ensulting case study

FTSE 100 Financial Services Company — Intensive Coaching and Training
Support to Deliver Sales Performance Improvement

Client Objectives

Our client is one of the UK'’s largest banks providing a full range of financial
products and services. In 2006 our client set up a contact centre to sell payment
protection insurance to its existing customers through outbound telemarketing. In
a challenging environment of negative media coverage regarding payment
protection insurance policies, our client recognised the need for a very high level
of coaching and support after the agents left training to ensure that agents not
only met their strict compliance standards, but also sold effectively to customers.

maia’s approach

maia’s training team set up a ‘Graduation Bay coaching and training
environment on site at the client’s contact centre which all agents entered upon
leaving training. The bay was set up as a live calling environment in which agents
were supported by coaches and trainers until they reached a ‘benchmark’ score
for the quality of their calls. maia set up and managed the graduation bay over a
four week period and delivered a number of key features and benefits to the
client:

Design of a coaching and feedback quality monitoring form incorporating
both compliance and sales requirements

Supply of experienced trainers and coaches

Side by side, one to one coaching

Remote monitoring

Feedback sessions utilising SMART goals and follow up sessions to check
progress against agreed goals

Training needs analysis based on results of side by side and remote
monitoring

‘Buzz’ and refresher group training sessions on key training areas
Monitoring of sales conversion rates and call quality scores

Individual progress reports and graduation reports for use in ongoing
development
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The results

38% increase in sales conversion rate achieved over a 2 week period
35% of agents graduated early after two weeks

Increased agent awareness of compliance requirements

Team leader feedback and development

Early identification of agent development needs and career goals to
enable effective management

If you would like to talk to us about how we can help your business, we would
love to hear from you. You can contact us on contactus@maiagroup.co.uk,
telephone us on 0870 7744220, or visit our website at www.maiagroup.co.uk
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