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they seeit asacareer.”

Ewen says this translates into great enthusiasm on the part of the company's
Indian employees. "l hire for attitude and train everything else, because it's
so hard to train attitude,” he said. "And in India, | get amuch higher quotient
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of staff that have a great attitude coming in the door. People enjoy working
in acall center environment there."

If an ISP is concerned about any accents that their customers might notice
when speaking to the Indian representatives, Ewen says there's an easy
answer. "We get them on the phone where they can listeninto acall,” he
said. "Once they hear the accents, that allays a big part of that concern.
We're actually fairly well known in the market for accent neutralization; it's
part of the training."

And for the company's Indian employees, the training is far more extensive
than it would bein the United States. "They often have a better educational
background in terms of their studies in school, but they don't have a
knowledge of U.S. culture,” Ewen said. " So we spend time with them on
how to empathize with the U.S. We show them maps of the U.S,, they'll
watch soap operas from the U.S,, to orient them."

Improving the ISP

Beyond the pricing advantages of outsourcing, Client Outsource's other key
strength lies in its relationship with its customers. "We're less of a
commodity player, and more of abusiness partner," Ewen said. "What we
were known for in our prior careersis reengineering businesses. We took
underperforming businesses and we accel erated their revenue and
profitability."

That sets Client Outsource apart from low-cost competitors that focus purely
on price. "A lot of the outsourcersin Indiadon't really know the American
marketplace," Ewen said. "They're really just playing the game of 'l can
meet this SLA, here's how much I'm going to charge you per subscriber, we
just pick up the phone, resolve the technical issue, and then we're done with
it."

Instead, Client Outsource uses reporting and analysis to offer adviceto its
customers that goes beyond standard reporting. "We look for issues that
you're having where you're losing customers, and what we can do to keep
those customers—in terms of offering them additional services, or doing
something that actually saves the company money," Ewen said.

Similarly, the company works to improve agent productivity. "We look at
how we can get that agent to be able to have a higher call or contact profile
per day," Ewen said. "Or how we get them to answer alower percentage of
the total number of contacts, by getting the IVR offloaded more or by doing
more self help viathe web."

Making the selection

Pricing for the serviceis determined after an initial transition period.
"Generally, unless someone has things really well documented and can say,
'Here'swhat it costs to take this many calls with this process,’ well try in the
beginning just to make sure that our costs are covered through an hourly or
per-person rate," Ewen said. "Then we'll move into per-email, per-call, per-
contact, or sometimes per-subscriber."

A prospective customer recently called Client Outsource, Ewen recalls, and
asked immediately about pricing. Soon after, Ewen chose to turn down the
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opportunity. "We're priced within the market, and from a pricing point of
view we might have been competitive to them, but we just know that
culturaly it's probably not going to befit if the only thing that's important to
them is having alow price," he said.

Once an | SP decides to outsource its support, Ewen says, there are many
factors to keep in mind in selecting a vendor. "Pick companies that have
great references, that have really good transition processes, great recruitment
processes and quality assurance processes,” he said. "All of those should be
documented to the point where they go into detail about the process.”

With the increasing competition in this sector, Ewen says that | SPs need to
look at every aspect of avendor's offering. "A lot of people have jumped
over to Indiajust to take that arbitrage opportunity to get the 40 to 60
percent drop in price, which certainly we do offer—but our clients also get
the process improvements as well," he said. "That's what traditional
outsourcing is supposed to do."

— End
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