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2011 CUNA Operations, Sales & Service Council 

BEST PRACTICES

OFFICIAL ENTRY FORM

( ( ( (
Please use one form per entry. Entries must be received no later than July 29, 2011.
Best Practice Category:  CALL CENTER OPERATIONS
Name of Entry:       

Applicant Information

Name:
     

Title: 
     

Credit Union:
     

Address:
     


City, State, Zip:
     

Telephone:
     
Fax:      

E-Mail: 
     

Please submit this entry form and your worksheet of between three and five pages, plus supporting documents and any additional narratives as e-mail attachments to Bobbi Bischke (bbischke@cuna.com). 

Entries must be received no later than July 29, 2011.

If you have questions about the entry procedures, please contact Bobbi Bischke, Council Administration, via email: bbischke@cuna.com or telephone:  800/356-9655, ext. 4018. 

If you have questions about the Best Practices Awards, please contact Steve Langley, VP Sales/Service/Training at Travis CU via email: stevel@traviscu.org or telephone: 707/469-1626.
Best Practices Award winners will be notified by August 18, 2011.

We look forward to your submission and sharing of your best practice(s)!  Thank you!
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2011 CUNA Operations, Sales & Service Council 

BEST PRACTICES

WORKSHEET

Call Center Operations:
What have you done to provide outstanding performance and set the standard for excellence in your call/contact center? 

What measurements have you established to determine the success of your project/design?  Examples may include:  Abandonment Rate; Calls Handled Per Call Center Representative; Average time to answer; Average Talk Time, etc.

Compare your final results to your goals, including time frames for measurement period.  Please be specific with your numbers and how the final results measured up to your goals established.

Please list three specific examples of how this practice contributed to the success of your credit union.

Provide any additional relevant information to support your entry.

