90 % validity
(Incl. Market update)
2014 : Detailed Zoom
(Incl. Market & Ops update)
An ECCCO whitebook about the European Contact Center industry is scheduled for February 2012.
Let us have a closer look at the phases:
Phase 1: Data Collection:
Hereunder we detail what has been considered as basic information to be collected
Key topics to be covered:
1. Market :
Size in employment/turnover, growth/
year, proportion of outsourcers, segmentation B2B/B2C/In Cy, In/Outbound

II. Operations :
Operating hours, Operating languages,
Most common SLA’s and targets, Performance criteria, and so on.
III. Human Resources:
Demographics (age/gender/education),
Absenteeism, Comp&Ben, Training and
Development, Supervisory ratio, Recruitment, and Social Dialogue
IV. Technology:
VOIP/ACD/PBX, Channels Routing &
Contact distribution, Dialers, Automated
Interactions, Supervision Tools, WFM
At this time, data from 21 countries are
in the compilation
Phase 2: Data Compilation:
The data collected in the different areas
covered above, will be structured and
compiled according to, at least, the following qualifiers:
1. Regional : Country/Region/Province/
Department/County
2. Chronological
3. Typology : All/IN-house/Outsourced
For every data-item, a common understanding will be proposed, including documentation of divergences and rules for
normalization.
Key topics to be covered:
1. Market :
• Market size: how many CCC, number
of positions/agents/FTE, % of active
population
• Market evolution: CAGR ( Compound

„An ECCCO
whitebook about the
European Contact
Center industry is
scheduled for
February 2012.

Publisher: European Confederation of Contact Centre Organisations | Leuvensebaan 15 | 3040 Ottenburg, Belgium
PR contact: CM Communication | Postbox 1266 | D-82134 Olching, Germany | email: press@eccco.eu | All articles are free for editorial use!

ECCCO News

IV.11

Good news from the European contact center industry

Page 21

“European Contact Center Benchmark 2011 –
A European perspective – exclusive preview”
Annual Growth Rate) what about delocalisation, are we talking about Cost/
Profit/or revenue center?
• Market Structure: What’s the proportion of inhouse/Outsourced CCC, what
type of structure B2B,B2C,In Company
- CCC Services/ Functionalities: Customer Service, Sales, Marg, Credit Collection, Technical Support, Worldwide/
National/Regional cover
• CCC Channels: Phone, mail, web,
chat,SMS, Social Media,…
• And so on…
II. Human Resources:
1. CCC Population:
Age distribution, gender, educational
level
2. CCC Contracts:
Types of employment permanent/
temporary/project, full time or part time
3. CCC Training and Development:
Annual number of hours for new hires
(initial training), annual number of hours
for existing staff (ongoing training), annual
number of hours of briefing and/or product/service updates.
4. Coaching:
Ratio supervisors to agents, QM
5. CCC Recruitment & Selection:
Recruitment channels, Selection Process
& criteria, Competencies required
6. CCC Compensation and Benefits:
Average comp & ben per function,
7. CCC Social Dialogue

III. Processes and Metrics:
1. Operating hours and languages
2. KPI & SLA (mainly inbound)
3. Customer Satisfaction
4. Performance criteria quantitative vs
qualitative
5. Reporting tools and frequency
6. Process optimization & Certification

Vincent Vanden Bossche
v.vandenbossche@callcommunica
tions.be
www.callcommunications.be

IV. Technology:
1. VOIP presence/penetration
2. PBX/ACD presence
3. CRM deployment
4. Ergonomy
5. QM tools
6. WFM tools and deployment
Conclusion
• The objective here is clearly to set-up

•

•

•

•

a detailed cartography of the CCC
landscape in Europe.
During this first year our task is to collect and analyze information coming
directly from the local professional
bodies within the different hereabove
mentioned countries.
The collection of information is one
thing, the analysis a comparison will be
our next task
With the Belgian Customer Contact
Center Benchmark as reference, we
want to create a real benchmark based
on controlled information and analysis,
not only on extrapolations.
Therefore we are working with different experts in different countries

„The objective here
is clearly to set-up a
detailed cartography
of the CCC landscape in Europe.
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Contact Center World - 7th Global Awards
We are looking for the best contact centers and best people employed in the
industry in European countries. Come
and represent your country in what has
been dubbed the 'Olympics' of the Contact Center World.
If you run a center, or are employed in
any role from front line agent all the way
up to Executive, now is your time to enter the 7th annual Top Ranking Performers in the Contact Center World - the
industry's most prestigious award program.
It's also not just about awards - the best
benchmark, share and learn from each

other so everyone gets better. When you
consider the contact center world is
looking at who the best are and where
they are, there's even more reason to
represent your country in this amazing
global competition from ContactCenterWorld in this, the 7th year of the global
awards program.
Take a moment, have a look at the 2012
awards which are open NOW - you will
need to enter and complete your application by 15th Jan 2012 - we will
announce the shortlist in Feb 2012
Go to: www.ContactCenterWorld.com/
worldawards/?nm=99397&tk=hce841026

Raj Wadhwani
President
ContactCenterWorld.com
e: rajw@contactcenterworld.com
Skype me: raj_wadhwani
t: +1-807-624-2080 extension 101
f: +1-888-624-9178
or +44 (0) 208 588 5440
1020 Dawson Road, Suite 305,
Thunder Bay, Ontario Canada

World‘s Best Customer Service Award
CCC Leipzig provides its partner
PAYBACK with the “World’s Best
Customer Service”
At the Contact Center World Conference in the USA Competence Call Center was once again recognised for its outstanding customer service provision.
The World Finals of the Contact Center
World Awards 2011 took place in Las
Vegas, USA at the beginning of November and saw CCC Leipzig and its partner
PAYBACK receive the award in the category “Best Customer Service
(Outsourced) worldwide” in recogni-

tion of their joint outsourcing partnership. In doing so they triumphed over
worldwide competitors.
Martin Streinz, Head of Customer Service, PAYBACK and Anke Schönfeld,
Call Center Management, CCC Leipzig
attended to represent the successful
partnership at the Contact Center World
Conference along with around 300 industry experts from Asia, America
and Europe.

Anke Schönfeld (CCC.), Martin
Streinz (Payback), Raj Wadhwani
(President Contact Center
World)

The joint award received by CCC Leipzig
and PAYBACK is CCC’s 35th international award.
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CallCenterWorld® 2012 - Customer Service reinvented
If you live customer dialogue you’ll love
this event! The visitor record 2011
shows it: 7,600 participants experienced
it live.
Your thematic focus: The human factor –
the employee, the customer, the stringent critic. How can CRM and service
quality be implemented under cost pressure and stress factors and considering
ethics and honesty in the digital age 3.0?
And what is today’s value of privacy, waiting times and service quality? Lots of
questions, but one certainty: customer

communication and service structures
are changing stronger than ever before.
CallCenterWorld 2012 offers answers,
best practice, successes and evaluations
of process optimisation, complaint
management, data protection,
employee management, CRM and
quality implementation. Contacts will
be established on site, knowledge exchanged, the future will be discussed,
deals will be closed, best practice will be
lived, and the best will be honoured. We
look forward to meeting you in Berlin!

The 14th leading industry event of
Call Center from 27th February to
1st March 2012 at Estrel Convention Center Berlin
http://www.callcenterworld.de/en/

ECCCO Awards 2011/2012
To respect all the national awards of our
member associations taking place in autumn 2011, the 9th ECCCO awards
2011/2012 will now take place January,
19th 2012 in Milano. The awards will be
hosted by our Italian member CMMC.
(www.club-cmmc.it).

The idea behind organising an own
ECCCO Award was to make good customer experience examples known to a
wider public by giving national award winners and nominees an international platform for presentation, benchmarking and
best practice exchange.

Six months after founding the European
umbrella association for customer contact centre, ECCCO’s first international
event take place: The ECCCO Awards
2003. Hosted at SeCA in Paris national
award winners from 5 of the founding
member countries were honoured by the
ECCCO president.

Nominations for the ECCCO Awards
can be addressed to the ECCCO board
exclusively by the national member associations. Primarily awarded will be
outstanding customer orientation or exceeding managerial performance in change management processes to improve
customer experience.

Venue for the Awards:
Hotel Nhow Milano
Via Tortona 35
20144 Milano
http://www.eccco.org/?page_id=125
http://www.club-cmmc.it
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ECCCO
European Confederation of
Contact Centre Organisations
Leuvensebaan 15
3040 Ottenburg, BELGIUM
Telefon: +32 475 6710 20
E-Mail: eccconews@eccco.eu

ECCCO
The European umbrella organisation for
national contact center associations.
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This newsletter is published by ECCCO and can be
downloaded from the ECCCO website.
Data Protection
To respect data protection and privacy it will only
be distributed by email by the national associations
and their member-/mailing list.
Unsubscribe
You will receive this newsletter because you show
your interest in information from your national call
center association. If you like to unsubscribe, please
apply to them.
Contact
If you have any questions, you are interested in advertising, you have news for us or anything else.
Please mail to:
eccconews@eccco.eu
We appreciate your feedback

Dates and Events 2012
January
19/01

ECCCO Awards, Milan

ECCCO Sponsors

February
27/02-01/03 CallCenterWorld®, Berlin
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