


CoachWORKS!™ The total coaching solution
for call and contact centres from Calcom.

To succeed in today’s challenging environment,
highly successful sports and business people
recognise the power of coaching to:

» Drive up performance

» Increase results

» Stay focused on the goals

Customer Experience
People Experience
Optimise Performance
Results

Today’s customer management organisations
understand that, to really power your people and
unlock people potential, coaching is the key tool.
Increasing productivity, performance and conversion
results are all directly related to harnessing your
people. Coaching is the only real solution - it’s
incredibly motivational and it also delivers bottom
line, tangible results.

CoachWORKS!™ from Calcom achieves high impact
development for your team leaders and delivers:

« A dynamic coaching culture

Highly skilled coaching ability
Consistency, every time

« New ways of working

CoachWORKS!™ enables team leaders to become
highly effective coaches and managers to maximise
team leader capability. CoachWORKS!™ removes
the ‘no time, no culture, no inclination’ syndrome.
Giving team managers the tools to be highly
empowered coaches.

Great
people

Great Great
customers organisations

CoachWORKS!™ inspires, energises and skills your
team leaders to focus upon their people to deliver
great customer experiences on each and every
contact. CoachWORKS!™ will transform your people
and deliver real results. There are 4 key drivers
throughout the programme:

CoachWORKS!™ Performance
e Productivity

« Effectiveness

« Efficiency

e Culture

CoachWORKS!™ Service

e Quality

» Behaviours

o Loyalty

o Satisfaction

CoachWORKS!™ People

« Engage

o Develop
» Motivate
» Retain

CoachWORKS!™ Customer Experience

o Right first time

e Quality

» Retention

o« WOW!

Each driver is embedded in the content, know-how,
methodologies and tools, ensuring your organisation

is focused on unlocking the potential of individuals
and optimising customer experiences.

CoachWORKS!™ Transforming people

CoachWORKS!™ is a total coaching solution and
includes ALL the tools your teams need.

CoachWORKS!™ Workshop

o The CoachWORKS!™ toolkit
Five moments of truth
Self Assessment
CoachWORKS!™ The virtual team
The ten power events
Pre and post measurement

The CoachWORKS!™ personal
development coach plan

e See it - feel it - choose it - live it

CoachWORKS!™ can be customised to your
organisation or simply used as a ready to go

package, whichever suits your business needs best.

Who is it for?

o Team Leaders
» Call & Contact Centre Managers

e Customer Training Teams

How do you start?

Pilot CoachWORKS!™ with one of your teams - see

the difference, feel the difference, experience the

tremendous results.

Bespoke

In-house Outsource

CoachWORKS!™ benefits

o Delivers a compelling customer experience

» Improves the value of every customer contact
» Transforms skills base

» Increases contact centre capability

Working with Calcom CoachWORKS!™

CoachWORKS!™ is initially delivered by Calcoms’
highly experienced coaches who transfer skills to
your team leaders. Working together your customer
teams will be fired up, ready for new challenges and
seeing the world in a different way; with confidence
in their newly-acquired skills and the determination
to succeed.

Calcom creates and delivers high impact learning
and consultancy solutions for customer management
organisations. We understand how to transform
service and sales operations by developing highly
skilled people who deliver outstanding customer
experiences. CoachWORKS!™ has been developed
using a decade of experience into how contact
centre teams work and behave - and how to
optimise the performance of front line teams

and team leaders.

What next?

Let’s start talking about how we can drive up the
performance of your teams through CoachWORKS!™
the vital toolkit for every team leader.

Contact us on 0845 2308500 or at
amazingpeople@calcomgroup.com

Feel it






