
Eric Young – Sample Projects




In addition to the sample projects listed below, I have successfully managed a large number of similar projects with clients in the following verticals: Insurance, Financial Services, Non-Profit, Government, Energy, Consumer Products, Publishing, Health Services.
Direct Energy
	Scope:


	- Business Case & Vendor Selection for inbound customer service, Facility management of 

 existing call centre, staffing, Vendor management, Train Vendor Manager, Back-Office 

 Operations Assessment  for efficiency & revenue enhancements

	Deliverables:
	- Assessment of contact center to determine cost per contact, Analysis of contact types, 

  tools/process required to support contact types, sensitivities (ie. Regulatory etc), Develop

  (short & long term) strategy, Facility managed call centre through transition to outsourcer, 

  Address efficiency issues rooted in the Workforce Command Center, Train the Vendor 

  Manager on how to manage the third part outsourced agency, Streamlined vendor QA 

  process, analyzed & reconciled vendor reporting, 
  Assessment of order fulfillment process to understand why orders were lost in the  

  business process and why customers never received the product (gas or electricity).
  Detailed review of Sales & Acquisition process, Operational efficiency review & root cause 
  Analysis. Establish a “model office” to validate recommended improvements and measure

  success.

	Team Skill Sets:
	-Call Centre Consultants, Junior Project Manager (internal), Business Analysts (internal),

  Workforce Management Consultant, IT personnel, Functional  Managers (internal),
  Supervisors (internal), QA specialists (internal), Trainers (internal)

	Successes\Results:
	-Transitioned 3rd party call centre, reduced costs and improved service delivery by 55%, 

  Implementation of 100+ tactical recommendations, Realized ROI of over 350%,  

  Recommended Corporate Decision Making governance process to address how 

  decisions impacted operations, Strategy for prioritization and funding of projects as part of 

  the Decision Making model 


Insurance Bureau of Canada (Formerly, IICC)

NOTE: As a client since 1998, IBC has engaged my services on a variety of projects. The project below is just one example.

	Scope:


	-Identify operational process, analyze and develop business requirements for UV project. Achieve stakeholder buy-in for proposed operational process and vendor selection process.

	Deliverables:
	- Detailed business process development, detailed requirements development, Pilot development and execution, Business Case & Vendor Selection for inbound support center for UV project, Executive & stakeholder presentations, Contract & SLA negotiations, managed vendor for initial set-up (pre-launch), developed detailed quality tool and process for managing vendor. 

	Team Skill Sets:
	-Call Center Consultants, Junior Project Manager (internal), Business Analysts (internal),

	Successes\Results:
	-Achieved all of the project deliverables including documenting all proposed solutions, requirements. Secured stakeholder buy-in and successfully selected an appropriate vendor. Prepared support tools and process for managing the vendor. 


Ministry of Natural Resources, Ontario Parks
	Scope:

	- Select vendor for inbound reservations service

	Deliverables:
	- Write RFP, Recommendations for selection, Operations Audit of subsequent outsourcer

	Team Skill Sets:
	- Call Centre Consultants, Telephony systems integrators, CRM specialists

	Successes\Results:
	- Selection of vendor, Improved service delivery, Improved cost, SLA & penalties 

  implemented, replaced vendor (after year 1). 
- At the Showcase Ontario Awards, Ontario Parks won the Diamond Award for the Ontario  

  Provincial Parks centralized Reservations Service.


Sample Projects – Continued…



National Australia Bank

	Scope:

	Assess operations of retail banking relating to customer service, inside sales, complaints, fraud and two other back office departments for the purpose of determining the average cost per contact minute, cost per transaction and to determine how costs could be reduced without degrading service delivery.

	Deliverables:
	- Audit current operations, Document current state and quantify costs and deviations from objectives. Recommendations  and business case for  streamlining without degrading service delivery. Establish a model office to validate recommendations and to measure variances from objective and also from existing workflow. Subsequent full implementation  across all business units. 

	Team Skill Sets:
	- Call Centre Consultants, Telecom experts, financial consultant, Junior Project Manager

  (internal), process mapping, business analysis

	Successes\Results:
	- Reduction of approx. $800K from OpEx budget + improved service performance by 33%


Zurich Group Insurance
	Scope:

	- Reduce staffing cost while increasing quotes and quote conversions

	Deliverables:
	- Audit current operations, Recommendations for streamlining staffing and creation of 

  functional teams, Recommendations for utilizing technology for increasing efficiency,

  Provide client with business case for implementation of recommendations, Implemented

  recommendations.



	Team Skill Sets:
	- Call Centre Consultants, Telecom experts, Insurance consultant, Junior Project Manager

  (internal)

	Successes\Results:
	- Reduction of approx. $1M from OpEx budget


Hydro One

	Scope:

	- Assess operational capacity for anticipated traffic spikes as a result of industry

  deregulation

	Deliverables:
	- Detailed contact centre operations audit, Surveyed de-regulated states, benchmarking stu

	Team Skill Sets:
	- Call Centre Consultants, Functional Managers (internal), Workforce Management (internal), IT Manager (internal), Telephony Consultant, Junior Project Manager, Workflow/Process Consultant

	Successes\Results:
	-Forecasted volume, benchmarked capacity and readiness for deregulation, tactical

 recommendations for cost savings


Davis & Henderson

	Scope:

	- Feasibility study for outsourcing, Strategic recommendation for multiple call centre
  locations that resulted from an acquisition

	Deliverables:
	- Independent call centre operations audits, RFP development, Response evaluation, 

  Business case, Recommendations, Technology evaluation (CRM, Telephony, IVR)

	Team Skill Sets:
	- Call Centre Consultants, Functional Managers (internal) Telecom consultant, Telecom &
   IT Manager (internal), Process Consultant, Junior Project Manager

	Successes\Results:
	- 100+ tactical recommendations, Consolidation strategy and implementation, Identified 

   Savings in excess of $500,000 from OpEx budget


TD Insurance

	Scope:

	- Outbound sales to TD bank customers to sell critical illness insurance. Strong emphasis in protecting customer relationship, tracking customer experience and ensuring that calls were effective yet not overly aggressive. 

	Deliverables:
	- Segmentation strategy, approach creation, script development, Intense quality control program development and implementation to drive ongoing coaching and training, List management and strategy, call back strategy & management

	Team Skill Sets:
	- Sales, call centre, call centre technology, training, coaching, quality assurance (development and execution), customer survey (feedback) design & execution

	Successes\Results:
	- won an award for quality program and overall controls on how we approached valuable bank customers with a sales presentation without annoying them. Campaign exceeded revenue expectations by over 200% and achieved a customer experience feedback score of 8.5/ 10.


Insurance Bureau of Canada

	Scope:

	- The Health Claims for Auto Insurance (HCAI) initiative: Develop processes, business requirements and solution for execution of a Data Entry Centre (DEC) so health care providers could continue to submit paper forms according to complex business rules

	Deliverables:
	- Project plan & management, industry research and recommendations, identify business requirements, detailed process development, RFP development, Vendor evaluation and selection, stakeholder consensus, executive presentations, contract development, vendor management, post implementation processes development

	Team Skill Sets:
	- process & industry Consultants, Functional Managers (internal), administrative, research

   IT Manager (internal), Process Consultant, Junior Project Manager

	Successes\Results:
	- 100+ tactical recommendations, Consolidation strategy and implementation. Delivered as per above.


AIRE ONE Heating & Cooling

	Scope:

	- Audit 9 branch offices which all operate independently and differently for the purpose of recommending and implementing one universal process for all departments; Sales, Service, Installation and Administration.

	Deliverables:
	- Independent operations audits, business case, secure consensus from 9 partners and implement Technology evaluation (CRM, Telephony, IVR)

	Team Skill Sets:
	- Call Centre Consultants, Functional Managers (internal) Telecom consultant, Telecom &

   IT Manager (internal), Process Consultant, Junior Project Manager

	Successes\Results:
	- 100+ tactical recommendations, Consolidation strategy and implementation,  
Implemented all strategic and tactical recommendations and installed one common infrastructure (both technical and operational) that allowed for introducing performance metrics and accountability for both sales and service.
Re-engineered current state operations, documented with highly detailed process mapping, trained branch personnel and implemented. This work had a definite positive impact on sales and customer service.
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