


i 3:.00am - 11:00 am

Cut Agent Turmover

How you will henefit:
Take an action-oflented strategy with specific
tactics back to your center for immediate
implementation
Initiate & permanent change in your centar's
culture by making retention a top-five priority to
irnprove all KPls
Increase your own contributions and professional
knowledge so you increase your value, now and in
the future, by becoming a retention expert

Registration — 7:30 am (Breakfast included)
= Improved Retention to Maximize KPls: 10 Ways to

What will be covered:
Methods to establish and manage retertion as 8
KPI for teaders on all ievels
Specific roles for exacutives, leaders, and agents so
all contribute to retention
A method for calculating the accurate cost of
tusnaover in your center so you can leverage this
figure for awareness and action

Your workshop leader: Dick Finnegan,
4 Founder,
Finnegan Mackenzie Resources, LLC

15am-2115 pm  Registration -

How you will benefit;
Learn two of the maln concepts of The Positive
Coach Approach: Call Center Coaching for High
Performance and Retention
Understand the LAMA® Technique for coaches, a
conversational technique for guiding any
conversation

«  Hear about the High Five Method, a five step
agenda to follow for a positive coaching session
Obtain a tool that when used with agents will
help create and maintain a productive working
environment

- 11:00 am {(Lunch included)
E Using Positive Coaching to Maximize Financial Service Quality

What will be coverad:
Eight principles of positive coaching
How to handle common coaching challenges
An open discussion and QRA on positive coaching
technigues

Your workshop leader: Sally Cordova,
Coach Trainer and Author of “The
Positive Coach Approach” McKee
Consulting LEC

2:30 prn - 5:30 pm Registration — 2:15 pm

How you will henefit:
Learn to identify situations in which liability arises
Learn howy to avoid liabillty and mitigate it when it
has occurred
Understand how to improve the customer
experience

What will be covered:
Difference hetween call centers and customer

Integrating Compliance and Security Management Procedures
into Your Financial Call Center Process to Avoid Litigations

advisory centers at financial service firms

» Last year's 55 million fine against Merrill Lynch for
call center supervisory fallures, sales contest
violaticns
Recerit developments and practices post-Merrill
NASD action

Your workshop leader: Jenice LMalecki,
Esq., Malecki Law

545 pm - 8:45 pm

How you will benefit:
Know how to create a customer-focused sales and
service culture where everyone in the organization
has the same sales and service attitude
Walk away with practical tools to interact with
customers and hand-off those relationships within
the organization

+ Understand how to effectively define a customer-
centric culture

What will be covered:
+ Identifying & change management process to

5]

Registration - 5:30 pm {Dinner included)
Managing the Transition from Service Focus to Sales and
Service Focus in a Financial Contact Center

ensure a successful cultural shift

« Introducing a cornmunication process that ecuips
everyone to identify and mest the customers
reeds

« Discussing and evaluating the importance of trust
and reaifzing “you can not export what you do not
possess Internaliy”

+ Providing a workbook for “personalization”

Your workshop leader: Larry Roberts, President,
The Roberts Business Group

Venue Information:
Millennium
Knickerbocker Hote!

163 East Walton Place

Chicago, IL 60611

PHONE: 312.751.8100

FAX: 312.751.0370
www,millenniumhotels.com

Mention the conference name for a special discount rate of
$225/might for the standard single or double room.

Note: Spacial reom discount rate expires by October 1st, 2007.
Contact hotel for directions and tansportation suggestions.

MAKE CHECKS PAYABLE [N U.S. DOLLARS TO: 1QRC

* CT residents or people employed in the state of
CT must add 6% sales tax,

Discounts! For information on team discounts,
please contact IQPC Customer Service at
1-800-882-8684, Alse, a limited number of
discounts are available for the non-profit sector,
government organizations anc academia. Please
note that discounts cannot be combined.

Details for making payment via EFT or wire
transfer:

JPMorgan Chase

Penton Learning Systems LLC dba IQPC:
957-097239

ABA/Routing #: 621000021

Reference: Please include the name of the
attendea(s) and the event number; 12497.001

Payment Policy: Payment is due in full at the time
of registration and fncludes lunches, refreshment
and detailed conference materials. Your registration
will not be confirmed until payment is received and
may be subject to cancellation, For IQPC’s
Cancellation, Postponement and Substitution
Policy, please visit www.igpc.com/cancellation

Special Dietary Needs: If you have a dietary
restriction, please contact Custorer Service at
1-800-882-8684 to discuss your specific needs.

©2007 IQPC. All Rights Reserved, The format,
design, content and arrangerment of this brochure
constitute a trademark of 1QPC. Unauthorized
reprocuction will be actionable under the Lanham
Act and common law principles.

www.iqpc.com/us/callcenteriq « 1-800-882-8684



