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CCIT

CYTS Cendant International Travel Co., Ltd
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Cendant’s Businesses by Division
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Q1 Boss: Why Call Center is my trouble Center?

Boss: Why you don’t know my heart

=l have bought the best devicesﬁ

=| invite you, the able manager @
L

AN
=| giveyou two years

Boss: Why you always bring me troubl e~

A

» Department conflict
 Staff Churn

* Increasing high cost
» Continuous Customer’s Complain
 Low efficiency
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7 @ Q2 You: Call Center, why always make me bundled?
S

QO Why my boss is so solid

Q Why there i1s no appropriate people to help me?

Q Why other manager don’t cooperate with me?

woa nofoemmm

Q Why so many unpredicted things happy?

a Why do I feel so tired? i | o e

Call Center likea

“Five Star Hotel” ?



Q3 Call Center Saff Why do | select the wrong industry?

K 2!

Q Why 1 m not proud of my wor

0l
O Why 1 have no passion P, T
O Why others look down upon my department : *:
a
a
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S1 Check yourself

> What is your role ? Vs.

> Are you qualified ? vs.
> Do you understand your boss ?
> Do you know your customers?

> Why are you sitting here today?

. e
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Esteern Needs

Belongingness & Love Needs '
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Platform Five Practices (ICE EM)

e Inspire a shared vision
e Challenge the process
e Enable others to act

e Encourage the heart
 Model the way




Platform:

The “Positive Side” of Human Nature: Company First

/ Open-
minded
Far-
Loyal COmpany sighted

First )

Collaborative Competent

= B



“Theolder | get, themorel realizel don’t know.”

“Themorel learn about the Call Centers,
themorel realizel don’t know.”
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> Remember

e.g. 30S
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(Customer Value Proposition)

Customer = Target Market Segment

Value
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Proposition

/ /

Customer + Product + Application = Value Proposition

Value Proposition = Something You Can Sell! ).
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STAR

OSituation ——
OTask —
OAction ——
CResult ——

STAR
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Viewpoints

> 82%
> 100%
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4 Steps
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—When
—Where
How
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5 WH 1 H
— Why

— What

—whom);
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