
W
H

IT
E 

P
A

P
ER

OUTSOURCING:  
TIPS FOR SELECTING 
THE BEST CONTACT 
CENTER PARTNER  
FOR YOUR BUSINESS
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Your business is unique – and so are contact 
centers.  They have various areas of expertise, 
industry focus, service offerings, staffing models, 
technology and value-added services.  Aligning with 
the right partner can bolster the contribution your 
contact center makes to your company’s brand.  
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Here are tips for selecting the best  
outsourcing or co-sourcing provider:

Define Your  
Outsourcing Objectives
These should be based on specific business goals 
and criteria. Clearly articulate them, and then gain 
alignment with the appropriate leaders throughout 
your organization. This will help you determine the 
necessary skills and experience you need in a partner – 
such as industry experience, multi-channel expertise, a 
focus on innovative and next-generation technology – 
and set you on the way to finding the right partner.

Prepare Information for  
Potential Partners
Document the requirements of your program from 
strategic to tactical. This can include information 
such as program goals, number of contacts by 
channel, seasonality information, average handle 
time of contacts and your service level expectations.  
Describe your current customer experience and what 
your ideal future state is. This information will help 
you throughout the lifecycle of the partner selection 
process – from initial conversations with prospects 
through the request for proposals and selection. 

Outline Metrics and 
Reporting Requirements
Define your expectations for management reporting.  
Call reports such as total calls received, average length 
of call, after call wrap time, average speed of answer, 
abandoned calls, etc., are standard performance 
reports you should expect from your partner. 

But if your company wants your operation to achieve 
a higher level of customer insight, you’ll need 
sophisticated business analytics. This requires your 
partner to have data integration and reporting platforms 
that provide useful insights into customer trends.  

Ensure Your CRM System 
Meets Your Business Needs 
If your Customer Relationship Management (CRM) 
system is not robust – or you don’t have one – look 
for a partner who is well versed in various systems and 
capabilities … a partner who can provide a holistic 
approach to recommending the best option. Well 
thought out configuration of your CRM will result in the 
most meaningful reporting.  Look for an outsourcer who 
is consultative, experienced in this area and can bring 
forward best practices.  

Decide on the  
Outsourcing Model
What will empower your contact center to achieve  
strong business results … and what will your budget 
allow? A dedicated team of agents that works 
exclusively on your program is billed on an hourly basis 
and cost justified when there is sufficient call volume 
to keep representatives occupied throughout the day. A 
shared team – agents that support multiple programs 
– is typically billed on a per-minute basis and generally 
appropriate for programs with low or sporadic daily  
call volumes. A co-sourced model is a good fit if you  
want to keep an internal core team and outsource a 
portion of the program.
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Know Who Will  
Manage Your Account
Meet and have detailed conversations with your 
main point of contact at the provider before you sign 
on the dotted line. Your Account Manager should 
serve as a program advisor and offer guidance and 
program improvement recommendations. The size 
and scope of your program will determine if you 
have a dedicated Account Manager who works 
exclusively on your program or one who manages 
multiple programs. Regardless, the Account Manager 
should be your advocate, proactively offering program 
recommendations and insights that drive optimal agent 
performance while enhancing the customer experience.  

Understand the Value-
Added Capabilities the 
Provider Offers
Expertly handling customer contacts should just be 
the tip of the iceberg of what your partner brings to 
the table. Expect advanced management reporting 
capability, CRM development/utilization expertise, 
training curriculum development, crisis management 
support, fulfillment capabilities and more to enhance 
and broaden your current capabilities.  

Create a Pricing Template
Providing vendors with a pricing template will allow 
you to compare costs in an organized way.  Each 
vendor will have a different way of pricing, which can 
make it very difficult to compare prices “apples to 
apples.” Using a standard format will save you hours 
of evaluation time.

Do a Site Visit
It’s critical you visit multiple potential contact center 
providers before making a commitment. This provides 
a valuable opportunity to evaluate the operational 
environment of each, which is a strong indicator of 
company culture, commitment to employees and 
availability of resources. Be sure to meet members of 
the leadership team, account management, quality 
assurance/training managers and other key groups. 
After all, these are the people you’re entrusting your 
customers to. 

What’s Next?  
Use these tips as a starting place. Finding the right 
contact center partner takes hard work that pays off in 
the end. To learn more about outsourcing options, 
contact Stafford Communications. We’re happy to 
provide you with more tips and tools to achieve 
your goals at no obligation.
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