
Participation in the Webinar

Å Todayôs Webinar Organizer: Carole Dotson; Presenter: Vail Dutto

ÅControl Panel ïlocated on the right hand side of your screen

ïAudio box on your control panel:  

ÅIf you see a message asking you to enter a pin, please do so now followed by #

ÅThe pin can be found in the audio box when you have selected óuse telephoneô

ïClick on the double arrow icon at the top of the control panel to hide 

ÅTelephone
ï All participants will be on mute until the organizer allows speaking access

ï Do not use speaker phone when speaking

ï Organizer will allow questions from the group at different intervals in the meeting

ÅTo ask a question: 

ï Audio: If you would like to be taken off mute to speak to the group-Raise your hand by 

clicking the hand icon on the control panel next to your name

ï To send a question in text; type in the questions box on the control panel. Only the 

organizer can see any question typed into the question box and will either respond 

directly to you or address them with the group 1



InTelegy Basics:  CSCG

Educational Series Conference Calls

Topic: Managing by Metrics:

Focused Information Equals Results!
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The Supervisor Role
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ÅThe Supervisorôs Role is equal 

parts Customer Focus, 

Employee Focus and 

Leadership Focus

ÅLeadership Focus is the focus 

on meeting and exceeding 

service center goals and 

objectives.

ÅManaging individual productivity 

and accountability is essential to 

the success of the service center 

operation.



Unbalanced Supervision
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Counseling
Call Monitoring

Communicating 
Expectations

Employee Focus

An unbalanced Supervisor management focus 

means a collapse in all areas of supervision.  If 

goals are not met, the customer is not served 

and the employee is not happy 



Supervisor ñDay in the Lifeò

Beginning of Shift:

Å Review in-work projects, new tasks, email, and voice mail

Å Greet team/walk the floor/ensure workers are properly logged in/started

Å Complete attendance log

Å Review yesterdayôs performance for your team; provide immediate feedback if necessary

ï Review phone activity reports; follow-up as required

ï Review task assignment and completion rates for each worker, identify priority tasks 

Throughout the Day:

Å Monitor and manage queue and service levels 

Å Ensure sufficient phone coverage; Log On additional resources as required

Å Distribute work as needed to maintain productivity during any slow periods and discuss any 

changes with the Service Center Manager

Å Ensure adherence to lunch/break schedules for EWs

Å Answer questions/issues from EWs and handle escalated Services as required

Å Review tasks and calls based on the established QA/QC schedule and record results

Å Work with Clerical Support to prioritize tasks and maintain distribution of tasks

Å Deliver coaching, development, and feedback to workers

End of Shift:

Å Finish any pending tasks for the day.                    

Å Ensure that staff have logged off from the phone and data systems 
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Metrics Management Priorities



Employee One:One Meeting Content

�‰Previous week/month TMT reports 

(open tasks, completed tasks, 

pending supervisor review)

�‰Previous week/month phone reports 

(Weekly User Report, Occupancy 

Report )

�‰QA call review and case reviews

�‰Monthly work schedule

�‰Open Action Items- last meeting 

notes

�‰Performance Improvement Plan 7


