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Abstract

The rapid growth of customer contact centers has transformed the way organizations interact 

with customers, deliver service, and generate revenue. Within the deregulated energy industry, 

call centers have become essential operational components responsible for customer acquisition, 

customer service, sales verification, account management, and regulatory compliance. Despite 

their strategic importance, relatively little research has focused on developing practical 

management models specifically designed for energy-industry customer contact center 

operations. This study presents an empirical management framework developed through direct 

observation and executive leadership within multiple inbound and outbound call center 

environments serving regulated and deregulated energy providers throughout the United States. 

The framework identifies nine interdependent operational factors that contribute to sustained 

organizational performance: executive leadership, workforce selection, information technology 

infrastructure, standardized operational processes, employee training, quality service delivery, 

frontline supervision, quality assurance, and corrective performance management. Using 

operational metrics and practical implementation examples, this research demonstrates how these 

factors collectively influence organizational effectiveness, customer satisfaction, operational 

efficiency, regulatory compliance, and financial performance. The resulting management model 

provides practitioners with a systematic approach for evaluating and improving customer contact 

center operations while contributing to the limited body of applied management research 

addressing the unique operational demands of the energy industry.

Keywords: call center management, customer service, energy industry, business process 

outsourcing, organizational management, operational excellence, customer experience
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CHAPTER 1

RESEARCH FOUNDATIONS

Introduction

Customer contact centers have become an integral component of modern business operations and 

are often the primary point of interaction between an organization and its customers. While 

originally established to answer telephone inquiries and resolve customer concerns, contact 

centers have evolved into sophisticated operational environments that support customer 

acquisition, revenue generation, regulatory compliance, customer retention, and organizational 

reputation (Armistead et al., 2002). As organizations continue to compete in increasingly 

competitive markets, the ability to consistently deliver high-quality customer interactions while 

maintaining operational efficiency has become an important strategic objective.

The growing importance of customer contact centers has transformed their role within 

organizations. Rather than functioning solely as administrative support departments, contact 

centers now contribute directly to organizational performance by influencing customer 

satisfaction, operational costs, workforce productivity, and long-term customer relationships 

(Porter, 1985; Grönroos, 2015). Executive leaders are increasingly expected to balance service 

quality with financial performance while managing a workforce operating in fast-paced, highly 

measurable environments. As a result, successful contact center management requires 

considerably more than supervising daily operations; it requires integrating leadership, 

organizational systems, standardized processes, technology, workforce development, quality 

assurance, and performance measurement into a coordinated operational framework.
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These management challenges are particularly evident within the deregulated energy industry. 

Since the introduction of retail energy competition in parts of the United States, energy suppliers 

have relied heavily on both internal and outsourced contact centers to acquire customers, process 

enrollments, conduct sales verifications, maintain regulatory compliance, and provide ongoing 

customer support. In many cases, the contact center represents the customer's only direct 

interaction with an energy supplier, making the quality and consistency of those interactions 

critical to customer satisfaction, retention, and the organization's public reputation.

The purpose of this research is not simply to examine individual aspects of customer contact 

center operations, but rather to present an integrated management framework developed through 

practical application within multiple energy-industry call center environments (Kotter, 2012; 

Robbins & Judge, 2015). Drawing upon direct executive leadership experience and empirical 

operational observation, this study introduces the Nine-Factor Empirical Call Center 

Management Model, a management framework designed to assist organizations in evaluating, 

implementing, and continuously improving inbound and outbound customer contact center 

operations. The remainder of this chapter provides the background of the study, identifies the 

management problem addressed by the research, presents the purpose and research questions, 

discusses the significance and nature of the study, defines important terminology, acknowledges 

the study's assumptions and limitations, and concludes with an overview of the organization of 

the thesis.

Background of the Study

Customer contact centers have experienced substantial transformation over the past several 

decades. Early call centers were designed primarily as centralized telephone operations 
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responsible for answering customer inquiries, routing calls, and providing basic administrative 

support. As competitive pressures increased and organizations placed greater emphasis on 

customer satisfaction and operational efficiency, these functions expanded considerably. Contact 

centers evolved into strategic business units responsible for managing customer relationships 

throughout the customer lifecycle, supporting revenue generation, improving service delivery, 

and protecting organizational reputation. This evolution reflects a broader shift in management 

philosophy that recognizes customer interactions as an important organizational asset rather than 

simply a necessary operating expense.

The deregulation of portions of the United States energy market further accelerated this 

transformation. Prior to deregulation, customers typically purchased electricity or natural gas 

from a single regulated utility operating within an exclusive geographic service territory. The 

introduction of retail competition fundamentally changed this relationship by allowing customers 

to select energy suppliers based upon pricing, contractual terms, customer service, and additional 

value-added offerings. As energy suppliers entered increasingly competitive markets, 

organizations required scalable methods for acquiring new customers, processing enrollments, 

retaining existing customers, and maintaining compliance with evolving regulatory requirements. 

Customer contact centers quickly emerged as one of the primary mechanisms through which 

these activities could be performed efficiently and consistently.

Unlike many traditional customer service environments, energy-industry contact centers operate 

within a uniquely complex business environment. In addition to balancing customer satisfaction 

and operational efficiency, management must ensure compliance with state regulatory 

requirements, contractual obligations, quality assurance standards, workforce management 
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objectives, and financial performance expectations. Outbound sales organizations must 

successfully acquire new customers while adhering to regulatory sales practices and verification 

procedures. Inbound customer service operations must resolve customer concerns quickly and 

accurately while protecting the organization's reputation and maintaining established service 

levels. These competing priorities require management systems capable of coordinating 

numerous organizational functions simultaneously rather than optimizing individual operational 

areas independently.

Successful contact center management therefore depends upon far more than effective 

supervision of frontline personnel. Executive leadership must establish organizational objectives, 

develop standardized operational processes, recruit and retain qualified personnel, implement 

reliable information technology systems, provide effective employee training, maintain quality 

assurance programs, monitor operational performance, and continuously improve organizational 

processes. Weakness within any one of these management functions may adversely affect overall 

organizational performance, demonstrating the highly interdependent nature of successful 

contact center operations.

Although considerable literature has examined customer service, organizational leadership, 

workforce management, quality assurance, and customer contact center operations, much of the 

existing research approaches these subjects independently. Relatively little research has 

attempted to integrate these operational disciplines into a unified management framework 

specifically designed for the unique operational characteristics of deregulated energy-industry 

contact centers. Consequently, many organizations have developed management practices based 
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primarily upon operational experience and internal procedures rather than comprehensive 

management systems supported by both practical application and scholarly analysis.

The research presented in this thesis addresses this gap by documenting the development and 

empirical application of the Nine-Factor Empirical Call Center Management Model. Rather than 

proposing a purely theoretical approach, the model emerged through direct executive leadership 

and practical implementation within multiple inbound and outbound energy-industry call center 

environments. The resulting framework integrates leadership, human resource management, 

information technology, standardized operational processes, employee training, quality service 

delivery, frontline supervision, quality assurance, and corrective and preventive action into a 

coordinated management system intended to improve organizational performance. The model 

represents the principal contribution of this research and provides managers with a practical 

framework for evaluating existing operations while supporting continuous organizational 

improvement.

Problem Statement

Customer contact centers operating within the deregulated energy industry face a unique set of 

operational challenges. Unlike many customer service environments that focus primarily on 

resolving customer inquiries, energy-industry contact centers must simultaneously manage 

customer acquisition, regulatory compliance, enrollment processing, customer retention, quality 

assurance, workforce management, and financial performance. These operational responsibilities 

are highly interdependent, requiring management to coordinate multiple organizational functions 

while maintaining consistent service delivery and meeting established performance expectations.
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Although existing literature provides considerable guidance regarding individual management 

disciplines such as leadership, quality management, workforce development, customer service, 

and organizational performance, comparatively little research presents an integrated management 

framework specifically designed for the operational realities of energy-industry contact centers. 

Consequently, many organizations rely upon internally developed procedures and management 

practices that often evolve through operational necessity rather than through a structured and 

comprehensive management system. While these practices may prove successful within 

individual organizations, they frequently lack an integrated framework that explains how the 

various management functions interact to influence overall operational performance.

The absence of a unified management approach may contribute to inconsistent service delivery, 

increased employee turnover, reduced customer satisfaction, declining operational efficiency, 

and diminished financial performance. Decisions affecting one area of the organization 

frequently influence several others. For example, deficiencies in hiring practices may reduce the 

effectiveness of training programs, while inadequate supervision may negatively affect quality 

assurance, customer satisfaction, and workforce retention. Similarly, weaknesses in information 

technology or operational processes may prevent otherwise capable employees from consistently 

meeting organizational expectations.

This research addresses that management gap through the development of the Nine-Factor 

Empirical Call Center Management Model, an integrated operational framework grounded in 

direct executive leadership and empirical observation across multiple inbound and outbound 

energy-industry contact center environments. The model is intended to provide managers with a 

practical management framework that improves organizational effectiveness by coordinating 
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leadership, workforce management, operational processes, quality assurance, information 

technology, and continuous operational improvement.

Purpose of the Study

The purpose of this study is to develop and present an empirically derived management 

framework for inbound and outbound customer contact centers operating within the deregulated 

energy industry. The framework is based upon direct executive leadership experience and 

practical application across multiple operational environments and is intended to assist 

organizations in improving operational consistency, workforce effectiveness, customer 

satisfaction, and overall organizational performance.

Rather than examining isolated operational variables, this study seeks to demonstrate how 

several critical management functions operate together as an integrated system. The proposed 

framework identifies nine organizational factors that collectively influence the effectiveness of 

contact center operations and provides management with a practical approach for evaluating 

organizational performance and identifying opportunities for continuous improvement.

The research also seeks to demonstrate that successful contact center management extends 

beyond traditional operational metrics such as service levels, average handle time, or sales 

performance. While these measurements remain important indicators of operational success, they 

are best understood as outcomes of broader organizational management practices. Effective 

leadership, employee selection, standardized processes, quality assurance, workforce 

development, information technology, and supervisory practices collectively establish the 

conditions necessary for consistently achieving desired operational results.
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Ultimately, this study contributes an empirically developed management model intended to serve 

as a practical decision-making framework for executives, operational managers, and 

organizations responsible for managing customer contact center operations within the 

deregulated energy industry.

Research Questions

This study is guided by the following research questions:

1. What organizational factors most significantly influence successful customer contact 

center operations within the deregulated energy industry? 

2. How do executive leadership, workforce management, operational processes, quality 

assurance, information technology, and employee development interact to influence 

organizational performance? 

3. Can an integrated management framework developed through empirical operational 

observation assist organizations in improving the effectiveness and consistency of 

customer contact center operations? 

4. What operational metrics most effectively support executive decision-making and 

continuous organizational improvement within inbound and outbound customer contact 

center environments? 

Significance of the Study

This study contributes to both management practice and applied business research by presenting 

an empirically derived operational management framework developed through direct executive 
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leadership experience rather than through purely theoretical analysis. While much of the existing 

literature examines individual operational disciplines in isolation, this research integrates 

multiple management functions into a single framework specifically designed for customer 

contact centers operating in the deregulated energy industry.

The practical nature of the proposed framework may provide value to a variety of organizational 

stakeholders. Executive leaders responsible for customer contact operations may utilize the 

model to evaluate organizational effectiveness, establish strategic priorities, and coordinate 

operational improvement initiatives. Similarly, operational managers, supervisors, and quality 

assurance personnel may apply the framework when evaluating workforce performance, 

developing training programs, implementing standardized operational procedures, and 

monitoring organizational performance through meaningful operational metrics.

Organizations providing business process outsourcing services may also benefit from the 

integrated management approach presented in this research. Because outsourced contact centers 

frequently balance the expectations of multiple clients while maintaining internal operational 

standards, the proposed model offers a structured framework for coordinating leadership, 

workforce management, quality assurance, information technology, and operational performance 

across diverse service environments. Energy suppliers utilizing outsourced service providers may 

likewise find the framework useful when establishing performance expectations, evaluating 

vendor effectiveness, and supporting continuous operational improvement.

Finally, this study contributes to the broader field of applied business research by documenting 

the development of a management framework grounded in empirical operational observation. 
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Rather than proposing a purely theoretical model, the research demonstrates how executive 

leadership experience and practical application may contribute to the development of integrated 

management systems capable of improving organizational performance. It is intended that the 

findings presented within this study will provide a foundation for future research examining 

operational management within customer contact centers and other service-oriented 

organizations.

Nature of the Study

This study employs an empirical practitioner research approach grounded in direct executive 

leadership experience and the practical application of management principles within multiple 

inbound and outbound customer contact centers serving the deregulated energy industry 

(Creswell, 2014; Yin, 2014). Rather than utilizing a traditional experimental or statistical 

research methodology, the study examines operational management through systematic 

observation, implementation, evaluation, and continuous organizational improvement over an 

extended period of executive practice. The resulting management framework reflects the 

integration of practical experience with established management principles and relevant 

scholarly literature.

The research is qualitative in nature and focuses on identifying the organizational factors that 

consistently contribute to successful operational performance across multiple customer contact 

center environments. Throughout the course of managing and developing these operations, 

recurring patterns emerged regarding leadership, workforce management, information 

technology, operational processes, quality assurance, training, supervision, and performance 
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measurement. These observations ultimately led to the development of the Nine-Factor 

Empirical Call Center Management Model presented within this thesis.

Unlike studies that isolate individual operational variables, this research examines the interaction 

between multiple management functions and their collective influence on organizational 

performance. The proposed framework recognizes that effective contact center operations 

depend on the coordinated application of multiple management disciplines rather than excellence 

in any single operational area. Consequently, the study presents an integrated management 

system intended to provide executives and operational leaders with a practical framework for 

evaluating and continuously improving organizational performance.

Although developed within the context of the deregulated energy industry, the management 

principles presented throughout this study are based upon fundamental organizational practices 

that may have broader application to other customer service environments. The study therefore 

contributes both to applied management practice and to the growing body of practitioner-based 

organizational research by documenting the empirical development of an integrated operational 

management framework.

Assumptions

Several assumptions form the foundation of this research and should be considered when 

evaluating the findings presented throughout this study. First, it is assumed that organizations 

seek to improve operational effectiveness through the implementation of structured management 

systems that support both organizational objectives and customer satisfaction. The proposed 
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management framework is therefore presented from the perspective of organizations committed 

to continuous operational improvement.

A second assumption is that organizational performance can be measured through meaningful 

operational metrics that accurately reflect the effectiveness of management decisions. 

Throughout this research, key performance indicators are viewed as essential tools for evaluating 

organizational performance, identifying operational trends, and supporting informed executive 

decision-making. It is assumed that these measurements are consistently collected and 

interpreted within the organizations applying the proposed framework.

The study further assumes that executive leadership possesses the authority and organizational 

support necessary to implement changes affecting operational processes, workforce 

development, quality assurance, and organizational performance. Successful implementation of 

the proposed framework requires management commitment and the willingness to continually 

evaluate existing practices in pursuit of improved organizational outcomes.

Finally, it is assumed that employees who receive appropriate leadership, structured training, 

clearly defined expectations, and ongoing supervisory support are better positioned to deliver 

consistent, high-quality customer service. This assumption reflects both established management 

principles and the empirical observations documented throughout the study.

Limitations

Several limitations should be considered when interpreting the findings and conclusions 

presented in this study. First, the proposed management framework was developed primarily 
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through empirical observation and practical application within organizations operating in the 

deregulated United States energy market. While many of the management principles discussed 

are broadly applicable to customer contact center operations, the framework reflects the 

regulatory environment, operational requirements, and competitive conditions specific to the 

energy industry during the period of study.

Second, this research is based upon practitioner observation and executive leadership experience 

rather than controlled experimental research. The findings, therefore, represent operational 

conclusions derived through the implementation and evaluation of management practices across 

multiple organizational settings rather than statistical analysis or hypothesis testing. Although 

this approach provides valuable practical insight, it may limit the generalizability of certain 

findings when applied to substantially different organizational environments.

A further limitation involves the dynamic nature of customer contact center operations. 

Organizational structures, customer expectations, regulatory requirements, information 

technology, and management practices continue to evolve. Consequently, organizations 

implementing the proposed framework should recognize that individual operational practices 

may need to be modified to address future technological advancements, regulatory changes, or 

evolving business conditions, while maintaining the underlying management principles presented 

in this research.

Finally, this study focuses primarily on organizational management and operational effectiveness 

rather than customer behavior, marketing strategy, or broader organizational theory. Although 
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these disciplines influence contact center performance, they fall outside the scope of the present 

research and therefore receive only limited discussion.

Delimitations

The scope of this study was intentionally limited to the operational management of inbound and 

outbound customer contact centers serving the deregulated energy industry within the United 

States. The research does not attempt to examine every aspect of organizational management but 

instead focuses on the management functions that directly influence the effectiveness of 

customer contact center operations.

The proposed management framework emphasizes executive leadership, workforce management, 

operational processes, information technology, employee development, quality assurance, 

supervision, corrective improvement, and performance measurement. While additional 

organizational disciplines may contribute to operational success, they were excluded from 

detailed analysis unless they directly supported the development or application of the proposed 

framework.

This study also focuses primarily on telephone-based customer contact center operations. 

Although many organizations have expanded customer communication through electronic mail, 

web-based applications, and other digital communication channels, these technologies are 

considered only where they directly support traditional contact center operations. The primary 

emphasis remains on the management systems governing inbound and outbound customer 

interactions within the operational environments examined.
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Finally, the study is intended as an applied management investigation rather than a 

comprehensive theoretical examination of organizational behavior or customer relationship 

management. The objective is to present a practical management framework that assists 

executives and operational leaders in improving organizational performance by coordinating the 

application of established management principles.

Definition of Terms

Business Process Outsourcing (BPO). Business process outsourcing refers to the practice of 

contracting specific organizational functions to an external service provider possessing 

specialized expertise in delivering those services. Within the context of this study, BPO 

primarily refers to organizations providing inbound and outbound customer contact center 

services on behalf of energy suppliers and utilities.

Call Center. A call center is a centralized organizational unit responsible for managing inbound 

and outbound customer communications through telephone-based interactions. Throughout this 

thesis, the terms call center and customer contact center are used interchangeably to describe 

operational environments responsible for customer acquisition, customer service, enrollment 

processing, sales verification, and related customer support activities.

Customer Acquisition. Customer acquisition refers to the organizational process of obtaining 

new customers through structured sales and marketing activities. Within the deregulated energy 

industry, customer acquisition frequently includes outbound sales campaigns, enrollment 

processing, and regulatory sales verification designed to establish new customer accounts.
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Key Performance Indicators (KPIs). Key performance indicators are quantifiable operational 

measurements used to evaluate organizational effectiveness and monitor progress toward 

established performance objectives. Throughout this study, KPIs provide management with 

objective information for measuring productivity, service quality, workforce performance, 

financial results, and continuous organizational improvement.

Quality Assurance. Quality assurance is the systematic evaluation of employee performance, 

operational procedures, and customer interactions to ensure compliance with organizational 

standards, client expectations, and applicable regulatory requirements. Effective quality 

assurance serves as a continuous improvement mechanism within successful customer contact 

center operations.

Sales Verification. Sales verification is the regulatory process through which customer 

authorization and understanding of an energy service enrollment are independently confirmed 

before service activation. Verification procedures help ensure regulatory compliance while 

protecting both customers and energy suppliers throughout the enrollment process.

Introduction to the Nine-Factor Empirical Call Center Management Model

The research presented throughout this manuscript culminated in the development of the Nine-

Factor Empirical Call Center Management Model, an integrated management framework derived 

from executive leadership experience, empirical observation, operational analysis, and the 

synthesis of established management literature. Rather than viewing customer contact center 

operations as a collection of independent management functions, the Model recognizes that 

sustained operational excellence results from the interaction of leadership, workforce 
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development, standardized processes, quality management, performance measurement, and 

technology. Each factor examined in this manuscript contributes to the overall effectiveness of 

customer contact center operations and, together, forms a comprehensive operational 

management framework.

Figure 1.1

Conceptual Organization of the Nine-Factor Empirical Call Center Management Model

Nine-Factor Empirical Call Center Management Model
Executive Leadership

↓
Effective Hiring of Quality Personnel

↓
Employee Training and Professional Development

↓
Standardized Operational Processes

↓
Quality Service Delivery

↓
Quality Assurance

↓
Continuous Evaluation and Corrective Improvement

↓
Performance Measurement

↓
Information Technology

Figure 1. Conceptual organization of the Nine-Factor Empirical Call Center Management Model 
developed through the author's empirical research and executive leadership experience. The 
framework illustrates the integrated operational components examined throughout this 
manuscript.
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Organization of the Study

This thesis is organized into five chapters designed to progressively develop the theoretical 

foundation, empirical framework, and practical application of the proposed management model. 

Each chapter builds upon the preceding discussion to provide a comprehensive examination of 

operational management within customer contact centers serving the deregulated energy 

industry.

Chapter 2 presents a review of the relevant literature concerning customer contact center 

operations, organizational leadership, workforce management, quality assurance, employee 

development, operational performance, and key performance measurement. The chapter 

establishes the scholarly foundation supporting the development of the proposed management 

framework and identifies the gap addressed by this research.

Chapter 3 describes the research methodology and explains the empirical development of the 

Nine-Factor Empirical Call Center Management Model. The chapter discusses the research 

design, operational setting, model development, and methods used to evaluate its practical 

application across multiple customer contact center environments.

Chapter 4 presents the study's findings through a detailed examination of the Nine-Factor 

Empirical Call Center Management Model. Each management factor is discussed individually, 

together with the operational metrics, management practices, and implementation considerations 

that collectively contribute to successful customer contact center performance.
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Chapter 5 concludes the study by discussing the practical implications of the findings, examining 

the contributions of the proposed management framework to both management practice and 

applied business research, identifying the study's limitations, and offering recommendations for 

future research and continued organizational improvement.

Chapter Summary

This chapter introduced the research by establishing the growing strategic importance of 

customer contact centers within the deregulated energy industry and identifying the operational 

management challenges addressed by this study. The background of the study, problem 

statement, purpose, research questions, significance, nature of the research, assumptions, 

limitations, delimitations, and key terminology collectively establish the foundation for the 

remainder of the thesis.

The chapter also introduced the Nine-Factor Empirical Call Center Management Model as the 

principal contribution of this research and positioned it within the broader context of 

organizational management and operational effectiveness. Building on this foundation, Chapter 2 

examines the existing scholarly literature on customer contact center management, 

organizational leadership, workforce development, quality assurance, and performance 

measurement, providing the academic context that supports the empirical framework presented 

in the chapters that follow.

The chapter also introduced the Nine-Factor Empirical Contact Center Management Model as 

the principal contribution of this research and positioned it within the broader context of 

organizational management and operational effectiveness. Although numerous practitioner 
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resources describe essential management practices for customer contact centers, relatively few 

present an integrated management framework derived from empirical operational observation 

and supported by established management theory. The model developed in this study addresses 

this gap by integrating leadership, workforce development, standardized operational processes, 

quality management, performance measurement, and information technology into a unified 

management framework specifically designed for customer contact center operations within the 

deregulated energy industry. Building on this foundation, Chapter 2 examines the existing 

scholarly literature on customer contact center management, organizational leadership, 

workforce development, quality assurance, and performance measurement, providing the 

academic context that supports the framework presented in the chapters that follow.
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CHAPTER 2

LITERATURE REVIEW

Introduction

Customer contact centers have become an increasingly important component of organizational 

strategy, serving as the primary interface between businesses and their customers while 

supporting revenue generation, customer retention, regulatory compliance, and organizational 

reputation (International Customer Management Institute, 2015). As organizations have 

expanded their customer service capabilities and increased reliance on centralized contact 

centers, researchers have devoted considerable attention to understanding the operational, 

technological, and managerial factors that contribute to successful contact center performance 

(Fitzsimmons & Fitzsimmons, 2014). The resulting body of literature encompasses diverse 

topics, including organizational leadership, workforce management, quality assurance, employee 

training, performance measurement, customer satisfaction, information technology, and 

continuous process improvement (Lovelock & Wirtz, 2011).

Although substantial research has been conducted within each of these individual disciplines, 

comparatively little literature presents a comprehensive management framework that integrates 

these operational components into a single system capable of guiding executive decision-making. 

Much of the existing research examines isolated aspects of contact center operations, such as 

service quality, staffing models, customer satisfaction, or employee performance, without fully 

considering the interaction among these management functions. Consequently, practitioners 

frequently rely upon internally developed operational procedures and management systems that 
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evolve through experience rather than through an integrated framework supported by both 

scholarly literature and empirical application.

The deregulated energy industry presents an especially demanding operational environment for 

customer contact centers. Organizations must balance customer acquisition, regulatory 

compliance, sales verification, customer service, workforce management, quality assurance, and 

financial performance while responding to changing market conditions and evolving customer 

expectations. The complexity of these operational responsibilities requires management systems 

capable of coordinating multiple organizational functions simultaneously rather than optimizing 

individual operational activities independently.

This chapter reviews the scholarly and practitioner literature relevant to customer contact center 

management and examines the principal management disciplines that contribute to 

organizational performance. Particular attention is given to organizational leadership, human 

resource management, workforce development, quality assurance, operational processes, 

information technology, and performance measurement. The chapter concludes by identifying 

the gap in the existing literature that supports the development of the Nine-Factor Empirical Call 

Center Management Model presented in this study.

Evolution of Customer Contact Centers

Customer contact centers have undergone significant transformation over the past several 

decades, evolving from relatively simple telephone answering departments into complex 

organizational units responsible for managing customer relationships, generating revenue, 

protecting organizational reputation, and ensuring regulatory compliance (Armistead et al., 



31

2002). While early call centers primarily functioned as centralized communication centers for 

handling customer inquiries, advances in technology, changing customer expectations, and 

increasing competitive pressures have expanded their responsibilities considerably. Today, 

customer contact centers frequently serve as the primary interface between organizations and 

their customers, making their operational effectiveness an important contributor to organizational 

performance (Cleveland, 2013).

Historically, organizations viewed customer contact centers primarily as cost centers, with the 

objective of answering incoming telephone calls as efficiently as possible. Performance was 

often measured using basic operational metrics such as call volume, average handling time, and 

staffing efficiency. As competition increased across service industries, however, organizations 

began recognizing that each customer interaction represented an opportunity not only to resolve 

service issues but also to strengthen customer relationships, reinforce brand reputation, and 

generate additional revenue. This shift fundamentally changed the role of customer contact 

centers from administrative support functions to strategic organizational assets responsible for 

influencing customer loyalty and long-term business performance (Gans, Koole, & Mandelbaum, 

2003; Cleveland, 2013).

The continued growth of customer relationship management practices further expanded the 

strategic importance of customer contact centers. Organizations increasingly recognized that 

customer satisfaction depended not only on the products or services offered but also on the 

quality and consistency of every customer interaction (Parasuraman et al., 1988; Vargo & Lusch, 

2008). Contact centers, therefore, became responsible for supporting the entire customer 

lifecycle, including customer acquisition, account management, technical support, billing 
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inquiries, complaint resolution, customer retention, and post-sale service (Zeithaml et al., 2013). 

These expanding responsibilities required management to develop increasingly sophisticated 

operational systems capable of integrating personnel, technology, standardized procedures, 

quality assurance, and performance measurement into a coordinated management structure 

(Aksin, Armony, & Mehrotra, 2007).

At the same time, advances in telecommunications and information technology dramatically 

increased the operational capabilities of customer contact centers. Modern automatic call 

distribution systems, workforce management applications, customer relationship management 

software, and real-time reporting tools enabled managers to monitor performance at levels 

previously unavailable. Organizations gained the ability to forecast call volumes, optimize 

staffing levels, evaluate employee performance, monitor service quality, and generate detailed 

operational reports that supported executive decision-making. While technology substantially 

improved operational efficiency, it also increased management complexity by requiring 

organizations to coordinate multiple systems while maintaining consistent customer service and 

employee performance (Cleveland, 2013).

The rapid growth of Business Process Outsourcing (BPO) further accelerated the evolution of 

customer contact centers by allowing organizations to contract customer-facing operations to 

specialized service providers. Outsourced contact centers offered organizations opportunities to 

reduce operating costs, improve scalability, extend operating hours, and gain access to 

specialized expertise without maintaining equivalent internal infrastructure. At the same time, 

outsourcing introduced additional management challenges related to contract administration, 

quality assurance, regulatory compliance, performance measurement, and vendor relationship 
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management. As a result, executive leadership increasingly shifted from managing individual 

customer interactions toward managing integrated operational systems capable of delivering 

consistent performance across both internal and outsourced service environments (Lacity & 

Willcocks, 2011).

Despite these technological and organizational advancements, the fundamental determinants of 

successful customer contact center operations have remained largely consistent. Organizations 

continue to depend upon effective leadership, capable employees, standardized operational 

processes, reliable information technology, structured employee development, meaningful 

performance measurement, and continuous quality improvement to achieve organizational 

objectives. While existing literature examines each of these management disciplines individually, 

comparatively little research integrates them into a comprehensive operational management 

framework that explains how they collectively influence organizational performance. This 

observation provides an important foundation for the present study and supports the development 

of the Nine-Factor Empirical Call Center Management Model introduced later in this thesis.

Customer Contact Centers in the Deregulated Energy Industry

The deregulation of portions of the United States energy industry fundamentally transformed the 

relationship between energy providers and their customers. Prior to retail competition, 

consumers generally purchased electricity or natural gas from a single regulated utility operating 

within an exclusive geographic service territory. Customer service activities were largely 

administrative in nature, focusing on account maintenance, billing inquiries, service initiation, 

and outage reporting. The introduction of retail energy competition significantly altered this 
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environment by allowing consumers in many states to select their energy supplier based upon 

price, contract terms, customer service, and additional value-added offerings. This competitive 

marketplace required energy suppliers to develop new strategies for acquiring customers, 

differentiating their services, and retaining existing customers while operating within a highly 

regulated industry (U.S. Energy Information Administration [EIA], 2015).

As competition expanded, customer contact centers became one of the primary operational 

mechanisms through which energy suppliers interacted with both prospective and existing 

customers. Unlike traditional utility customer service departments, modern energy contact 

centers frequently perform multiple business functions including outbound customer acquisition, 

inbound customer service, enrollment processing, contract renewals, sales verification, account 

maintenance, customer retention, and regulatory disclosures. Because these functions frequently 

represent the customer's primary interaction with an energy supplier, the contact center directly 

influences customer perceptions of the organization, making operational performance a 

significant contributor to both organizational success and long-term customer relationships.

The competitive nature of deregulated energy markets also places substantial pressure on 

organizations to balance revenue growth with operational efficiency. Customer acquisition 

campaigns must consistently generate new enrollments while controlling acquisition costs and 

maintaining compliance with state regulatory requirements. Customer service operations must 

resolve inquiries efficiently without sacrificing service quality or customer satisfaction. At the 

same time, organizations must manage workforce productivity, employee retention, quality 

assurance, information technology, and financial performance within increasingly competitive 

operating margins. These competing priorities require management systems capable of 
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coordinating numerous operational functions simultaneously rather than optimizing individual 

departments independently.

An additional characteristic distinguishing energy-industry contact centers from many other 

customer service environments is the extensive regulatory oversight governing customer 

interactions. Sales presentations, enrollment procedures, third-party verification processes, 

customer disclosures, record retention, and quality monitoring are frequently subject to state 

public utility commission requirements and contractual obligations established by individual 

energy suppliers. Consequently, management decisions must consider not only operational 

efficiency but also regulatory compliance and organizational risk. Failure to maintain established 

standards may result in customer complaints, regulatory action, financial penalties, or damage to 

the organization's reputation (U.S. Energy Information Administration [EIA], 2015).

The widespread use of Business Process Outsourcing (BPO) has further increased the complexity 

of customer contact center management within the energy industry. Many energy suppliers rely 

upon specialized outsourcing organizations to conduct customer acquisition campaigns, perform 

sales verification, provide customer service, or support multiple operational functions 

simultaneously. While outsourcing offers organizations increased flexibility, scalability, and 

access to specialized expertise, it also requires executive management to establish clearly defined 

performance expectations, standardized operational procedures, comprehensive reporting 

mechanisms, and effective quality assurance systems. Success, therefore, depends not only upon 

the capabilities of the outsourcing provider but also upon the effectiveness of the management 

systems governing the relationship between the client and the service provider (Lacity & 

Willcocks, 2011).
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Although the literature recognizes many of these operational challenges individually, relatively 

little research examines how executive leadership, workforce management, operational 

processes, information technology, quality assurance, employee development, and performance 

measurement function collectively within the unique operating environment of deregulated 

energy-industry customer contact centers. Much of the available research emphasizes individual 

operational improvements rather than the coordinated management of the entire organization. 

This observation reinforces the need for an integrated operational framework capable of assisting 

executive leaders in managing customer contact centers as unified organizational systems rather 

than collections of independent operational functions. It is this need that provides the foundation 

for the Nine-Factor Empirical Call Center Management Model developed and presented in this 

study.

Organizational Leadership and Operational Effectiveness

Leadership has long been recognized as one of the primary determinants of organizational 

effectiveness. Although numerous leadership theories have emerged over the past several 

decades, a common theme in the literature is that organizational performance is largely 

influenced by management's ability to establish direction, communicate expectations, allocate 

resources, and create an environment in which employees can achieve organizational objectives. 

Effective leadership extends beyond strategic planning and decision-making; it establishes the 

organizational culture, operational priorities, and accountability systems that collectively 

influence long-term organizational success (Yukl, 2013).
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Within customer contact centers, executive leadership assumes an especially important role 

because operational performance depends upon the successful coordination of numerous 

interrelated management functions. Unlike organizations whose outputs are largely independent 

of day-to-day management decisions, customer contact centers require continual coordination 

between workforce management, information technology, employee training, quality assurance, 

customer service, and operational reporting. Decisions affecting one functional area frequently 

influence performance throughout the organization. Consequently, executive leaders must 

maintain a comprehensive understanding of organizational operations while ensuring that each 

department supports the organization's overall strategic objectives (Robbins & Judge, 2015).

Research has consistently demonstrated that successful organizations establish clear performance 

expectations and monitor progress through structured management systems. Leaders who 

effectively communicate organizational objectives, define measurable performance standards, 

and maintain accountability throughout the organization are generally more successful in 

achieving operational consistency than organizations that rely on informal management practices 

(Daft, 2012). Within customer contact centers, this principle is particularly significant because 

operational performance is measured continuously through objective metrics such as service 

levels, customer satisfaction, productivity, quality scores, and financial performance. Leadership 

therefore becomes responsible not only for establishing organizational goals but also for ensuring 

that the systems supporting those goals remain aligned across every operational function.

Organizational leadership also influences employee engagement and organizational culture. 

Employees who understand organizational expectations, receive consistent communication, and 

observe active management involvement are generally better positioned to perform effectively 
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than employees operating within environments characterized by inconsistent direction or unclear 

priorities. This relationship becomes increasingly important within customer contact centers, 

where employee performance directly affects customer satisfaction, regulatory compliance, 

quality assurance outcomes, and organizational reputation. Leadership, therefore, extends 

beyond administrative oversight to include the development of an organizational culture that 

encourages accountability, continuous improvement, teamwork, and professional development 

(Northouse, 2013).

While the literature provides substantial guidance regarding leadership theory and organizational 

effectiveness, comparatively little research addresses the practical integration of executive 

leadership with the daily operational management of customer contact centers. Existing studies 

frequently examine leadership independently from workforce management, quality assurance, 

information technology, or operational processes, despite the fact that these organizational 

functions are highly interdependent. As organizations become increasingly complex, leadership 

effectiveness depends not only on establishing strategic direction but also on successfully 

integrating multiple operational systems into a cohesive management structure capable of 

consistently achieving organizational objectives.

The empirical observations documented throughout this study support this integrated perspective 

of executive leadership. Across the operational environments examined, successful customer 

contact centers consistently demonstrated active executive involvement in establishing 

organizational expectations, developing standardized management systems, monitoring 

operational performance, and supporting continuous organizational improvement. These 

observations ultimately led to the identification of Strong Executive Management and 
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Leadership as the foundational component of the Nine-Factor Empirical Call Center 

Management Model. Rather than functioning as one management discipline among many, 

executive leadership provides the direction and organizational alignment upon which the 

remaining factors within the model depend.

Human Resource Management and Workforce Development

Human resource management plays a central role in organizational performance by ensuring that 

organizations attract, develop, retain, and support employees capable of achieving established 

business objectives. While technology, operational processes, and performance measurement 

contribute significantly to organizational effectiveness, these systems ultimately depend upon the 

capabilities and commitment of the individuals responsible for executing them. Research 

consistently demonstrates that organizations investing in effective recruitment, employee 

development, and performance management generally experience higher levels of productivity, 

employee engagement, customer satisfaction, and organizational performance (Noe, 2013; 

Taylor, 2014).

Within customer contact centers, the importance of human resource management is magnified by 

the direct relationship between employee performance and customer experience. Customer 

service representatives, sales agents, quality specialists, supervisors, and managers collectively 

represent the organization during every customer interaction. Their knowledge, communication 

skills, professionalism, and ability to follow established operational procedures directly influence 

customer satisfaction, regulatory compliance, and the organization's public reputation. 

Consequently, successful contact center operations begin with the recruitment and selection of 
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individuals possessing the skills, attitudes, and interpersonal abilities necessary to perform 

effectively within demanding customer service environments.

Employee selection extends beyond simply filling available positions. Effective recruitment 

requires organizations to identify individuals whose abilities and personal characteristics align 

with the specific operational requirements of the position. The competencies required for an 

inbound customer service representative may differ considerably from those required for an 

outbound sales professional or a sales verification specialist. Likewise, supervisory and 

management positions demand additional leadership, coaching, and decision-making 

capabilities. Organizations that clearly define position requirements and implement structured 

hiring processes are generally better positioned to build stable, productive workforces capable of 

consistently meeting organizational expectations (Dessler, 2015).

Once qualified employees have been hired, structured training and workforce development 

become essential components of organizational success. Initial training provides employees with 

the knowledge and skills necessary to perform their assigned responsibilities while introducing 

organizational policies, operational procedures, regulatory requirements, information systems, 

and customer service standards. Effective training also establishes organizational expectations 

early in an employee's tenure, promoting confidence, consistency, and accountability before 

employees begin interacting independently with customers. Research suggests that organizations 

providing comprehensive onboarding and ongoing employee development are more likely to 

achieve higher levels of employee performance, engagement, and retention than organizations 

relying primarily on informal or limited training practices (Noe, 2013).
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Training, however, should not be viewed as a one-time organizational activity completed during 

an employee's orientation period. Customer contact centers operate within environments 

characterized by changing client requirements, evolving regulations, system enhancements, and 

continuous process improvement. As a result, workforce development must continue throughout 

an employee's career through refresher training, cross-training opportunities, coaching, 

performance feedback, and professional development initiatives. Organizations that foster 

continuous learning are generally more adaptable to operational change and better equipped to 

maintain consistent service quality while responding to new business requirements.

Employee retention represents another critical consideration within customer contact center 

operations (Batt & Moynihan, 2002; Taylor, 2014). High turnover rates increase recruitment 

costs, reduce workforce stability, disrupt customer service, and require organizations to 

continually invest in hiring and training replacement personnel. Although compensation and 

benefits influence employee retention, research suggests that organizational leadership, 

supervisory support, opportunities for professional growth, recognition, and workplace culture 

also contribute significantly to employee satisfaction and long-term retention (Taylor, 2014). 

Effective human resource management, therefore, extends beyond recruitment and training to 

encompass the creation of an organizational environment in which employees are motivated to 

remain, develop professionally, and contribute to organizational success.

The empirical observations documented throughout this study reinforce the importance of human 

resource management as a foundational component of successful customer contact center 

operations. Across the organizations examined, those demonstrating the highest levels of 

operational performance consistently emphasized structured hiring practices, comprehensive 
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initial training, continuous workforce development, and active supervisory coaching. These 

observations ultimately contributed to the identification of Effective Hiring of Quality Personnel 

and Comprehensive Initial Training as two of the nine interrelated factors comprising the Nine-

Factor Empirical Call Center Management Model. Together, these factors recognize that 

organizational systems and technology alone cannot produce sustained operational excellence 

without a capable, well-trained, and continuously developed workforce.

Information Technology and Operational Infrastructure

Information technology has become an indispensable component of modern customer contact 

center operations, providing the infrastructure necessary to support customer communications, 

workforce management, operational reporting, quality assurance, and executive decision-making. 

While customer service has traditionally depended upon the abilities of individual employees, 

advances in technology have enabled organizations to standardize processes, improve 

operational efficiency, increase data accuracy, and deliver more consistent customer experiences. 

Consequently, information technology should be viewed not simply as an operational tool, but as 

a strategic organizational resource that supports virtually every aspect of contact center 

management (Laudon & Laudon, 2016).

The rapid advancement of telecommunications systems has significantly expanded the 

capabilities of customer contact centers. Modern Automatic Call Distribution (ACD) systems, 

Interactive Voice Response (IVR) technologies, Customer Relationship Management (CRM) 

applications, workforce management software, and integrated reporting platforms allow 

organizations to efficiently route customer interactions, forecast staffing requirements, monitor 
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employee performance, and collect operational data in real time. These technologies provide 

managers with immediate visibility into organizational performance while improving the 

organization's ability to respond quickly to changing operational conditions (Cleveland, 2013).

Within the deregulated energy industry, information technology performs an even more critical 

role due to the complexity of customer enrollment, regulatory compliance, sales verification, 

account maintenance, and reporting requirements. Customer service representatives and sales 

professionals frequently rely upon multiple integrated systems to verify customer information, 

process enrollments, document customer interactions, retrieve account histories, and ensure 

compliance with applicable regulatory requirements. The reliability and integration of these 

systems directly influence employee productivity, service accuracy, customer satisfaction, and 

operational efficiency. Technology failures or poorly integrated systems may significantly 

disrupt operations, increase processing times, reduce employee confidence, and negatively affect 

the customer experience.

Although technology provides organizations with powerful operational capabilities, successful 

implementation depends upon effective management rather than technology alone. Information 

systems cannot compensate for ineffective leadership, poorly designed operational processes, 

inadequate employee training, or inconsistent supervisory practices. Instead, technology should 

support clearly defined organizational objectives by enabling employees to perform their 

responsibilities efficiently while providing management with accurate and timely information for 

operational decision-making. Organizations that align technology investments with strategic 

business objectives are generally better positioned to achieve sustained operational 
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improvements than those implementing technology without corresponding organizational 

planning or process improvement initiatives (Laudon & Laudon, 2016).

Operational reporting represents one of the most valuable contributions of information 

technology within customer contact center environments. Executive leaders depend upon timely 

and accurate information to evaluate workforce productivity, customer service levels, quality 

assurance results, sales performance, regulatory compliance, and financial outcomes. 

Comprehensive reporting systems enable management to identify operational trends, recognize 

emerging issues, allocate resources effectively, and evaluate the impact of management decisions 

using objective performance data. As organizations become increasingly data-driven, the ability 

to transform operational information into meaningful management insight has become a 

significant competitive advantage.

Closely related to information technology is the establishment of standardized operational 

processes. While technology enables operational efficiency, standardized processes ensure 

consistency in the execution of organizational activities. Clearly documented procedures provide 

employees with defined expectations regarding customer interactions, regulatory compliance, 

system utilization, escalation procedures, and performance standards. Standardization reduces 

operational variability, improves training effectiveness, facilitates quality assurance, and 

supports organizational scalability by ensuring that work is performed consistently regardless of 

individual employees or organizational locations (Dumas, La Rosa, Mendling, & Reijers, 2013).

Process standardization also contributes significantly to organizational resilience and continuous 

improvement. Organizations operating without documented procedures often rely heavily upon 
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individual knowledge and informal practices, creating unnecessary variation in customer service 

delivery and increasing organizational risk. Conversely, standardized processes establish a stable 

operational foundation from which performance can be measured, evaluated, and continuously 

improved. When operational expectations are clearly defined, management is better positioned to 

identify process deficiencies, implement corrective actions, and evaluate the effectiveness of 

organizational improvements through measurable performance outcomes.

The empirical observations documented throughout this study consistently demonstrated that 

successful customer contact centers treated information technology and operational processes as 

complementary components of a unified management system. Organizations achieving the 

highest levels of operational performance invested not only in reliable technology but also in 

developing standardized procedures that govern the consistent use of those systems across the 

organization. These observations directly contributed to the identification of Reliable 

Information Technology and Standardized Operational Processes as two of the foundational 

elements of the Nine-Factor Empirical Call Center Management Model. Together, these factors 

provide the operational infrastructure upon which employee performance, quality assurance, and 

continuous organizational improvement depend.

Quality Assurance and Continuous Improvement

Delivering consistent, high-quality customer service is one of the primary objectives of every 

successful customer contact center. While operational efficiency, productivity, and financial 

performance remain important organizational goals, these objectives cannot be achieved at the 

expense of service quality or customer satisfaction. Every customer interaction shapes the 
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customer's perception of the organization and contributes to its overall reputation. Consequently, 

organizations must establish management systems that ensure consistent service delivery while 

complying with organizational standards, client expectations, and applicable regulatory 

requirements (Hoyle, 2012).

Quality service extends beyond courteous customer interactions. Within customer contact 

centers, service quality encompasses the accuracy of information provided to customers, 

adherence to established operational procedures, compliance with regulatory requirements, 

effective problem resolution, professionalism, and the consistent execution of organizational 

policies. Particularly within the deregulated energy industry, employees must balance customer 

satisfaction with strict regulatory requirements governing customer enrollment, disclosures, sales 

verification, account maintenance, and documentation. Organizations that consistently deliver 

high-quality service are generally better positioned to strengthen customer relationships, improve 

customer retention, reduce operational errors, and protect organizational reputation.

Quality assurance is the structured process by which organizations evaluate operational 

performance and ensure that established service standards are consistently met. Most customer 

contact centers utilize formal quality monitoring programs to evaluate customer interactions, 

identify coaching opportunities, verify compliance with operational procedures, and measure 

adherence to client and regulatory expectations. Effective quality assurance programs provide 

management with objective information on employee performance while identifying operational 

trends that require corrective action. Rather than functioning solely as an inspection process, 

quality assurance serves as an important management tool supporting employee development, 

operational consistency, and continuous organizational improvement (Hoyle, 2012).
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An effective quality assurance program depends upon clearly defined evaluation standards, 

consistent calibration among evaluators, timely employee feedback, and management's 

commitment to using evaluation results constructively. Employees should understand how 

performance is measured, why standards have been established, and how quality evaluations 

contribute to both personal development and organizational success. Likewise, supervisors must 

utilize quality monitoring results as coaching opportunities rather than merely documenting 

performance deficiencies. Organizations that integrate quality assurance into everyday 

management practices generally achieve greater consistency, stronger employee engagement, 

and improved operational performance than those that treat quality monitoring solely as a 

compliance requirement.

Quality assurance alone, however, does not improve organizational performance. Sustainable 

improvement occurs only when organizations systematically analyze quality findings, identify 

underlying causes of operational deficiencies, implement corrective actions, and evaluate the 

effectiveness of those improvements over time. Continuous improvement, therefore, represents 

an ongoing management philosophy rather than a series of isolated corrective activities. 

Organizations committed to continuous improvement encourage managers and employees to 

identify opportunities for operational enhancement, recommend process improvements, and 

regularly evaluate organizational performance using objective operational data. This philosophy 

supports organizational adaptability while promoting a culture focused on long-term operational 

excellence (ASQ, 2015).

The relationship between quality assurance and continuous improvement is particularly 

important in customer contact centers, where operational conditions continually evolve. Changes 
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in client requirements, regulatory expectations, customer preferences, technology, and workforce 

composition require organizations to regularly review existing processes and modify operational 

practices when appropriate. Management systems that fail to adapt to changing conditions 

frequently experience declining service quality, increased operational inefficiencies, and reduced 

employee effectiveness. Conversely, organizations that routinely evaluate performance and 

implement structured improvement initiatives are generally better equipped to maintain 

operational consistency while responding effectively to changing business requirements.

The empirical observations documented throughout this study consistently demonstrated that 

successful customer contact centers viewed quality assurance as considerably more than an 

employee evaluation process. Instead, quality assurance functioned as the organization's primary 

feedback mechanism for identifying operational strengths, recognizing improvement 

opportunities, and guiding management decision-making. When integrated with leadership, 

standardized operational processes, employee development, and meaningful performance 

measurement, quality assurance became a catalyst for continuous organizational improvement 

rather than merely a means of measuring employee compliance.

These observations ultimately contributed to the identification of Quality Service Delivery, 

Quality Assurance, and Continuous Evaluation and Corrective Improvement as three 

interdependent factors within the Nine-Factor Empirical Call Center Management Model. 

Collectively, these factors emphasize that sustainable organizational success depends not only 

upon measuring operational performance but also upon using that information to improve 

organizational systems, strengthen employee performance, and continuously enhance the 

customer experience.
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Performance Measurement and Key Performance Indicators

Performance measurement has become one of the most important management functions within 

modern customer contact centers. Organizations cannot effectively manage operational 

performance without reliable information regarding productivity, service quality, customer 

satisfaction, workforce utilization, and financial results. Consequently, performance 

measurement serves as the foundation for executive decision-making, operational planning, 

workforce management, quality assurance, and continuous improvement. Well-designed 

performance measurement systems enable organizations to objectively evaluate current 

performance, identify emerging trends, allocate resources effectively, and make informed 

management decisions that support long-term organizational success (Parmenter, 2015).

The increasing sophistication of customer contact center operations has expanded both the 

quantity and complexity of operational information available to management. Advances in 

reporting technology now allow organizations to monitor virtually every aspect of contact center 

performance in real time. Service levels, average handle time, abandonment rates, first-call 

resolution, occupancy, schedule adherence, quality scores, sales conversion rates, customer 

satisfaction, and employee productivity are routinely measured and reported through integrated 

management information systems. While the availability of this information provides significant 

opportunities for operational improvement, it also presents an important management challenge. 

Organizations must determine which measurements provide meaningful insight into 

organizational performance and which simply generate additional data without improving 

decision-making (Cleveland, 2013).
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Effective performance measurement requires considerably more than collecting operational 

statistics. Individual metrics should clearly support organizational objectives and provide 

management with actionable information to guide operational decisions. Metrics that are 

inconsistent with organizational priorities or interpreted independently of one another may 

encourage behaviors that improve individual measurements while adversely affecting overall 

organizational performance. For example, excessive emphasis on reducing average handle time 

may improve efficiency statistics while simultaneously reducing customer satisfaction or 

increasing repeat customer contacts. Similarly, focusing exclusively on sales production without 

equal attention to regulatory compliance or service quality may expose organizations to 

unnecessary operational and regulatory risk. Successful performance management, therefore, 

requires executive leaders to evaluate operational performance using a balanced collection of 

measurements rather than relying upon any single indicator of success.

Within the deregulated energy industry, performance measurement assumes additional 

importance because operational results directly affect regulatory compliance, client relationships, 

financial performance, and organizational reputation. Customer acquisition campaigns must 

balance sales production with enrollment quality and regulatory adherence. Customer service 

operations must achieve established service levels while maintaining customer satisfaction and 

operational accuracy. Quality assurance programs must identify performance deficiencies before 

they affect regulatory compliance or client expectations. These competing priorities require 

management to evaluate operational performance from multiple perspectives while recognizing 

the interdependent nature of organizational systems.
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The most effective performance measurement systems extend beyond historical reporting by 

providing management with information that supports proactive decision-making and continuous 

organizational improvement. Executive leaders should routinely analyze performance trends, 

identify operational variances, evaluate the effectiveness of corrective actions, and communicate 

performance expectations throughout the organization. Performance information should not 

simply document past results; it should become an integral component of the organization's 

management system, guiding planning, resource allocation, employee development, operational 

improvements, and strategic decision-making. When performance measurement becomes 

embedded within everyday management practices, organizations are better positioned to respond 

quickly to operational challenges while maintaining consistent service quality and organizational 

effectiveness.

Throughout the operational environments examined in this study, successful customer contact 

centers consistently demonstrated a disciplined approach to performance measurement. 

Executive leaders relied on meaningful operational metrics to evaluate every major component 

of the organization, including workforce productivity and quality assurance, customer 

satisfaction, financial performance, and regulatory compliance. More importantly, these 

organizations recognized that performance measurement represented only one element of a 

broader management system. Operational metrics were most valuable when interpreted within 

the context of leadership, workforce development, standardized operational processes, 

information technology, quality assurance, and continuous improvement rather than as isolated 

measures of organizational success.
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These empirical observations ultimately reinforced one of the central principles underlying the 

Nine-Factor Empirical Call Center Management Model: organizational performance is not 

determined by any single operational metric but by the effectiveness with which management 

integrates multiple organizational disciplines into a coordinated operating system. Performance 

measurement, therefore, serves as both an evaluative mechanism and a management tool, 

providing the objective information necessary to assess organizational effectiveness while 

supporting informed executive decision-making and continuous organizational improvement.

Summary of the Literature

The literature reviewed throughout this chapter demonstrates that successful customer contact 

center operations depend upon the effective coordination of numerous organizational disciplines 

rather than excellence within any single functional area. Researchers have consistently identified 

executive leadership, human resource management, employee development, information 

technology, standardized operational processes, quality assurance, and performance 

measurement as important contributors to organizational effectiveness. Individually, these 

management disciplines provide organizations with valuable guidance for improving operational 

performance, enhancing customer satisfaction, developing employees, and achieving strategic 

business objectives. Collectively, they establish the fundamental management principles upon 

which successful customer contact center operations are built.

While the existing body of research provides substantial guidance on these individual 

management functions, comparatively little literature presents a comprehensive operational 

management framework that explains how these disciplines interact within the unique operating 
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environment of customer contact centers serving the deregulated energy industry. Much of the 

published research examines leadership, workforce management, technology, quality assurance, 

or performance measurement independently, often emphasizing improvements within individual 

operational areas. In practice, however, customer contact center operations function as highly 

integrated organizational systems in which decisions affecting one operational component 

frequently influence performance throughout the organization. Executive leaders are therefore 

challenged not only to optimize individual departments but also to coordinate multiple 

organizational functions into a unified management system capable of consistently achieving 

organizational objectives.

The literature further demonstrates that organizations increasingly rely upon objective 

performance measurement and continuous improvement to support executive decision-making 

and operational effectiveness. Advances in information technology have provided managers with 

unprecedented access to operational information, allowing organizations to evaluate 

productivity, monitor service quality, forecast staffing requirements, measure customer 

satisfaction, and assess financial performance with greater precision. However, operational data 

alone does not improve organizational performance. Sustainable improvement depends upon 

management's ability to interpret that information, identify opportunities for improvement, 

implement effective corrective actions, and continuously evaluate organizational outcomes. 

Successful organizations therefore recognize that operational performance results from the 

coordinated interaction of leadership, people, technology, standardized processes, quality 

management, and performance measurement rather than the isolated application of any 

individual management practice.
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The empirical observations documented throughout this study support and extend the 

management principles identified throughout the literature. Across multiple inbound and 

outbound customer contact center environments, successful organizations consistently 

demonstrated the integration of executive leadership, effective hiring practices, reliable 

information technology, standardized operational processes, comprehensive employee training, 

quality service delivery, quality assurance, continuous evaluation, and meaningful performance 

measurement into a coordinated operational management system. These recurring observations 

ultimately led to the development of the Nine-Factor Empirical Call Center Management Model, 

which serves as the principal contribution of this research. Rather than replacing existing 

management theory, the proposed model integrates well-established management disciplines into 

a practical operational framework specifically designed for customer contact centers operating 

within the deregulated energy industry.

Building upon the scholarly foundation established throughout this chapter, Chapter 3 describes 

the methodology used to develop the Nine-Factor Empirical Call Center Management Model. 

The following chapter explains the practitioner-based research approach employed throughout 

this study, describes the operational environments in which the empirical observations were 

developed, and outlines the process through which executive leadership experience and practical 

application contributed to the development of an integrated management framework intended to 

improve customer contact center performance.
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CHAPTER 3

RESEARCH METHODOLOGY AND MODEL DEVELOPMENT

Introduction

The purpose of this chapter is to describe the methodology used to develop the Nine-Factor 

Empirical Call Center Management Model and to explain the process through which the 

framework evolved from direct executive leadership experience within multiple customer contact 

center environments. Unlike traditional academic research relying primarily upon surveys, 

experimental design, or statistical analysis, this study employs an empirical practitioner research 

approach grounded in operational observation, organizational implementation, performance 

evaluation, and continuous management refinement. The resulting framework reflects the 

systematic application of established management principles within real-world business 

environments and documents the recurring organizational factors that consistently contributed to 

successful operational performance.

Customer contact centers operating within the deregulated energy industry present a particularly 

dynamic management environment. Executive leaders must simultaneously coordinate 

workforce management, customer acquisition, regulatory compliance, quality assurance, 

information technology, operational processes, financial performance, and customer satisfaction 

while responding to continually changing client expectations and market conditions. Over time, 

repeated implementation of management initiatives across multiple organizations revealed 

consistent patterns regarding the organizational disciplines most closely associated with 
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operational success. These recurring observations ultimately provided the foundation for the 

development of the Model presented in this research.

The methodology employed throughout this study reflects the applied nature of graduate 

business research and emphasizes practical organizational improvement rather than theoretical 

model development. The objective was not to validate an existing management theory, but to 

identify recurring operational practices that consistently improved organizational performance 

across multiple customer contact center environments. Existing management literature provided 

an important conceptual foundation for understanding leadership, workforce development, 

quality assurance, performance measurement, and organizational effectiveness. However, the 

framework itself emerged through the practical application, observation, evaluation, and 

continuous refinement of these management principles within operational settings.

This chapter first describes the overall research design and operational setting in which the study 

was conducted. It then explains the development of the Nine-Factor Empirical Call Center 

Management Model, including the methods used to collect and evaluate operational 

observations, identify recurring management patterns, and refine the framework through 

practical implementation. The chapter concludes by discussing the reliability and trustworthiness 

of the research, ethical considerations associated with practitioner-based research, and the 

methodological limitations that should be considered when interpreting the findings presented in 

Chapter 4.
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Research Design

The research presented in this study employs an empirical practitioner research design grounded 

in direct executive leadership experience and the systematic observation of customer contact 

center operations within the deregulated energy industry. Unlike traditional academic research 

that seeks to test predetermined hypotheses through controlled experimentation or statistical 

analysis, this study examines organizational performance through the practical implementation, 

evaluation, and continuous refinement of management practices within operational business 

environments. The objective of the research was to identify the recurring organizational factors 

that consistently influenced operational success and to organize those observations into a 

comprehensive management framework capable of supporting executive decision-making. 

Practitioner-based research is particularly appropriate within applied business disciplines 

because it allows experienced organizational leaders to generate practical knowledge directly 

from management practice while maintaining a disciplined and reflective approach to 

organizational improvement (Coghlan & Brannick, 2014).

The research design adopted for this study reflects the applied nature of an MBA capstone and 

recognizes that many significant management innovations originate through executive practice 

rather than laboratory research. Throughout the course of managing multiple customer contact 

centers, operational decisions were continually implemented, evaluated, refined, and reassessed 

in response to changing business conditions, client expectations, workforce challenges, 

regulatory requirements, and organizational performance. Over time, recurring management 

patterns became increasingly evident, suggesting that sustained operational success depended 

upon the coordinated interaction of several organizational disciplines rather than isolated 
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improvements within individual departments. These recurring observations provided the basis 

for the development of the Nine-Factor Empirical Call Center Management Model.

Although the Model emerged through practical experience, its development was informed by 

established management principles documented throughout the literature. Leadership theory, 

human resource management, quality management, organizational behavior, information 

systems, and performance measurement each provided conceptual support for understanding 

individual components of successful customer contact center operations. The research did not 

seek to validate these established disciplines independently; rather, it examined how they 

interacted within complex operational environments and how their coordinated application 

contributed to organizational effectiveness. This distinction is important because the principal 

contribution of the study is not the identification of individual management practices, but the 

integration of those practices into a unified operational management framework.

The primary source of evidence supporting the Model consisted of repeated operational 

observations collected through executive leadership responsibilities across multiple inbound and 

outbound customer contact center environments. These observations were reinforced through the 

ongoing evaluation of organizational performance using operational reports, quality assurance 

findings, workforce management data, customer satisfaction indicators, financial performance 

measures, employee coaching activities, and continuous improvement initiatives. Rather than 

relying upon a single organizational case study or isolated management experience, the 

framework evolved through repeated implementation across multiple operational settings, 

allowing recurring organizational patterns to be observed, compared, refined, and validated 

through practical application.
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This research design aligns with the objectives of applied business research by emphasizing 

organizational effectiveness and managerial application. The resulting framework is intended to 

assist executives and operational leaders in evaluating customer contact center performance 

through an integrated systems perspective rather than through isolated operational 

measurements. By documenting the systematic development of the Nine-Factor Empirical Call 

Center Management Model, this study contributes to the existing body of management literature 

while providing practitioners with a practical framework for improving organizational 

performance within customer contact centers serving the deregulated energy industry.

Research Setting

The empirical observations supporting this study were developed through executive leadership 

responsibilities within multiple inbound and outbound customer contact center operations 

serving the deregulated energy industry in the United States. These operational environments 

included both internally managed customer contact centers and Business Process Outsourcing 

(BPO) organizations that provided customer acquisition, customer service, enrollment 

processing, sales verification, and account management services on behalf of retail energy 

suppliers. Although each organization operated under unique business objectives and client 

requirements, they shared many common operational characteristics that provided opportunities 

for comparative observation and organizational analysis.

The customer contact centers examined throughout this research varied in size, organizational 

structure, and operational responsibilities. Some environments focused primarily on inbound 

customer service activities, while others emphasized outbound sales, customer acquisition, and 
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third-party sales verification. Many operations performed multiple functions simultaneously, 

requiring executive leadership to coordinate customer service, workforce management, quality 

assurance, regulatory compliance, information technology, financial performance, and employee 

development within a single operational environment. This diversity provided an opportunity to 

evaluate management practices across multiple organizational settings while identifying 

recurring operational factors that consistently influenced organizational performance.

The deregulated energy industry presented a particularly appropriate environment for empirical 

observation because of its operational complexity and regulatory requirements. Organizations 

operating within competitive retail energy markets must continually balance customer 

acquisition objectives with customer service expectations, regulatory compliance, operational 

efficiency, and financial performance. Customer interactions are frequently governed by detailed 

contractual obligations, client service standards, and state regulatory requirements that require 

consistent operational execution and comprehensive management oversight. Consequently, 

executive decisions often influence multiple organizational functions simultaneously, providing 

an ideal setting for examining the interactions among leadership, operational processes, 

employee development, technology, quality assurance, and performance measurement.

The operational environments examined in this study also experienced continual organizational 

change driven by evolving client expectations, competitive market conditions, technological 

advancements, workforce challenges, and regulatory developments. Executive leadership 

therefore required the ongoing implementation of operational improvements, process redesign, 

performance management initiatives, employee development programs, and organizational 

restructuring efforts. These continual management activities created repeated opportunities to 
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observe the effectiveness of various operational practices and evaluate their influence on 

organizational performance over extended periods of implementation.

Throughout these executive responsibilities, operational performance was routinely evaluated 

using established management reports, quality assurance findings, workforce management data, 

financial performance indicators, customer satisfaction measures, employee coaching activities, 

and client performance reviews. Rather than relying upon isolated observations or individual 

organizational experiences, the study reflects recurring management patterns observed across 

multiple operational environments and refined through repeated implementation and evaluation. 

This longitudinal perspective strengthened the development of the Nine-Factor Empirical Call 

Center Management Model by enabling the assessment of management practices across varying 

organizational conditions and identifying the factors that consistently contributed to sustained 

operational success.

Although the operational observations documented in this study were developed within the 

deregulated energy industry, many of the underlying management principles extend beyond the 

specific organizations examined. Leadership, employee development, standardized operational 

processes, quality assurance, information technology, and performance measurement represent 

fundamental management disciplines applicable to many service-oriented organizations. 

Nevertheless, the complexity of customer contact center operations within the deregulated 

energy industry provided a particularly rigorous environment in which these management 

principles could be observed, evaluated, refined, and ultimately integrated into the 

comprehensive operational framework presented in this research.
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Development of the Nine-Factor Empirical Call Center Management Model

The Nine-Factor Empirical Call Center Management Model did not originate from a 

predetermined theoretical framework or a single organizational initiative. Rather, it evolved 

progressively through years of executive leadership experience managing multiple inbound and 

outbound customer contact center operations serving the deregulated energy industry. 

Throughout this period, numerous operational challenges required implementing management 

initiatives to improve organizational performance, strengthen customer service, increase 

workforce effectiveness, ensure regulatory compliance, and achieve established financial 

objectives. As these initiatives were implemented and evaluated, recurring organizational 

patterns emerged that consistently influenced operational success across organizations, client 

relationships, and business objectives.

Initially, individual management initiatives were implemented to address specific operational 

concerns such as improving employee performance, reducing turnover, increasing quality scores, 

strengthening customer satisfaction, or improving productivity. While many of these initiatives 

produced measurable improvements within their respective operational areas, long-term 

organizational success proved to depend less upon isolated management activities than upon the 

coordinated interaction of multiple organizational disciplines. Improvements achieved through 

enhanced employee training, for example, were often limited when hiring practices failed to 

identify qualified personnel. Likewise, investments in technology produced only marginal 

improvements when operational processes lacked consistency or when supervisory practices 

failed to reinforce organizational expectations. These recurring observations suggested that 
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operational performance resulted from the interaction of management systems rather than from 

the optimization of individual departments.

As executive leadership responsibilities expanded across multiple customer contact center 

environments, these recurring management patterns became increasingly consistent. Regardless 

of organizational size, client expectations, workforce composition, or operational structure, 

successful organizations consistently demonstrated strong executive leadership, effective hiring 

practices, reliable information technology, standardized operational processes, comprehensive 

employee development, high standards of customer service, structured quality assurance, 

continuous operational evaluation, and meaningful performance measurement. While individual 

organizations frequently emphasized one or more of these disciplines, sustained operational 

excellence occurred only when all were actively managed as components of a unified 

organizational system.

The development of the Model therefore occurred through an iterative process of observation, 

implementation, evaluation, and refinement. Management initiatives were continually assessed 

using operational reports, quality assurance findings, workforce management information, 

customer satisfaction measures, financial performance indicators, employee coaching activities, 

and client performance reviews. Successful practices were retained and incorporated into future 

operational strategies, while less effective approaches were modified or discontinued. Over time, 

this continuous management cycle enabled recurring organizational principles to be 

distinguished from isolated operational events, leading to the identification of the nine 

management factors that consistently contribute to organizational effectiveness.
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An important characteristic of the Model is that the nine factors were not identified 

independently of one another. Throughout the research process, it became increasingly apparent 

that each management discipline both influenced and depended upon the others. Executive 

leadership established organizational direction and accountability. Effective hiring provided the 

workforce necessary to execute organizational objectives. Information technology and 

standardized operational processes created consistency and operational efficiency. Employee 

development strengthened workforce capability, while quality service delivery and quality 

assurance provided mechanisms for evaluating organizational performance. Continuous 

evaluation supported ongoing improvement, and meaningful performance measurement supplied 

executive leadership with the information necessary to guide future management decisions. The 

resulting framework therefore represents an integrated operational management system rather 

than a collection of independent management practices.

The iterative nature of the Model's development also distinguishes it from many conceptual 

management frameworks described within the literature. Rather than being developed 

exclusively from theoretical analysis, the Model was continually refined through practical 

implementation within operational business environments. Repeated application across multiple 

organizations allowed management practices to be evaluated under varying operational 

conditions, strengthening confidence that the recurring management factors identified throughout 

this study represented fundamental organizational principles rather than circumstances unique to 

a particular organization or client relationship. This process of continuous refinement contributed 

significantly to both the practical relevance and organizational applicability of the Model.
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Figure 3.1 illustrates the developmental process through which recurring operational 

observations were transformed into the Nine-Factor Empirical Call Center Management Model.

Figure 3.1

Development of the Nine-Factor Empirical Call Center Management Model

Stage Description Primary Outcome

Executive Leadership 
Experience

Executive leadership across multiple 
inbound and outbound customer contact 
center environments within the deregulated 
energy industry.

Broad operational 
exposure across diverse 
organizational settings.

Operational Observation

Systematic observation of operational 
performance, workforce activities, customer 
interactions, technology utilization, and 
management practices.

Identification of recurring 
operational themes.

Pattern Identification
Comparison of recurring management 
practices observed across multiple 
organizations and operational environments.

Recognition of common 
organizational success 
factors.

Practical 
Implementation

Implementation of management initiatives 
designed to improve organizational 
performance and address operational 
challenges.

Evaluation of 
management practices 
under real-world 
conditions.

Continuous Evaluation 
and Refinement

Ongoing assessment of operational 
outcomes through performance 
measurement, quality assurance, coaching, 
and executive review.

Continuous refinement of 
management principles.

Nine-Factor Empirical 
Call Center Management 
Model

Integration of recurring organizational 
factors into a unified operational 
management system.

Development of the 
Model presented in this 
research.

Note. The Nine-Factor Empirical Call Center Management Model was developed through an 
iterative process of executive leadership, operational observation, implementation, evaluation, 
and continuous refinement across multiple customer contact center environments serving the 
deregulated energy industry. Rather than emerging from a single organization or isolated 
initiative, the Model evolved through repeated application and assessment under varying 
operational conditions. 
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As illustrated in Figure 3.1, the Model represents the culmination of a continuous management 

process rather than a single research activity. Executive leadership experience provided the 

operational environment in which management practices could be observed, implemented, 

evaluated, and refined over time. Through repeated application across multiple customer contact 

center environments, recurring organizational principles emerged that ultimately formed the 

foundation of the Nine-Factor Empirical Call Center Management Model presented in Chapter 4. 

The Model therefore reflects both established management theory and the practical realities of 

executive leadership within complex customer contact center operations, providing an integrated 

framework intended to support sustained organizational performance and continuous operational 

improvement.

Sources of Operational Evidence

The development of the Nine-Factor Empirical Call Center Management Model was informed by 

the systematic evaluation of multiple sources of operational evidence collected during executive 

leadership roles in customer contact center environments. Rather than relying on a single source 

of organizational information, the research incorporated operational, managerial, financial, and 

performance-related data to provide a comprehensive understanding of organizational 

effectiveness. Examining multiple sources of evidence strengthened the research by allowing 

management observations to be compared across numerous operational functions rather than 

being derived from isolated performance measures.

A primary source of operational evidence consisted of routinely generated management reports 

used to evaluate organizational performance. These reports included operational dashboards, 
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workforce management reports, productivity summaries, sales performance reports, service level 

analyses, quality assurance results, customer satisfaction indicators, and financial performance 

summaries. Executive leadership relied upon these reports to monitor organizational 

performance, identify operational trends, evaluate management initiatives, and support strategic 

decision-making. Because these reporting mechanisms were consistently used across multiple 

operational environments, they provided a reliable basis for identifying recurring management 

patterns that extended beyond individual organizations.

Quality assurance evaluations and employee performance reviews also provided valuable 

operational evidence throughout the Model's development. Routine monitoring of customer 

interactions, supervisory coaching sessions, calibration meetings, and performance improvement 

initiatives offered direct insight into employee performance, procedural compliance, service 

quality, and organizational effectiveness. These activities frequently identify recurring 

operational strengths and deficiencies, informing subsequent management decisions and 

contributing to the ongoing refinement of organizational practices.

Additional operational evidence was obtained through workforce management activities, 

executive planning sessions, operational meetings, client performance reviews, and continuous 

improvement initiatives. Forecasting activities, staffing analyses, scheduling reviews, technology 

implementations, process redesign efforts, and organizational restructuring initiatives provided 

repeated opportunities to evaluate how management decisions influenced operational 

performance. Because these activities occurred continuously throughout the organizations 

examined, they allowed recurring organizational relationships to be observed under varying 

business conditions rather than within isolated operational events.
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An important characteristic of the evidence supporting this study is that it reflects normal 

business operations rather than information collected specifically for academic research 

purposes. The operational reports, quality reviews, financial analyses, customer service metrics, 

and management discussions examined throughout this research were developed as part of 

routine executive management responsibilities and were used to support ongoing organizational 

decision-making. Consequently, the observations presented in this study reflect authentic 

organizational conditions and management practices as they occurred within real-world 

operational environments.

The use of multiple sources of operational evidence also enhanced the credibility of the resulting 

Model by allowing recurring observations to be confirmed through different organizational 

perspectives. Operational performance measures could be compared with quality assurance 

findings, employee coaching activities, customer satisfaction indicators, workforce management 

reports, and executive performance reviews to determine whether consistent management themes 

emerged across independent sources of evidence. This process of triangulation strengthened 

confidence that the recurring organizational factors identified throughout the research 

represented fundamental management principles rather than isolated operational events or 

temporary organizational conditions (Yin, 2014).

Although the evidence supporting this study was primarily qualitative, many operational 

observations were informed by objective organizational performance measures routinely 

monitored in customer contact center environments. These measures included service levels, 

productivity, quality scores, customer satisfaction indicators, employee performance metrics, 

sales conversion rates, regulatory compliance measures, and financial performance indicators. 
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The integration of objective performance information with executive observation provided a 

balanced perspective that combined measurable operational outcomes with practical 

management experience, contributing to the development and refinement of the Nine-Factor 

Empirical Call Center Management Model.

Analysis and Synthesis of Operational Findings

The analysis supporting the development of the Nine-Factor Empirical Call Center Management 

Model was conducted through a systematic process of comparing operational observations, 

evaluating management outcomes, and identifying recurring organizational patterns across 

multiple customer contact center environments. Rather than examining isolated operational 

events, the research focused on identifying management practices that consistently influenced 

organizational performance regardless of organizational size, client relationships, workforce 

composition, or operational objectives. This comparative approach allowed recurring 

management principles to emerge through repeated observation and practical application rather 

than through isolated organizational success or failure.

The analytical process began with the routine evaluation of operational performance using 

multiple sources of organizational evidence, including operational reports, quality assurance 

findings, workforce management information, financial performance indicators, customer 

satisfaction measures, employee coaching activities, and executive management reviews. These 

sources were not evaluated independently. Instead, they were considered collectively to 

determine whether recurring relationships existed between management decisions and 

organizational outcomes. This systems-oriented perspective recognized that customer contact 
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center performance results from the interaction of multiple organizational functions rather than 

the effectiveness of any single operational activity.

As recurring observations accumulated across multiple organizations, management initiatives, 

and operational conditions, consistent themes began to emerge. Successful organizations 

repeatedly demonstrated strong executive leadership, disciplined hiring practices, structured 

employee development, dependable information technology, standardized operational processes, 

comprehensive quality assurance, meaningful performance measurement, and an organizational 

commitment to continuous improvement. Conversely, operational deficiencies frequently 

occurred when one or more of these management disciplines were absent, inconsistently applied, 

or inadequately supported by executive leadership. The consistency of these observations across 

multiple operational settings strengthened confidence that they represented fundamental 

organizational principles rather than isolated management practices.

The analytical process also emphasized the relationships among these recurring management 

themes. Rather than treating leadership, employee development, technology, operational 

processes, and quality assurance as independent organizational functions, the research examined 

how improvements in one area influenced performance across the organization. For example, 

investments in employee training produced more sustainable improvements when supported by 

effective hiring practices and standardized operational procedures. Likewise, quality assurance 

initiatives were most effective when integrated with meaningful performance measurement, 

supervisory coaching, and executive accountability. These recurring relationships suggested that 

organizational performance was best understood as the product of an interconnected 

management system rather than a collection of independent operational activities.
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Throughout the synthesis process, recurring management themes were continually refined by 

comparing new operational observations with previously identified organizational patterns. 

Management practices that consistently contributed to improved operational outcomes were 

retained and strengthened, while observations that could not be consistently replicated across 

multiple organizational settings were excluded from the developing framework. This iterative 

process ensured that the resulting Model reflected management principles that demonstrated 

practical applicability across diverse customer contact center environments rather than practices 

unique to a particular organization, client, or operational circumstance.

The final stage of analysis consisted of organizing the recurring management principles into a 

logical operational framework that reflected both their individual significance and their 

collective interaction. This synthesis identified nine interdependent management factors that 

consistently influenced organizational performance across the environments examined in this 

study. The factors were not organized by organizational hierarchy or departmental structure, but 

rather by their functional relationships within an integrated management system. The resulting 

Nine-Factor Empirical Call Center Management Model therefore represents the synthesis of 

repeated executive observations, operational implementation, organizational evaluation, and 

continuous refinement into a practical framework for managing customer contact center 

operations.

Figure 3.2 illustrates the analytical process through which recurring operational evidence was 

synthesized into the Nine-Factor Empirical Call Center Management Model.

Figure 3.2

Analysis and Synthesis of Operational Findings
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Research Process
Step 1 – Sources of Operational Evidence

Collection of operational evidence from multiple organizational sources, including operational 
reports, quality assurance evaluations, workforce management data, financial performance 
indicators, customer satisfaction measures, and executive management reviews.

↓
Step 2 – Comparison Across Multiple Operational Environments

Comparison of operational observations across multiple inbound and outbound customer contact 
center environments to identify recurring organizational practices and management approaches.

↓
Step 3 – Identification of Recurring Management Themes

Recognition of consistent management principles that repeatedly contributed to organizational 
performance, operational effectiveness, customer satisfaction, and workforce success.

↓
Step 4 – Evaluation of Organizational Relationships and Dependencies

Evaluation of how leadership, hiring, technology, operational processes, employee development, 
quality assurance, continuous improvement, and performance measurement interacted as 
components of an integrated management system.

↓
Step 5 – Refinement Through Practical Operational Application

Implementation, evaluation, and refinement of management initiatives through ongoing 
executive leadership and operational management across multiple organizational environments.

↓
Step 6 – Integration into the Nine-Factor Empirical Call Center Management Model

Synthesis of recurring management principles into a comprehensive operational framework 
designed to support executive decision-making and continuous organizational improvement.

Note. The analytical process illustrates the progression from operational observation to the 
development of the Nine-Factor Empirical Call Center Management Model. Each stage builds 
upon the previous stage, resulting in an integrated management framework derived from 
executive leadership experience, operational observation, practical implementation, and 
continuous refinement. Source: Developed by the author.
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Model Validation

The Nine-Factor Empirical Call Center Management Model was not developed from a single 

management initiative or isolated organizational experience. Instead, the Model evolved over 

time through repeated application within multiple customer contact center environments serving 

the deregulated energy industry. As management initiatives were implemented and operational 

performance was evaluated, the same organizational principles consistently emerged as 

significant contributors to long-term success. This repeated application provided an ongoing 

opportunity to refine the Model and strengthened confidence that the management factors 

identified throughout this research represented recurring operational practices rather than isolated 

observations.

An important characteristic of the Model is that it was developed across organizations with 

differing operational responsibilities, client expectations, workforce compositions, and business 

objectives. While each organization possessed unique operational characteristics, successful 

operations consistently demonstrated similar management practices. Strong executive leadership, 

effective hiring, employee development, reliable information technology, standardized 

operational procedures, quality assurance, continuous operational evaluation, and meaningful 

performance measurement consistently contributed to improved organizational performance 

across diverse operating environments. The consistency of these observations across multiple 

organizations supports the practical applicability of the Model.

The Model was also continually evaluated using established operational measures commonly 

employed within customer contact center management. Executive leadership routinely reviewed 
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operational reports, workforce management information, quality assurance results, financial 

performance indicators, customer satisfaction measures, and employee performance data when 

assessing the effectiveness of management initiatives. These operational measures provided 

objective feedback on organizational performance and enabled management decisions to be 

evaluated based on measurable business outcomes rather than subjective opinion alone. Over 

time, this continuous evaluation process strengthened the Model by confirming which 

management practices consistently produced sustainable operational improvements.

Finally, the Model’s practical value is reinforced by its consistency with the broader 

management literature reviewed in Chapter 2. Existing research recognizes the importance of 

leadership, employee development, technology, standardized operational processes, quality 

management, and performance measurement as individual contributors to organizational success. 

The contribution of this study is not the introduction of these concepts, but their integration into 

a single operational management system specifically designed for customer contact centers 

operating within the deregulated energy industry. By organizing these well-established 

management disciplines into a unified framework, the Model provides executives with a 

practical approach for evaluating organizational performance and identifying opportunities for 

continuous operational improvement.

Ethical Considerations

The development of the Nine-Factor Empirical Call Center Management Model was guided by 

established principles of professional responsibility, confidentiality, and ethical business 

practice. The Model was derived from executive leadership experience, operational observation, 
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and the practical application of management principles across multiple customer contact center 

environments. Throughout the development of this research, care was taken to ensure that the 

information presented focused on organizational management practices rather than the activities 

of any individual employee, client, or organization.

To preserve organizational confidentiality, this study does not identify specific companies, 

clients, employees, or proprietary business information. Operational observations are presented 

in a generalized manner intended to illustrate recurring management principles without 

disclosing confidential operational practices, financial information, contractual relationships, or 

competitive business strategies. This approach allows the research to communicate meaningful 

management insights while respecting the confidentiality obligations associated with executive 

leadership responsibilities.

The operational evidence discussed throughout this study was generated in the normal course of 

business and used solely to evaluate organizational performance and support executive decision-

making. No information was collected through direct interaction with research participants, and 

no surveys, interviews, or experimental procedures were conducted specifically for the purposes 

of this study. Consequently, the research presents synthesized management observations rather 

than individual organizational case studies or employee evaluations.

The objective of this research is to contribute to the advancement of management practice by 

presenting a practical operational Model that may assist executive leaders responsible for 

customer contact center operations. Every effort has been made to present the findings 

objectively, accurately, and in a manner consistent with accepted standards of professional and 
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academic integrity. By emphasizing recurring management principles rather than organization-

specific practices, the study seeks to provide guidance that is both ethically responsible and 

broadly applicable to customer contact center management.

Methodological Limitations

As with any applied management research, several limitations should be considered when 

interpreting the findings presented in this study. The Nine-Factor Empirical Call Center 

Management Model was developed through executive leadership experience, operational 

observation, practical implementation, and continuous refinement within customer contact center 

environments serving the deregulated energy industry. Although the recurring management 

principles identified throughout the research demonstrated consistent application across multiple 

organizations, the Model was not developed through controlled experimentation or statistical 

analysis. Accordingly, the findings should be viewed as an empirically derived management 

framework intended to support executive decision-making rather than as a universally predictive 

model applicable to every organizational setting.

The operational environments examined in this research were primarily inbound and outbound 

customer contact centers operating in the deregulated United States energy market. While many 

of the management principles discussed in this study are consistent with broader organizational 

management literature and are likely applicable to other service-oriented industries, 

organizations operating under different regulatory structures, business models, or operational 

requirements may require modifications to reflect their unique environments. Consequently, 
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executive leaders should consider the specific characteristics of their organizations when 

applying the Model.

Another limitation involves the dynamic nature of customer contact center operations. Advances 

in information technology, evolving customer expectations, regulatory changes, and shifting 

business strategies continually influence the way organizations deliver customer service and 

manage operational performance. Although the management principles presented in this study 

are intended to provide a stable operational foundation, individual management practices and 

supporting technologies will continue to evolve over time. Organizations should therefore view 

the Model as a flexible management framework capable of adapting to changing operational 

conditions rather than as a rigid set of management procedures.

Finally, the observations supporting this research were developed through executive leadership 

responsibilities and practical management application rather than through formal academic field 

research. While this practitioner-based approach provides valuable insight into real-world 

organizational operations, future research may further evaluate, refine, or expand the Model 

through additional case studies, comparative organizational research, or quantitative analysis. 

Such research would contribute to a broader understanding of the Model's applicability across 

industries while building upon the practical management principles established through this 

study.
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CHAPTER 4

THE NINE-FACTOR EMPIRICAL CALL CENTER MANAGEMENT MODEL

Introduction

The preceding chapters established the need for an integrated operational management 

framework to support customer contact center performance in the deregulated energy industry. 

Chapter 1 introduced the purpose and objectives of the research, while Chapter 2 examined the 

management literature related to leadership, human resource management, information 

technology, operational processes, quality assurance, continuous improvement, and performance 

measurement. Chapter 3 described the methodology used to develop the Nine-Factor Empirical 

Call Center Management Model, drawing on executive leadership experience, operational 

observation, practical implementation, and continuous refinement across multiple customer 

contact center environments.

This chapter presents the Nine-Factor Empirical Call Center Management Model, the principal 

contribution of this research. The Model was developed through the recurring observation that 

successful customer contact center operations do not depend upon excellence within a single 

department or management discipline. Instead, sustained organizational performance results 

from the coordinated interaction of several operational components that collectively influence 

customer service, employee performance, regulatory compliance, operational efficiency, and 

financial results.

Although each factor contributes independently to organizational performance, the greatest 

benefit is realized when all nine factors operate as components of a unified management system. 

Strong leadership establishes organizational direction and accountability. Effective hiring and 
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employee development provide the workforce necessary to achieve organizational objectives. 

Information technology and standardized operational processes create operational consistency, 

while quality service delivery and quality assurance ensure that customer expectations and 

organizational standards are consistently achieved. Continuous evaluation and meaningful 

performance measurement provide management with the information necessary to identify 

improvement opportunities and support informed executive decision-making.

The Model is not intended to replace existing management theories or organizational best 

practices. Rather, it integrates well-established management principles into a practical 

operational framework specifically designed for customer contact center environments. 

Throughout its development, the Model consistently demonstrated that organizational 

performance improved when executive leadership managed these operational disciplines 

collectively rather than independently. The interdependence of the factors is therefore one of the 

defining characteristics of the Model and distinguishes it from many traditional approaches to 

customer contact center management.

The remainder of this chapter examines each of the nine factors individually, explaining their 

purpose, operational significance, and relationships with the other components of the Model. 

Collectively, these discussions illustrate how integrating the nine factors creates a comprehensive 

management system capable of supporting sustained organizational performance and continuous 

operational improvement in customer contact center operations.
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Table 3.1

Analysis and Synthesis of Operational Findings

Research Stage Primary Activity Outcome

Sources of Operational 
Evidence

Reviewed operational reports, quality 
assurance evaluations, workforce 
management data, customer 
satisfaction measures, financial 
performance indicators, and 
executive management reviews.

Comprehensive understanding 
of organizational performance 
across multiple operational 
functions.

Comparison Across 
Multiple Operational 
Environments

Compared management practices 
across inbound and outbound 
customer contact center operations 
serving multiple organizations and 
clients.

Identification of recurring 
organizational characteristics 
independent of individual 
operating environments.

Identification of 
Recurring Management 
Themes

Examined operational observations to 
determine management practices 
consistently associated with 
successful organizational 
performance.

Recognition of common 
leadership, workforce, 
technology, process, quality, 
and performance management 
principles.

Evaluation of 
Organizational 
Relationships

Assessed how individual 
management disciplines influenced 
one another within the overall 
operational system.

Understanding that 
organizational performance 
results from the interaction of 
multiple management functions 
rather than isolated activities.

Practical 
Implementation and 
Refinement

Implemented management initiatives, 
evaluated operational outcomes, and 
refined management practices 
through continuous application.

Progressive development and 
validation of recurring 
management principles.

Integration into the 
Nine-Factor Empirical 
Call Center 
Management Model

Organized recurring management 
principles into a unified operational 
management framework.

Development of the Nine-
Factor Empirical Call Center 
Management Model presented 
in this research.

Note. The analytical process combined executive leadership experience, operational observation, 
practical implementation, and continuous refinement to identify recurring management principles 
across multiple customer contact center environments. The resulting synthesis served as the basis 
for the Nine-Factor Empirical Call Center Management Model. Source: Developed by the author.
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Overview of the Nine-Factor Empirical Call Center Management Model

The Nine-Factor Empirical Call Center Management Model is founded upon the principle that 

sustainable organizational performance cannot be achieved through isolated improvements 

within individual departments or management functions. Across the operational environments 

examined in this study, organizations frequently invested considerable resources in technology, 

employee training, quality assurance, and performance measurement, yet failed to recognize the 

interdependence among these management disciplines. Although such initiatives often produced 

temporary improvements, long-term organizational success consistently depended on the 

coordinated management of multiple operational factors as an integrated system.

The Model presented in this research recognizes that customer contact center operations function 

as complex organizational systems in which leadership decisions influence hiring practices, 

hiring affects employee development, employee capability influences service quality, technology 

supports operational consistency, and performance measurement provides the information 

necessary for continuous organizational improvement. Consequently, no single factor should be 

viewed independently. Each contributes to organizational performance while simultaneously 

supporting and reinforcing the effectiveness of the remaining components.

The nine factors comprising the Model were identified through recurring operational 

observations developed over years of executive leadership experience managing inbound and 

outbound customer contact center operations within the deregulated energy industry. Although 

each factor represents an established management discipline supported by existing business 

literature, this research's contribution lies in organizing these disciplines into a unified 

operational management framework specifically designed for customer contact center 
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environments. The Nine-Factor Empirical Call Center Management Model consists of the 

following integrated management factors:

Table 4.1 

Nine-Factor Empirical Call Center Management Model
Factor Management Discipline Primary Organizational Purpose

1
Strong Executive 
Management and Leadership

Establish strategic direction, organizational culture, 
accountability, and executive oversight.

2
Effective Hiring of Quality 
Personnel

Recruit and select employees possessing the knowledge, 
skills, and behaviors necessary for organizational 
success.

3
Reliable Information 
Technology

Provide the technological infrastructure required to 
support efficient customer interactions and operational 
performance.

4
Standardized Operational 
Processes

Ensure consistency, efficiency, compliance, and 
operational reliability through documented procedures.

5
Comprehensive Initial 
Training

Prepare employees to perform assigned responsibilities 
confidently, consistently, and effectively.

6 Quality Service Delivery
Deliver customer interactions that satisfy organizational 
objectives while meeting customer expectations.

7 Quality Assurance
Monitor, evaluate, and improve operational performance 
through systematic performance assessment.

8
Continuous Evaluation and 
Corrective Improvement

Identify opportunities for organizational improvement 
through ongoing evaluation and management 
intervention.

9 Performance Measurement
Monitor organizational effectiveness using meaningful 
operational and financial performance indicators.

Note. The Nine-Factor Empirical Call Center Management Model represents an integrated 
operational management system in which each factor contributes to and reinforces the 
effectiveness of the others. The factors are presented in the order that most naturally supports 
organizational development; however, successful implementation requires continuous 
coordination among all nine management disciplines. Source: Developed by the author.

The sections that follow examine each of the nine factors individually, discussing their 

operational significance, relationship to the overall management system, and contribution to 

organizational performance. Although each factor may be implemented independently, the 

greatest organizational benefit is achieved when the factors operate collectively as components 
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of an integrated management system. This systems-oriented approach distinguishes the Model 

from many traditional customer contact center management practices that emphasize individual 

operational improvements rather than comprehensive organizational effectiveness.

Factor One: Strong Executive Management and Leadership

Strong executive management and leadership serves as the foundation of the Nine-Factor 

Empirical Call Center Management Model. Throughout the operational environments examined 

in this study, executive leadership consistently influenced every aspect of organizational 

performance, from strategic planning and workforce development to customer satisfaction, 

regulatory compliance, financial performance, and organizational culture. While technology, 

operational processes, and employee development each contribute significantly to organizational 

effectiveness, their successful implementation ultimately depends upon executive leadership's 

ability to establish a clear vision, communicate expectations, allocate resources, and maintain 

organizational accountability. As Northouse (2016) observed, effective leadership provides the 

direction and influence necessary to align organizational resources with strategic objectives.

Within customer contact center operations, executive leadership extends well beyond 

administrative oversight. Customer contact centers operate within dynamic environments 

characterized by changing customer expectations, demanding performance standards, workforce 

challenges, regulatory requirements, and evolving technologies. Executives must continually 

balance customer service objectives with operational efficiency while ensuring that employees 

possess the knowledge, resources, and support necessary to perform successfully. This requires 

leadership that is both strategic and operational—capable of establishing long-term 
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organizational direction while remaining actively engaged in the day-to-day performance of the 

organization.

One of the most consistent observations made throughout the development of the Model was that 

successful customer contact centers shared a common leadership philosophy centered on 

accountability and continuous improvement. Effective executives established measurable 

organizational objectives, communicated those objectives throughout the organization, 

monitored performance using meaningful operational metrics, and responded proactively when 

performance deviated from established expectations. Leadership was not viewed as a reactive 

function focused solely on solving operational problems. Instead, it represented a continuous 

management process through which organizational direction, employee performance, and 

operational effectiveness were regularly evaluated and refined.

Executive leadership also establishes the organizational culture upon which all other 

management activities depend. Employees quickly adopt the standards demonstrated by 

leadership, making executive behavior one of the strongest influences on organizational 

performance. Organizations in which leaders consistently reinforce accountability, 

professionalism, customer focus, and operational excellence are more likely to develop 

employees who embrace those same values. Conversely, inconsistent leadership often results in 

unclear expectations, diminished employee engagement, inconsistent service delivery, and 

declining organizational performance. As Schein (2010) noted, organizational culture is shaped 

largely through the actions and priorities demonstrated by leadership.
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Another important responsibility of executive leadership involves the integration of the 

remaining components of the Model. Hiring decisions, technology investments, operational 

processes, employee development, quality assurance initiatives, and performance measurement 

systems should not function independently. Rather, they must be coordinated as components of a 

comprehensive operational strategy designed to achieve organizational objectives. Throughout 

the organizations examined in this study, the most successful executives viewed these 

management disciplines as interconnected systems requiring continual alignment rather than 

isolated departmental responsibilities. This systems perspective consistently distinguished 

organizations achieving sustained operational success from those relying upon short-term 

corrective actions.

The practical application of executive leadership within customer contact center operations, 

therefore, extends beyond directing personnel or monitoring daily performance. Effective leaders 

establish strategic priorities, develop organizational capabilities, allocate resources, measure 

operational outcomes, and foster a culture of continuous improvement that supports every aspect 

of organizational performance. Within the Nine-Factor Empirical Call Center Management 

Model, executive leadership serves as the integrating force that aligns the remaining eight factors 

into a unified operational management system. Without strong leadership, the effectiveness of 

every other component of the Model is significantly diminished. Figure 4.1 illustrates the 

primary responsibilities of executive leadership within the Nine-Factor Empirical Call Center 

Management Model and demonstrates how leadership serves as the coordinating function that 

aligns organizational resources, operational processes, and performance objectives.
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Figure 4.1

Executive Leadership as the Foundation of the Nine-Factor Empirical Call Center 
Management Model

Executive Leadership 
Responsibilities

Organizational Impact

Establishes vision and strategic 
direction

Aligns organizational objectives

Builds organizational culture Reinforces accountability and customer focus
Allocates resources Supports technology, staffing, and training
Integrates operational functions Coordinates all nine management factors

Monitors organizational performance
Drives continuous improvement and informed decision-
making

Note. Executive leadership serves as the coordinating function of the Nine-Factor Empirical Call 
Center Management Model by aligning organizational resources, operational activities, and 
performance objectives into a unified management system. Source: Developed by the author.

Factor Two: Effective Hiring of Quality Personnel

The second factor in the Nine-Factor Empirical Call Center Management Model is effective 

hiring of high-quality personnel. While executive leadership establishes the strategic direction of 

the organization, organizational success ultimately depends upon the people responsible for 

executing that vision. Across the operational environments examined in this study, one of the 

most consistent observations was that organizations that invested time and resources in 

structured hiring practices achieved higher employee performance, lower turnover, improved 

customer satisfaction, and greater operational consistency than those that relied on reactive or 

expedited hiring decisions. Effective hiring lays the foundation for every subsequent 

management activity.

Customer contact center positions require a unique combination of technical aptitude, 

communication skills, adaptability, professionalism, and customer service orientation. 
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Employees must be capable of learning complex products and services, following standardized 

operational procedures, utilizing multiple technology platforms simultaneously, and 

communicating effectively with customers while meeting organizational performance 

expectations. Although training and coaching can improve employee knowledge and 

performance, they cannot consistently compensate for poor hiring decisions. Consequently, the 

recruitment and selection process should focus not only on technical qualifications but also on 

identifying individuals whose skills, attitudes, and work habits align with the organization's 

culture and operational objectives (Dessler, 2015).

Successful hiring begins long before the interview process. Executive leadership should clearly 

define the knowledge, skills, abilities, and behavioral characteristics required for each position 

before recruitment activities begin. Accurate job descriptions, structured interview guides, 

objective evaluation criteria, and standardized selection procedures help ensure consistency 

while reducing the likelihood of hiring decisions based solely on subjective impressions. 

Throughout the organizations examined during this research, the most successful hiring 

processes emphasized organizational fit, communication ability, problem-solving skills, and a 

demonstrated commitment to customer service rather than relying exclusively on previous call 

center experience.

Employee turnover has long represented one of the greatest operational challenges within 

customer contact center environments. High turnover increases recruitment costs, extends 

training requirements, reduces operational stability, and often negatively affects customer 

satisfaction and employee morale. Organizations that consistently selected qualified applicants 

through structured hiring practices generally experienced greater workforce stability and required 
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fewer corrective performance interventions after employment began. These observations 

reinforced the importance of viewing recruitment and selection as strategic management 

responsibilities rather than routine administrative functions.

Effective hiring also influences the success of every remaining factor within the Model. Reliable 

information technology, standardized operational processes, comprehensive training programs, 

quality assurance initiatives, and performance measurement systems all depend upon employees 

possessing the ability and willingness to apply those resources effectively. When organizations 

recruit individuals who demonstrate strong learning capabilities, professional communication 

skills, and personal accountability, subsequent investments in training and employee 

development produce substantially greater organizational returns. Conversely, deficiencies in the 

hiring process often create operational challenges that cannot be fully corrected through later 

management interventions.

Figure 4.2 summarizes the relationship between effective hiring and organizational performance 

within the Nine-Factor Empirical Call Center Management Model.

Figure 4.2

Relationship Between Effective Hiring and Organizational Performance

Hiring Practice Organizational Benefit

Clearly defined job requirements
Improves candidate selection and role 
alignment

Structured recruitment and interviewing
Promotes consistent and objective hiring 
decisions

Selection based on organizational fit and 
competencies

Increases employee engagement and long-
term success

Hiring individuals with strong communication 
and learning abilities

Improves training effectiveness and 
operational performance
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Hiring Practice Organizational Benefit

Strategic workforce planning
Reduces turnover and strengthens 
organizational stability

Note. Effective hiring establishes the workforce foundation upon which training, operational 
performance, quality assurance, and continuous improvement are built. Within the Nine-Factor 
Empirical Call Center Management Model, hiring is viewed as a strategic management function 
that directly influences organizational effectiveness. Source: Developed by the author.

Organizations that consistently recruit and retain qualified employees create a stronger 

foundation for sustained operational performance. Hiring should therefore be viewed as the 

beginning of the employee development process rather than as an isolated human resource 

activity. By selecting individuals whose capabilities and values align with organizational 

objectives, executive leadership increases the effectiveness of every subsequent component of 

the Nine-Factor Empirical Call Center Management Model. Having established the importance 

of leadership and workforce selection, the following section examines the role of reliable 

information technology in supporting operational consistency and customer service excellence.

Factor Three: Reliable Information Technology

Reliable information technology represents the third factor of the Nine-Factor Empirical Call 

Center Management Model and serves as the operational infrastructure supporting every 

customer interaction. While effective leadership establishes organizational direction and quality 

personnel provide the human resources necessary to execute daily operations, employees cannot 

consistently deliver exceptional customer service without dependable technology. Throughout 

the customer contact center environments examined in this study, technology repeatedly proved 

to be one of the most significant contributors to both operational efficiency and employee 

effectiveness. Organizations with stable, integrated technology platforms consistently 
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demonstrated higher productivity, improved customer satisfaction, and greater operational 

consistency than organizations operating with unreliable or fragmented systems.

Customer contact center technology extends far beyond telephone systems. Successful 

operations rely upon the integration of multiple information systems, including automatic call 

distribution (ACD) platforms, customer relationship management (CRM) applications, 

workforce management systems, quality monitoring software, knowledge management 

resources, reporting tools, and customer account databases. Each of these systems supports a 

different aspect of organizational performance; however, their greatest value is realized when 

they function as an integrated operational environment that enables employees to access accurate 

information efficiently while maintaining consistent customer service standards (Aksin, Armony, 

& Mehrotra, 2007).

One of the recurring observations made during the development of the Model was that 

technology should simplify operational processes rather than complicate them. Employees who 

must navigate multiple disconnected applications, duplicate information across systems, or 

compensate for unreliable technology inevitably experience reduced productivity and increased 

frustration. Likewise, customers are directly affected when system delays, inaccurate 

information, or technology failures interrupt the service experience. Executive leadership should 

therefore evaluate technology not only from a financial perspective but also in terms of its ability 

to improve employee performance, reduce operational complexity, and enhance the customer 

experience.
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Reliable technology also supports management decision-making by providing timely and 

accurate operational information. Customer contact centers generate substantial amounts of 

performance data that assist leaders in monitoring service levels, employee productivity, quality 

assurance results, workforce utilization, customer satisfaction, and financial performance. The 

effectiveness of these management activities depends upon the accuracy and availability of 

operational information. Technology that delivers reliable reporting enables executives to 

identify emerging trends, evaluate organizational performance, and implement corrective actions 

before operational challenges become significant business issues.

Technology should not be viewed as a replacement for leadership or employee capability but 

rather as an enabler of organizational performance. Investments in technology produce the 

greatest return when they complement well-designed operational processes, effective employee 

training, and strong management practices. Throughout the organizations examined in this study, 

successful technology implementations were consistently accompanied by employee education, 

standardized procedures, and ongoing performance evaluation. These observations reinforce the 

principle that technology functions most effectively when integrated with the remaining 

components of the Nine-Factor Empirical Call Center Management Model rather than being 

managed as an independent organizational resource.

Figure 4.3 summarizes the role of reliable information technology within the Model and 

illustrates how technology supports both operational execution and executive decision-making.
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Figure 4.3

Role of Reliable Information Technology Within the Nine-Factor Empirical Call Center 
Management Model

Technology Component Primary Operational Contribution
Automatic Call Distribution (ACD) Efficient routing and distribution of customer interactions
Customer Relationship Management 
(CRM)

Timely access to customer information and account 
history

Workforce Management Systems Forecasting, scheduling, and staffing optimization

Quality Monitoring Systems
Evaluation of customer interactions and coaching 
opportunities

Operational Reporting Tools
Measurement of organizational performance and 
operational trends

Knowledge Management Resources
Consistent access to procedures, policies, and customer 
information

Note. Reliable information technology provides the operational infrastructure necessary to 
support customer interactions, employee productivity, management oversight, and organizational 
performance. Within the Nine-Factor Empirical Call Center Management Model, technology 
serves as an enabling resource that enhances the effectiveness of leadership, operational 
processes, employee development, quality assurance, and performance measurement. Source: 
Developed by the author.

Technology alone cannot create operational excellence. However, when aligned with effective 

leadership, quality personnel, standardized operational processes, and comprehensive employee 

development, it becomes a significant competitive advantage. Reliable information systems 

enable employees to perform consistently, managers to make informed decisions, and 

organizations to respond effectively to changing customer needs. Having established the 

importance of leadership, workforce selection, and technological infrastructure, the following 

section examines the role of standardized operational processes in creating consistency, 

efficiency, and organizational reliability.
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Factor Four: Standardized Operational Processes

Standardized operational processes represent the fourth factor of the Nine-Factor Empirical Call 

Center Management Model and provide the organizational structure necessary to transform 

strategic objectives into consistent operational performance. While effective leadership 

establishes direction, quality personnel provide the workforce, and reliable technology supplies 

the necessary tools, it is standardized operational processes that ensure work is performed 

consistently, efficiently, and in accordance with organizational expectations. Throughout the 

customer contact center environments examined in this study, organizations with clearly 

documented and consistently applied operational procedures demonstrated greater efficiency, 

improved service quality, reduced errors, and stronger regulatory compliance than organizations 

relying upon informal or inconsistent work practices.

Customer contact centers operate within fast-paced environments where employees make 

hundreds of operational decisions each day. Without standardized procedures, individual 

employees often develop their own methods for handling customer interactions, processing 

transactions, documenting accounts, and resolving customer concerns. While some variation is 

inevitable, excessive inconsistency frequently results in uneven customer experiences, increased 

training requirements, reduced operational efficiency, and greater exposure to compliance risks. 

Standardized operational processes establish a common framework that enables employees to 

perform their responsibilities consistently while providing customers with a predictable level of 

service quality.

One of the recurring observations made during the development of the Model was that effective 

processes simplify work rather than complicate it. Well-designed procedures eliminate 



94

unnecessary variation, clearly define responsibilities, reduce decision-making uncertainty, and 

provide employees with practical guidance for handling routine and complex customer 

interactions. Rather than restricting employee judgment, standardized processes create a reliable 

operational foundation that allows employees to focus on solving customer problems while 

maintaining organizational standards (Hammer & Champy, 2006; McCormack & Johnson, 

2001). This approach is consistent with quality management principles emphasizing process 

consistency as a prerequisite for continuous improvement (Evans, 2014).

Standardized processes also serve as the foundation for employee training, quality assurance, and 

performance evaluation. Training programs are most effective when employees are taught clearly 

defined procedures that can be consistently applied across the organization. Likewise, quality 

assurance evaluations require established operational standards against which employee 

performance can be measured objectively. Without documented processes, supervisors and 

quality analysts often rely upon subjective expectations, resulting in inconsistent coaching, 

unclear performance standards, and employee frustration. Throughout the organizations 

examined in this study, operational consistency improved significantly when standardized 

procedures became the common reference point for training, coaching, and performance 

management.

The importance of standardized processes extends beyond daily customer interactions. Customer 

contact centers operating within the deregulated energy industry must comply with contractual 

obligations, client requirements, and regulatory standards governing customer enrollment, 

account servicing, sales verification, and customer communications. Clearly documented 

operational procedures help ensure these requirements are consistently followed while reducing 
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organizational risk and supporting regulatory compliance. Standardization therefore contributes 

not only to operational efficiency but also to organizational accountability and long-term 

business sustainability.

Within the Nine-Factor Empirical Call Center Management Model, standardized operational 

processes serve as the bridge between organizational strategy and operational execution. 

Leadership establishes expectations, technology enables execution, and employees apply their 

knowledge through consistent operational procedures. When processes are clearly documented, 

regularly reviewed, and continuously improved, organizations create an environment in which 

employees can perform confidently, supervisors can coach effectively, and executives can 

evaluate performance using consistent operational standards. This integration strengthens every 

remaining component of the Model and creates the operational discipline necessary for sustained 

organizational excellence.

Figure 4.4 summarizes the role of standardized operational processes within the Nine-Factor 

Empirical Call Center Management Model.

Figure 4.4

Standardized Operational Processes as the Foundation for Consistent Performance

Operational Process Function Organizational Benefit
Documented operating procedures Promotes consistency across customer interactions
Standardized workflows Reduces errors and improves operational efficiency
Clearly defined employee 
responsibilities

Improves accountability and role clarity

Consistent operational standards Supports objective quality assurance and coaching

Process documentation and review
Facilitates continuous improvement and regulatory 
compliance



96

Note. Standardized operational processes provide the framework for employees to consistently 
execute organizational objectives. Within the Nine-Factor Empirical Call Center Management 
Model, standardized processes support employee development, quality assurance, performance 
measurement, and continuous organizational improvement. Source: Developed by the author.

Organizations that consistently achieve high levels of operational performance recognize that 

processes are not static documents but living management tools. As business conditions, 

customer expectations, and regulatory requirements evolve, operational procedures should be 

reviewed and refined to ensure they continue to support organizational objectives. Having 

established the importance of standardized operational processes, the next section examines how 

comprehensive initial training equips employees to apply them effectively and deliver consistent, 

high-quality customer service.

Factor Five: Comprehensive Initial Training

Comprehensive initial training marks the critical transition from organizational preparation to 

operational execution. While effective hiring ensures that organizations recruit individuals with 

the aptitude and interpersonal skills necessary for success, newly hired employees cannot 

consistently deliver high-quality customer service without structured instruction on 

organizational expectations, operational procedures, regulatory requirements, and information 

systems. Consequently, initial training serves as the mechanism through which employees 

acquire the knowledge, skills, and confidence necessary to perform effectively within the 

customer contact center environment (Noe, 2020).

Within the deregulated energy industry, the importance of comprehensive initial training is 

amplified by the complexity of customer interactions and the regulatory requirements governing 

many operational activities. Customer service representatives, sales professionals, enrollment 
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specialists, and verification agents must accurately communicate product information, follow 

prescribed operational procedures, comply with applicable regulatory standards, utilize multiple 

information systems, and consistently represent the organization's professional image. These 

responsibilities extend beyond basic customer service skills and require employees to integrate 

technical knowledge, organizational procedures, and interpersonal communication into every 

customer interaction (U.S. Energy Information Administration [EIA], 2015; Zeithaml et al., 

2018).

Successful training programs, therefore, extend beyond simple orientation sessions or system 

demonstrations. Instead, they follow a structured curriculum that progressively develops 

employee competence through classroom instruction, practical demonstrations, guided 

simulations, supervised application, and formal performance assessment. This systematic 

approach enables employees to build confidence while reducing operational errors during the 

transition from training to independent production. Organizations that invest in comprehensive 

onboarding programs frequently experience improved employee performance, greater 

operational consistency, higher customer satisfaction, and reduced employee turnover compared 

with organizations that rely on abbreviated or informal training methods (Noe, 2020; Kirkpatrick 

& Kirkpatrick, 2016).

Effective initial training also establishes organizational culture and performance expectations 

from the beginning of employment. During the onboarding process, employees learn not only 

how to perform their assigned responsibilities but also why organizational standards, quality 

expectations, and customer service principles are essential to long-term success. Early exposure 

to leadership expectations, accountability systems, and continuous improvement practices 
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promotes employee engagement while reinforcing professionalism, teamwork, and customer-

centered decision-making (Schein & Schein, 2021).

Training should incorporate multiple instructional methodologies designed to accommodate 

different learning styles and reinforce knowledge retention. Classroom instruction provides the 

conceptual foundation for understanding organizational policies and procedures. Demonstrations 

allow employees to observe proper techniques before applying them independently. Guided 

practice enables trainees to apply newly acquired skills within a controlled environment while 

receiving immediate coaching and corrective feedback. Finally, monitored production activities 

enable supervisors and trainers to evaluate employee readiness before granting full operational 

independence (Noe, 2020).

Assessment throughout the training process is equally important. Knowledge examinations, 

system proficiency evaluations, role-playing exercises, quality monitoring, and supervisor 

observations provide objective measures of employee readiness while identifying areas requiring 

additional instruction. Rather than viewing assessment solely as a testing mechanism, successful 

organizations utilize these evaluations to guide individualized coaching and ensure that every 

employee achieves an acceptable level of competency before assuming full operational 

responsibilities (Kirkpatrick & Kirkpatrick, 2016).

Comprehensive initial training also contributes significantly to regulatory compliance and 

organizational risk management. Within energy-industry customer contact centers, errors 

committed during customer enrollment, sales verification, account maintenance, or regulatory 

disclosures may expose organizations to financial penalties, customer complaints, or reputational 
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damage. Thorough initial instruction reduces these risks by ensuring that employees understand 

both operational procedures and the regulatory obligations governing customer interactions 

before engaging directly with customers (U.S. Energy Information Administration [EIA], 2015).

The empirical observations documented throughout this study consistently demonstrated that 

organizations investing in structured, standardized training programs experienced greater 

operational consistency than organizations relying primarily upon informal job shadowing or 

abbreviated instruction. Employees who completed comprehensive training entered production 

with stronger product knowledge, greater confidence, improved system proficiency, and a clearer 

understanding of organizational expectations. These advantages frequently translated into 

improved quality scores, higher customer satisfaction, faster productivity development, and 

reduced supervisory intervention during the early stages of employment.

Within the Nine-Factor Empirical Call Center Management Model, Comprehensive Initial 

Training serves as the bridge between organizational preparation and operational performance. 

Executive leadership establishes organizational direction, hiring practices identify capable 

personnel, information technology and standardized operational processes provide the necessary 

infrastructure, and comprehensive training prepares employees to successfully apply those 

resources. Only after these foundational elements have been effectively established can 

organizations reasonably expect consistent quality service delivery, effective quality assurance, 

continuous organizational improvement, and meaningful performance measurement.
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Figure 4.5

Comprehensive Initial Training

Training Component Management Objective

Organizational Orientation
Introduce organizational culture, mission, values, and performance 
expectations.

Product & Industry 
Knowledge

Develop understanding of energy products, markets, terminology, 
and customer needs.

Regulatory & Compliance 
Training

Ensure adherence to federal, state, client, and organizational 
compliance requirements.

Systems & Technology 
Training

Develop proficiency in CRM systems, telephony platforms, 
knowledge bases, and operational software.

Standard Operating 
Procedures

Train employees on documented workflows, call handling 
standards, escalation procedures, and quality expectations.

Customer Service & 
Communication Skills

Develop professionalism, active listening, conflict resolution, and 
customer engagement techniques.

Guided Practice & Coaching
Reinforce learning through simulations, role-playing, side-by-side 
coaching, and supervised production.

Competency Assessment
Validate readiness through testing, observation, quality 
evaluations, and supervisor approval before independent 
production.

Figure 4.5. Comprehensive Initial Training. A comprehensive onboarding program integrates 
organizational orientation, regulatory knowledge, systems proficiency, standardized operational 
procedures, customer service skills, guided coaching, and competency assessment to prepare 
employees for successful independent performance.

Factor Six: Quality Service Delivery

Quality service delivery represents the sixth factor of the Nine-Factor Empirical Call Center 

Management Model and reflects the point at which customers experience the combined 

effectiveness of leadership, hiring, technology, operational processes, and employee 

development. Every customer interaction provides an opportunity to strengthen relationships, 

resolve concerns, reinforce organizational credibility, and create long-term customer loyalty. 

Throughout the customer contact center environments examined in this study, consistently high 

levels of customer service were achieved not through individual employee effort alone, but 

through the successful integration of the preceding management factors. Quality service delivery 



101

is therefore best understood as the outcome of an effective management system rather than the 

responsibility of individual employees alone.

Customer expectations continue to increase as organizations compete on both the quality and 

efficiency of the customer experience (Parasuraman et al., 1988; Zeithaml et al., 2013). 

Customers expect accurate information, timely service, professional communication, and 

effective problem resolution regardless of the complexity of their inquiry. Meeting these 

expectations requires employees to possess not only technical knowledge but also strong 

communication skills, sound judgment, and confidence in applying organizational procedures. 

Organizations that consistently delivered high-quality service recognized that employee success 

depended upon adequate preparation, clear expectations, and ongoing managerial support. As 

Johnston and Clark (2012) observed, service quality is influenced by the organization's ability to 

consistently deliver experiences that meet or exceed customer expectations.

One of the recurring observations made during the development of the Model was that quality 

service begins long before the customer interaction itself. Employees who receive effective 

training, work within standardized operational processes, and have access to reliable information 

technology are better equipped to focus on customer needs rather than overcoming operational 

obstacles. Likewise, leaders who establish clear service expectations and reinforce customer-

focused behaviors create an organizational culture in which quality service becomes the normal 

standard rather than the exception. Throughout the organizations examined in this study, 

improvements in customer satisfaction were consistently associated with improvements in the 

operational systems supporting frontline employees.
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Quality service delivery also requires balancing customer satisfaction with organizational 

objectives. Customer contact center representatives must often resolve concerns while 

maintaining compliance with company policies, contractual obligations, and regulatory 

requirements. Particularly within the deregulated energy industry, employees frequently manage 

complex customer interactions involving enrollment verification, billing inquiries, service 

requests, account changes, and regulatory disclosures. Successful organizations prepared 

employees to manage these responsibilities professionally while maintaining consistency, 

accuracy, and efficiency throughout each customer interaction.

Another important characteristic of quality service delivery is consistency. Customers should 

receive the same level of professionalism, accuracy, and responsiveness regardless of the 

employee handling the interaction or the time at which service is provided. Consistency 

strengthens organizational credibility, reduces operational variation, and provides a stable 

foundation for quality assurance and performance measurement. Throughout the operational 

environments examined in this study, organizations that consistently achieved high customer 

satisfaction did so by establishing clear service standards, reinforcing those standards through 

coaching and leadership, and continually evaluating service performance as part of their broader 

operational management system.

Within the Nine-Factor Empirical Call Center Management Model, quality service delivery 

represents the practical application of the five preceding management factors. Leadership 

establishes organizational expectations, hiring identifies capable employees, technology provides 

the necessary operational tools, standardized processes ensure consistency, and comprehensive 

training develops employee capability. When these components function together effectively, 
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organizations create an environment in which employees can consistently deliver exceptional 

customer service while achieving organizational objectives. Quality service therefore represents 

not only an operational outcome but also a measurable indicator of the effectiveness of the 

overall management system.

Figure 4.6 illustrates the organizational elements that collectively contribute to consistent quality 

service delivery.

Figure 4.6

Organizational Components Supporting Quality Service Delivery

Management Component Contribution to Quality Service
Executive Leadership Establishes customer service vision and organizational expectations

Effective Hiring
Selects employees with the aptitude and professionalism necessary 
for customer interaction

Reliable Information 
Technology

Provides accurate information and efficient customer support tools

Standardized Operational 
Processes

Ensures consistent execution of customer service procedures

Comprehensive Initial 
Training

Prepares employees to confidently manage customer interactions

Quality Service Delivery
Consistent, accurate, professional, and customer-focused 
interactions that support organizational objectives

Note. Quality service delivery results from integrating leadership, workforce capability, 
technology, standardized processes, and employee development into a coordinated operational 
system. Within the Nine-Factor Empirical Call Center Management Model, customer service 
represents the measurable outcome of the organization's operational effectiveness rather than the 
responsibility of frontline employees alone. Source: Developed by the author.

Factor Seven: Quality Assurance

Quality assurance represents the seventh factor of the Nine-Factor Empirical Call Center 

Management Model and provides the mechanism through which organizations evaluate, 

reinforce, and continuously improve operational performance. While quality service delivery 
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reflects the organization's ability to meet customer expectations, quality assurance ensures that 

service is consistently delivered in accordance with organizational standards, regulatory 

requirements, and established operational procedures. Across the customer contact center 

environments examined in this study, organizations with structured quality assurance programs 

consistently demonstrated higher levels of service consistency, employee development, 

regulatory compliance, and operational effectiveness than those that viewed quality assurance 

solely as a performance-monitoring function.

An effective quality assurance program extends well beyond evaluating individual customer 

interactions. It provides executive leadership with objective information regarding organizational 

performance while identifying strengths, operational deficiencies, training opportunities, and 

process improvement initiatives. Quality evaluations should measure not only whether 

employees followed established procedures but also whether customer interactions reflected the 

organization's commitment to professionalism, accuracy, and customer satisfaction. When 

implemented effectively, quality assurance becomes an essential management tool that supports 

informed decision-making across every level of the organization.

One of the recurring observations made during the development of the Model was that 

employees responded more positively to quality assurance when it was presented as a coaching 

and development process rather than a disciplinary activity. Employees who understood that 

evaluations were intended to improve performance rather than assign blame demonstrated 

greater engagement, accepted feedback more readily, and consistently achieved higher levels of 

long-term performance. Supervisors likewise became more effective when quality assurance 
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served as the foundation for constructive coaching, performance planning, and professional 

development instead of isolated corrective action.

Quality assurance also provides valuable insight into the effectiveness of the preceding 

components of the Model. Repeated quality deficiencies may indicate weaknesses in hiring 

practices, gaps within initial training, inconsistent operational processes, limitations in 

information technology, or unclear leadership expectations. Rather than viewing quality scores 

as isolated employee performance measures, successful organizations analyze quality trends to 

identify opportunities for broader organizational improvement. This systems perspective enables 

executive leadership to address underlying operational causes rather than repeatedly correcting 

individual performance issues.

Another important characteristic of quality assurance is consistency. Evaluation standards should 

be clearly defined, uniformly applied, and regularly calibrated to ensure employees are assessed 

fairly regardless of the evaluator. Calibration sessions among supervisors, quality analysts, and 

operational leaders help maintain consistent evaluation standards while reinforcing 

organizational expectations. Throughout the organizations examined in this study, consistent 

evaluation practices strengthened employee confidence, improved coaching effectiveness, and 

increased the credibility of the quality assurance process.

Within the Nine-Factor Empirical Call Center Management Model, quality assurance serves as 

the organization's primary feedback mechanism. It confirms whether leadership expectations, 

hiring decisions, technology investments, operational processes, employee training, and service 

delivery are functioning as intended. More importantly, it provides the information necessary to 
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guide coaching, improve operational performance, and support continuous organizational 

improvement. Rather than functioning as an endpoint within the management process, quality 

assurance initiates the next stage of the Model by identifying opportunities for evaluation, 

refinement, and corrective improvement.

Figure 4.7 summarizes the primary functions of quality assurance within the Nine-Factor 

Empirical Call Center Management Model.

Figure 4.7

Quality Assurance as a Driver of Organizational Improvement

Quality Assurance Function Organizational Contribution
Performance monitoring Evaluates adherence to operational standards and procedures
Coaching and employee 
development

Reinforces strengths and identifies opportunities for 
improvement

Process validation
Confirms the effectiveness of operational procedures and 
training

Compliance monitoring
Supports regulatory and organizational compliance 
requirements

Trend analysis
Identifies recurring operational issues and improvement 
opportunities

Management feedback
Provides leadership with information supporting strategic 
decision-making

Note. Quality assurance provides the structured feedback necessary to evaluate organizational 
performance, support employee development, and identify opportunities for continuous 
improvement. Within the Nine-Factor Empirical Call Center Management Model, quality 
assurance serves as a management system that reinforces organizational standards and promotes 
operational excellence. Source: Developed by the author.

Organizations that achieve sustained operational success recognize that quality assurance is not 

simply an evaluation process but an essential component of organizational learning. Sustainable 

quality improvement depends upon systematic evaluation, corrective action, and continual 

refinement of organizational processes (Juran & De Feo, 2010). When quality findings are used 
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to improve training, refine operational processes, strengthen leadership decisions, and support 

employee development, organizations strengthen workforce capability by aligning human 

resource practices with broader organizational strategy (Ulrich et al., 2012). The following 

section examines how this ongoing cycle of evaluation and refinement supports long-term 

organizational effectiveness through continuous evaluation and corrective improvement.

Factor Eight: Continuous Evaluation and Corrective Improvement

Continuous evaluation and corrective improvement represent the eighth factor of the Nine-Factor 

Empirical Call Center Management Model and provide the mechanism through which 

organizations sustain long-term operational excellence. While quality assurance identifies 

strengths and deficiencies within customer contact center operations, continuous evaluation 

ensures that the information gathered is translated into meaningful organizational improvements. 

Throughout the operational environments examined in this study, the most successful 

organizations were those that consistently evaluated their performance, identified opportunities 

for improvement, implemented corrective actions, and monitored the results. Continuous 

improvement was not viewed as a periodic initiative but as an ongoing management 

responsibility integrated into daily operations, reflecting the philosophy that organizational 

excellence is achieved through continuous incremental improvement rather than isolated 

initiatives (Liker, 2004).

Customer contact center environments are characterized by continual change. Customer 

expectations evolve, business objectives shift, regulatory requirements are revised, technology 

advances, and workforce dynamics fluctuate (Pine & Gilmore, 2011). Organizations that fail to 

evaluate these changes risk outdated or ineffective operational practices. Executive leadership 
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should therefore establish a management culture that encourages regular review of operational 

performance, open communication regarding improvement opportunities, and timely 

implementation of corrective actions. Effective leaders also demonstrate disciplined focus and 

sustained attention toward organizational priorities while minimizing distractions that interfere 

with strategic execution (Goleman, 2013). Organizations that embrace continuous evaluation are 

better positioned to respond proactively to changing business conditions while maintaining high 

levels of customer service and operational efficiency. Organizations that embrace continuous 

evaluation are better positioned to respond proactively to changing business conditions while 

maintaining high levels of customer service and operational efficiency. Improvements in 

employee performance and service quality ultimately strengthen customer loyalty and long-term 

organizational performance (Heskett et al., 1997).

One of the recurring observations made during the development of the Model was that effective 

corrective improvement focuses on identifying and resolving root causes rather than repeatedly 

addressing individual symptoms. For example, declining quality scores may initially appear to 

reflect employee performance issues. However, further evaluation may reveal deficiencies in 

training, unclear operational procedures, technology limitations, staffing shortages, or 

inconsistent supervisory practices. Service organizations achieve greater consistency and 

efficiency when operational processes are systematically designed and continuously refined 

(Schmenner, 2004). Organizations that consistently achieved sustained improvements 

approached operational challenges from a systems perspective, seeking to understand why 

performance issues occurred before implementing corrective actions. This approach produced 
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more meaningful and lasting organizational improvements than repeatedly addressing isolated 

employee performance concerns.

Continuous evaluation also strengthens organizational learning by encouraging collaboration 

across multiple functional areas. Operational leaders, supervisors, trainers, quality assurance 

personnel, workforce management specialists, and frontline employees each possess valuable 

insight into opportunities for improvement. Successful organizations create mechanisms through 

which these perspectives can be shared, evaluated, and incorporated into operational decision-

making. Throughout the organizations examined during this research, many of the most effective 

process improvements originated from employees directly responsible for serving customers 

each day. Leadership that actively encourages employee participation in organizational 

improvement strengthens both workforce engagement and operational effectiveness.

Corrective improvement should be supported by measurable objectives and systematic follow-

up. Once improvement initiatives are implemented, leadership should evaluate whether the 

desired outcomes have been achieved by reviewing operational reports, quality assurance 

findings, customer satisfaction measures, employee performance data, and other relevant 

performance indicators. This ongoing evaluation ensures that corrective actions produce 

meaningful organizational benefits while providing additional opportunities for refinement when 

necessary. Continuous improvement therefore becomes a cyclical management process rather 

than a series of isolated projects.

Within the Nine-Factor Empirical Call Center Management Model, continuous evaluation and 

corrective improvement serve as the bridge between operational assessment and organizational 
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growth. Leadership establishes expectations, quality assurance identifies opportunities for 

improvement, and continuous evaluation transforms those observations into meaningful 

operational enhancements. This process reinforces every preceding factor within the Model 

while preparing the organization to achieve progressively higher levels of operational 

performance over time.

Figure 4.8 illustrates the continuous improvement cycle that supports sustained organizational 

performance within the Nine-Factor Empirical Call Center Management Model.

Figure 4.8

Continuous Evaluation and Corrective Improvement Cycle

Continuous Improvement Stage Management Objective
Evaluate operational performance Identify strengths, weaknesses, and emerging trends
Analyze root causes Determine the underlying factors affecting performance
Develop corrective actions Design practical solutions addressing identified issues
Implement operational 
improvements

Apply process, training, technology, or leadership 
enhancements

Measure organizational results Evaluate the effectiveness of implemented improvements

Reinforce successful practices
Standardize improvements and continue the evaluation 
cycle

Note. Continuous evaluation and corrective improvement provide the mechanism through which 
operational findings are transformed into sustainable organizational enhancements. Within the 
Nine-Factor Empirical Call Center Management Model, continuous improvement is viewed as an 
ongoing leadership responsibility that strengthens every component of the operational 
management system. Source: Developed by the author.

Organizations committed to long-term operational excellence recognize that improvement is 

never complete. Every enhancement creates new opportunities for learning, refinement, and 

organizational growth. By continually evaluating performance, addressing root causes, and 

reinforcing successful practices, executive leadership creates a culture in which operational 
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excellence becomes a sustained organizational capability rather than a temporary achievement. 

The final factor of the Nine-Factor Empirical Call Center Management Model examines how 

meaningful performance measurement provides leadership with the information necessary to 

evaluate the effectiveness of the entire management system and guide future strategic decisions.

Factor Nine: Performance Measurement

Performance measurement represents the ninth and final factor of the Nine-Factor Empirical Call 

Center Management Model and provides executive leadership with the information necessary to 

evaluate organizational effectiveness and guide strategic decision-making. Throughout the 

customer contact center environments examined in this study, organizations that consistently 

achieved high operational performance relied on meaningful performance measurement to 

monitor progress, identify emerging trends, evaluate management initiatives, and support 

continuous improvement. Effective performance measurement transforms operational activities 

into actionable information, enabling leadership to make informed decisions that strengthen both 

day-to-day operations and long-term organizational success.

Customer contact centers generate significant amounts of operational data each day. First Call 

Resolution (FCR) is widely recognized as one of the strongest indicators of both customer 

satisfaction and operational efficiency within customer contact center environments (SQM 

Group, 2015). Along with other key performance indicators, including service levels, average 

handle time, quality assurance scores, customer satisfaction, employee productivity, adherence, 

sales conversion rates, regulatory compliance, and financial performance, all provide valuable 

insight into organizational effectiveness. However, one recurring observation during the Model's 

development was that successful organizations did not simply collect performance data; they 
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selected meaningful performance indicators that aligned with organizational objectives and used 

those measures to guide management decisions. Performance measurement should therefore 

support strategic decision-making rather than become an end in itself.

Effective performance measurement also requires balance. Organizations that focus exclusively 

on a single operational metric often create unintended consequences that negatively affect overall 

performance. For example, emphasizing average handle time without considering customer 

satisfaction may encourage employees to shorten conversations at the expense of service quality. 

Likewise, measuring sales performance without considering regulatory compliance or quality 

assurance may increase organizational risk. Throughout the organizations examined in this study, 

the most successful leaders evaluated performance using a balanced collection of operational, 

customer, employee, quality, and financial measures that collectively reflected the organization's 

overall effectiveness. Kaplan and Norton (1996) emphasized the importance of balanced 

performance measurement systems that evaluate multiple dimensions of organizational 

performance rather than relying on financial results alone.

Performance measurement should also support continuous communication throughout the 

organization. Employees perform more effectively when they understand organizational 

expectations and receive regular feedback regarding their progress. Supervisors require timely 

performance information to support coaching and employee development, while executive 

leadership depends upon accurate operational reporting to evaluate strategic initiatives and 

allocate organizational resources. Meaningful performance measurement therefore strengthens 

accountability at every organizational level while reinforcing the shared responsibility for 

achieving operational objectives.
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One of the distinguishing characteristics of successful customer contact center operations is the 

ability to use performance information proactively rather than reactively. Performance reports 

should identify emerging trends before they become significant operational issues, allowing 

leadership to implement corrective actions while maintaining service quality and operational 

stability. Throughout the development of the Model, organizations that routinely reviewed 

performance data, discussed operational trends, and adjusted management strategies accordingly 

consistently demonstrated greater adaptability and sustained operational success than 

organizations relying primarily on retrospective performance evaluation.

Within the Nine-Factor Empirical Call Center Management Model, performance measurement 

completes the operational management cycle. Leadership establishes organizational objectives, 

employees execute operational responsibilities, quality assurance evaluates performance, 

continuous improvement strengthens the organization, and performance measurement provides 

executive leadership with the information necessary to determine whether organizational 

objectives are being achieved. The insights gained through performance measurement inform 

future leadership decisions, creating a continuous cycle of evaluation, learning, and 

organizational improvement. In this way, performance measurement not only concludes the 

Model but also initiates the next cycle of strategic planning and operational refinement.

Figure 4.9 summarizes the role of performance measurement within the Nine-Factor Empirical 

Call Center Management Model.
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Figure 4.9

Performance Measurement as the Executive Decision-Making Framework

Performance 
Measurement Area

Management Purpose

Operational Performance
Evaluate service levels, productivity, efficiency, and workflow 
effectiveness

Customer Performance Measure customer satisfaction, service quality, and issue resolution
Employee Performance Assess individual productivity, development, and accountability

Quality and Compliance
Monitor adherence to organizational standards and regulatory 
requirements

Financial Performance Evaluate cost management, profitability, and operational efficiency

Executive Decision-Making
Support strategic planning, resource allocation, and continuous 
organizational improvement

Note. Performance measurement provides executive leadership with meaningful information 
used to evaluate organizational effectiveness, monitor strategic objectives, and support 
continuous improvement. Within the Nine-Factor Empirical Call Center Management Model, 
performance measurement completes the operational management cycle by informing future 
leadership decisions and organizational planning. Source: Developed by the author.

Organizations that consistently achieve operational excellence recognize that performance 

measurement is not about producing reports; it is about improving organizational performance 

(Kaplan & Norton, 1996; Marr, 2012). When meaningful operational information is aligned with 

strategic objectives and used to guide leadership decisions, organizations are better equipped to 

adapt to changing business conditions, strengthen workforce performance, improve customer 

satisfaction, and achieve sustained operational success. Within the Nine-Factor Empirical Call 

Center Management Model, performance measurement serves as the executive feedback 

mechanism that connects every component of the Model into a continuous cycle of planning, 

execution, evaluation, and improvement.
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Integration of the Nine-Factor Empirical Call Center Management Model

The Nine-Factor Empirical Call Center Management Model is based upon the principle that 

sustained organizational success cannot be achieved by improving isolated operational functions. 

Throughout the customer contact center environments examined in this study, organizations 

frequently invested significant resources in leadership development, employee training, 

technology upgrades, quality assurance initiatives, or performance measurement systems. While 

these efforts often produced short-term improvements, lasting organizational success consistently 

depended upon the coordinated interaction of all nine management factors. The Model therefore 

recognizes that operational excellence is achieved through the integration of multiple 

management disciplines functioning together as a unified operational system.

One of the most significant observations made during the development of the Model was that 

each management factor directly influences the effectiveness of the others. Executive leadership 

establishes organizational direction and defines performance expectations. Effective hiring 

provides employees capable of achieving those expectations. Reliable information technology 

supplies the tools necessary to perform efficiently, while standardized operational processes 

create consistency throughout daily operations. Comprehensive training equips employees to 

apply those processes effectively, resulting in high-quality customer service. Quality assurance 

evaluates operational performance, continuous evaluation identifies opportunities for 

improvement, and performance measurement provides leadership with the information necessary 

to guide future organizational decisions. Together, these factors create a continuous cycle of 

planning, execution, evaluation, and organizational improvement.
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The sequence of the Model is intentional. Each factor establishes the conditions necessary for the 

successful implementation of the next. Strong leadership without effective hiring limits 

organizational capability. Skilled employees cannot perform consistently without reliable 

technology and standardized processes. Even the most comprehensive training program cannot 

produce sustainable results if operational expectations are unclear or quality is not consistently 

evaluated. Likewise, performance measurement has little value unless leadership uses the 

resulting information to improve organizational performance. Throughout the organizations 

examined during this research, operational excellence was consistently achieved when these 

management disciplines functioned collectively rather than independently.

An important characteristic of the Model is its emphasis on continuous organizational learning. 

Performance measurement informs executive leadership, leadership strengthens hiring practices, 

improved hiring enhances employee development, and better-trained employees deliver higher-

quality customer service. Quality assurance and continuous evaluation identify additional 

opportunities for improvement, creating an ongoing management cycle that continuously 

strengthens organizational performance. Rather than functioning as a linear process with a 

defined endpoint, the Model represents a continuous operational system capable of adapting to 

changing customer expectations, technological advancements, regulatory requirements, and 

organizational objectives.

The practical value of the Nine-Factor Empirical Call Center Management Model extends 

beyond the deregulated energy industry in which it was developed. While the specific 

operational examples presented throughout this research reflect customer contact center 

operations within competitive energy markets, the underlying management principles are 
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applicable to many customer service organizations that depend upon consistent operational 

execution, employee performance, customer satisfaction, and continuous improvement. 

Executive leaders may adapt the Model to reflect their unique organizational requirements while 

preserving the integrated systems approach that forms the foundation of the framework.

Ultimately, the Nine-Factor Empirical Call Center Management Model is intended to provide 

executives with a practical management framework for building, evaluating, and continuously 

improving customer contact center operations. Rather than encouraging organizations to focus on 

isolated operational metrics or individual management initiatives, the Model promotes a systems 

perspective in which leadership, people, technology, operational processes, quality, and 

performance measurement function together to support long-term organizational success. It is 

this integrated approach that distinguishes the Model and represents the principal contribution of 

this research.

Table 4.10

Integration of the Nine-Factor Empirical Call Center Management Model

Management 
Layer

Nine-Factor 
Component

Primary Contribution Supports

Strategic 
Leadership

Strong Executive 
Management and 
Leadership

Establishes vision, direction, 
accountability, and 
organizational culture

All remaining 
factors

Workforce 
Foundation

Effective Hiring of 
Quality Personnel

Recruits employees with the 
competencies necessary for 
success

Training, service 
delivery, quality

Operational 
Infrastructure

Reliable Information 
Technology

Provides systems and 
information required for 
efficient operations

Processes, 
employees, 
performance

Operational 
Infrastructure

Standardized 
Operational Processes

Creates consistency, efficiency, 
and compliance

Training, quality 
assurance

Workforce Comprehensive Initial Develops employee Service delivery



118

Management 
Layer

Nine-Factor 
Component

Primary Contribution Supports

Development Training competence and confidence

Operational 
Execution

Quality Service Delivery
Delivers consistent customer 
experiences while achieving 
organizational objectives

Customer 
satisfaction

Performance 
Management

Quality Assurance
Evaluates performance against 
established standards

Continuous 
improvement

Performance 
Management

Continuous Evaluation 
and Corrective 
Improvement

Identifies root causes and 
implements organizational 
improvements

Future performance

Executive 
Oversight

Performance 
Measurement

Provides leadership with 
meaningful information for 
strategic decision-making

Executive 
leadership and 
future planning

Note. The Nine-Factor Empirical Call Center Management Model functions as an integrated 
management system in which each factor supports and reinforces the others' effectiveness. While 
the factors are presented sequentially to illustrate their logical progression, organizational 
excellence is achieved through their coordinated application rather than through isolated 
implementation. Source: Developed by the author.

Figure 4.10 illustrates the integrated nature of the Nine-Factor Empirical Call Center 

Management Model. Although each factor performs a distinct management function, no single 

component operates independently. Strategic leadership establishes organizational direction, 

workforce development builds employee capability, operational infrastructure provides the tools 

and processes necessary for execution, and performance management supplies the information 

required for continuous organizational improvement. Collectively, these factors create a 

management system that is adaptive, measurable, and capable of supporting sustained 

operational excellence.
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CHAPTER 5

CONCLUSIONS AND RECOMMENDATIONS

Introduction

This chapter concludes the study by summarizing the research, discussing the principal findings, 

presenting conclusions drawn from the development of the Nine-Factor Empirical Call Center 

Management Model, and offering recommendations for both executive practice and future 

research. The preceding chapters established the operational challenges facing customer contact 

centers within the deregulated energy industry, reviewed the relevant management literature, 

described the methodology used to develop the Model, and presented each of the nine 

management factors comprising the integrated operational framework. Collectively, these 

chapters demonstrated that sustained organizational performance depends upon the coordinated 

application of multiple management disciplines rather than isolated operational initiatives.

The purpose of this study was to develop a practical management framework capable of assisting 

executive leaders responsible for customer contact center operations. While existing literature 

provides substantial guidance regarding leadership, human resource management, quality 

assurance, customer service, and organizational performance, relatively little research presents 

these disciplines as components of a unified operational management system specifically 

designed for customer contact centers. Drawing upon executive leadership experience, 

operational observation, and practical implementation, this research organized these management 

principles into an integrated framework intended to improve organizational effectiveness, 

customer satisfaction, workforce performance, and long-term operational success.
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The findings presented throughout this research suggest that successful customer contact center 

operations are not the result of excellence within a single organizational function. Instead, 

operational excellence emerges when leadership, workforce development, technology, 

standardized operational processes, employee training, service delivery, quality assurance, 

continuous improvement, and performance measurement function together as an integrated 

management system. The Nine-Factor Empirical Call Center Management Model was developed 

to provide executive leaders with a structured approach for managing these interdependent 

disciplines while supporting continuous organizational improvement.

The sections that follow summarize the study, discuss the principal findings, examine the 

practical implications of the Model for executive management, and present recommendations for 

future research. The chapter concludes by reflecting on the contribution of the Model to both 

management practice and the ongoing development of customer contact center operations.

Summary of the Study

The purpose of this research was to develop a practical management framework capable of 

improving the performance of customer contact center operations within the deregulated energy 

industry. As competition increased and customer contact centers assumed greater responsibility 

for customer acquisition, account management, regulatory compliance, customer retention, and 

service delivery, organizations faced increasing pressure to balance operational efficiency with 

high levels of customer satisfaction and financial performance. While substantial management 

literature exists regarding individual aspects of customer contact center operations, relatively 

little research presents these management disciplines as components of a unified operational 

framework designed specifically for executive leadership.
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Throughout the study, it became evident that successful customer contact center operations 

cannot be sustained through isolated management initiatives. Organizations frequently invest 

significant resources in leadership development, employee training, technology modernization, 

quality assurance programs, or performance measurement systems, yet often fail to recognize the 

interdependent nature of these activities. Improvements within one operational area may produce 

temporary gains; however, long-term organizational success consistently depends upon the 

coordinated management of leadership, people, technology, operational processes, service 

quality, and performance management. This observation became one of the central themes 

underlying the development of the Nine-Factor Empirical Call Center Management Model.

The research employed an empirical practitioner methodology grounded in executive leadership 

experience, operational observation, practical implementation, and continuous refinement across 

multiple customer contact center environments. Rather than relying upon surveys or controlled 

experimentation, the study synthesized recurring operational observations developed over years 

of executive leadership within inbound and outbound customer contact centers serving the 

deregulated energy industry. These observations were evaluated alongside established 

management literature to identify recurring organizational principles that consistently 

contributed to operational effectiveness and long-term organizational performance.

The resulting Nine-Factor Empirical Call Center Management Model integrates nine 

interdependent management disciplines into a comprehensive operational management system. 

Executive leadership, effective hiring, reliable information technology, standardized operational 

processes, comprehensive initial training, quality service delivery, quality assurance, continuous 

evaluation and corrective improvement, and performance measurement collectively provide a 
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structured framework for managing customer contact center operations. The Model emphasizes 

that organizational excellence is achieved through the integration of these factors rather than 

through isolated operational improvements.

The study concludes that executive leadership plays the central role in coordinating the 

remaining components of the Model. Leadership establishes organizational vision, aligns 

resources, reinforces organizational culture, and utilizes performance information to guide 

continuous improvement. As each factor supports and strengthens the next, the Model functions 

as a continuous management system that adapts to changing customer expectations, 

technological advancements, regulatory requirements, and evolving business objectives. This 

integrated systems perspective represents the principal contribution of the research and provides 

executive leaders with a practical framework for evaluating and improving customer contact 

center performance.

Summary of Findings

The purpose of this study was to develop a practical management framework capable of assisting 

executive leaders in improving the performance of customer contact center operations within the 

deregulated energy industry. The findings of this research demonstrate that sustained operational 

success is not achieved through isolated management initiatives but through the coordinated 

integration of multiple organizational disciplines. The following discussion summarizes the 

principal findings of the study by addressing each of the research questions presented in Chapter 

1.
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Research Question One

What organizational factors most significantly influence successful customer contact center 

operations within the deregulated energy industry?

The findings indicate that successful customer contact center operations depend upon the 

coordinated interaction of nine primary management factors: executive leadership, effective 

hiring, reliable information technology, standardized operational processes, comprehensive 

initial training, quality service delivery, quality assurance, continuous evaluation and corrective 

improvement, and performance measurement. Although each factor independently contributes to 

organizational performance, the research consistently demonstrated that sustained operational 

success is achieved only when these management disciplines function together as components of 

an integrated operational system.

Throughout the operational environments examined in this study, organizations that consistently 

achieved superior operational performance demonstrated strength across each of these 

management disciplines rather than relying upon excellence within a single functional area. This 

finding supports the central premise of the Nine-Factor Empirical Call Center Management 

Model and reinforces the importance of managing customer contact centers from a systems 

perspective rather than through isolated operational initiatives.

Research Question Two

How do executive leadership, workforce management, operational processes, and quality 

systems interact to influence organizational performance?
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The findings demonstrate that executive leadership serves as the coordinating function that aligns 

each component of the Model. Leadership establishes organizational objectives, allocates 

resources, develops organizational culture, and creates the accountability necessary to support 

operational excellence. Workforce management, technology, operational processes, employee 

development, quality assurance, and performance measurement each contribute to organizational 

success; however, their effectiveness depends largely upon leadership's ability to integrate these 

functions into a unified management system.

The research further demonstrates that these operational disciplines are highly interdependent. 

Improvements in one area frequently influence performance throughout the organization, while 

deficiencies in one component often create operational challenges within several others. 

Organizations that recognized these relationships were more successful in achieving sustainable 

operational improvements by addressing root causes rather than isolated symptoms.

Research Question Three

Can a practical management framework be developed from empirical operational 

observation that assists organizations in improving customer contact center performance?

The development of the Nine-Factor Empirical Call Center Management Model demonstrates 

that practical executive experience, when systematically evaluated and supported by established 

management principles, can produce a structured operational framework suitable for guiding 

organizational improvement. Rather than proposing a new leadership theory or management 

philosophy, the Model integrates well-established management disciplines into a practical 

system designed specifically for customer contact center operations.
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The findings suggest that executive leaders benefit from a management framework that 

emphasizes integration rather than individual functional excellence. By organizing recurring 

management principles into a structured operational model, this research provides executives 

with a practical tool for evaluating organizational performance, identifying operational 

deficiencies, and implementing continuous improvement initiatives.

Research Question Four

What operational metrics best support executive decision-making within inbound and 

outbound customer contact center environments?

The findings indicate that meaningful performance measurement requires a balanced approach 

incorporating operational, customer, employee, quality, compliance, and financial performance 

indicators. No single performance metric adequately reflects overall organizational effectiveness. 

Executive leaders should therefore evaluate organizational performance using multiple measures 

that collectively provide a comprehensive understanding of operational performance and support 

informed decision-making.

The research also demonstrates that performance measurement achieves its greatest value when 

integrated with the broader management system. Operational reports, quality assurance findings, 

customer satisfaction measures, workforce management data, and financial indicators should not 

simply be monitored but actively used to guide leadership decisions, evaluate organizational 

initiatives, and support continuous improvement. In this manner, performance measurement 

becomes an executive management tool that strengthens every component of the Nine-Factor 

Empirical Call Center Management Model.
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Collectively, these findings reinforce the central premise of this research: organizational 

excellence within customer contact center operations is achieved through the deliberate 

integration of leadership, people, technology, operational processes, quality management, 

continuous improvement, and performance measurement into a unified management system. The 

Nine-Factor Empirical Call Center Management Model provides executive leaders with a 

practical framework for coordinating these disciplines while supporting sustained organizational 

performance and continuous operational improvement.

Conclusions

The findings of this study demonstrate that organizational excellence within customer contact 

center operations is not achieved through isolated management initiatives or individual 

operational improvements. Rather, sustained success results from the deliberate integration of 

leadership, workforce development, technology, operational processes, service quality, 

continuous improvement, and performance measurement into a unified management system. 

While each of these disciplines has been examined independently within existing management 

literature, this research concludes that their greatest organizational value is realized when they 

function collectively in support of shared strategic objectives. The Nine-Factor Empirical Call 

Center Management Model was developed to provide executive leaders with a practical 

framework for coordinating these interdependent management responsibilities.

One of the principal conclusions of this research is that executive leadership serves as the 

integrating force behind organizational performance. Leadership is not limited to establishing 

strategic direction or supervising daily operations; it provides the vision, accountability, and 

organizational culture necessary to align every component of the management system. 
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Throughout the operational environments examined in this study, organizations demonstrating 

sustained operational success consistently exhibited leadership that communicated clear 

expectations, allocated resources effectively, reinforced organizational standards, and used 

performance information to guide continuous improvement. Leadership therefore influences not 

only organizational direction but also the effectiveness of every remaining factor within the 

Model.

The research further concludes that customer service excellence is the product of effective 

organizational design rather than individual employee effort alone. Employees perform most 

successfully when they are carefully selected, equipped with reliable technology, supported by 

standardized operational processes, and provided with comprehensive training that prepares them 

to meet organizational expectations. When these organizational foundations are established, 

quality customer service becomes a predictable operational outcome rather than a matter of 

individual performance or circumstance. This conclusion reinforces the importance of viewing 

customer contact center management as a systems-based discipline rather than a collection of 

independent operational activities.

Another important conclusion emerging from this research is that continuous improvement 

should be regarded as a permanent leadership responsibility rather than a corrective response to 

declining performance. Organizations operating within dynamic business environments must 

continually evaluate operational effectiveness, identify opportunities for improvement, and adapt 

to changing customer expectations, technological advancements, and regulatory requirements. 

The most successful organizations examined throughout this study consistently demonstrated a 

proactive commitment to organizational learning, using quality assurance findings, performance 
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metrics, employee feedback, and operational evaluations to strengthen the overall management 

system. This ongoing commitment to evaluation and refinement enables organizations to 

maintain long-term operational excellence while remaining responsive to changing business 

conditions.

Finally, this research concludes that meaningful performance measurement extends beyond the 

collection of operational statistics. Performance information achieves its greatest value when it 

supports executive decision-making, reinforces accountability, and informs future organizational 

strategy. Within the Nine-Factor Empirical Call Center Management Model, performance 

measurement completes a continuous cycle of planning, execution, evaluation, and improvement 

by providing leadership with the information necessary to strengthen each component of the 

management system. This continuous feedback process distinguishes the Model from traditional 

management approaches that emphasize individual performance metrics without considering the 

broader organizational system in which those metrics operate.

Collectively, these conclusions support the central premise of this study: organizations achieve 

sustained operational excellence when leadership intentionally integrates people, technology, 

operational processes, quality management, and performance measurement into a unified 

management framework. The Nine-Factor Empirical Call Center Management Model does not 

propose that success depends upon any single management discipline. Instead, it demonstrates 

that long-term organizational performance is achieved through the continuous alignment and 

integration of all nine factors. It is this systems-based perspective that represents the principal 

contribution of the research and provides executive leaders with a practical framework for 

managing customer contact center operations.
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Implications for Practice

The findings of this study carry direct implications for executives and operational leaders 

responsible for customer contact center performance within the deregulated energy industry and 

beyond. Foremost, the Nine-Factor Empirical Call Center Management Model offers a practical 

diagnostic tool that executives can use to evaluate organizational strengths and weaknesses 

across leadership, workforce, technology, process, and quality domains simultaneously, rather 

than addressing these functions in isolation. Organizations seeking to improve operational 

performance may apply the Model as an assessment framework, systematically reviewing each 

of the nine factors to identify which components are underdeveloped and where 

interdependencies are creating compounding operational risk.

The Model also has practical value for organizations that rely upon business process outsourcing 

arrangements to manage customer contact operations. Because outsourced environments must 

satisfy the expectations of multiple clients while sustaining consistent internal standards, 

executives overseeing these relationships may use the Model’s nine factors as a shared 

evaluative framework when negotiating service level agreements, conducting vendor audits, or 

establishing governance structures between the contracting organization and the service provider 

(Lacity & Willcocks, 2011).

Beyond diagnostic use, the findings suggest that executive leadership development should be 

prioritized as the coordinating discipline within the Model rather than treated as one factor 

among equals. Consistent with established leadership literature (Kotter, 2012; Yukl, 2013), the 

research indicates that leadership effectiveness directly influences the degree to which the 
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remaining eight factors function cohesively. Organizations investing in leadership development, 

succession planning, and executive accountability structures may therefore realize performance 

improvements that extend across the entire operational system rather than within a single 

function.

Finally, the research reinforces the practical importance of balanced performance measurement. 

Executives are encouraged to move beyond reliance on traditional productivity metrics, such as 

average handle time or sales conversion, and adopt integrated scorecards that incorporate 

operational, quality, employee, compliance, and financial indicators (Marr, 2012; Parmenter, 

2015). Doing so allows leadership to evaluate the health of the entire management system, as 

reflected in the Nine-Factor Model, rather than optimizing individual metrics at the expense of 

overall organizational performance.

Recommendations for Future Research

Several recommendations for future research emerge from the limitations of this study. Because 

the Nine-Factor Empirical Call Center Management Model was developed through practitioner 

observation within energy-industry contact centers operating in the United States, future research 

should examine whether the Model generalizes to other regulated and unregulated service 

industries, as well as to contact center operations outside the United States. Comparative studies 

across industries and regulatory environments would help determine which elements of the 

Model reflect universal management principles and which are specific to the deregulated energy 

sector.
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Future research would also benefit from quantitative or mixed-methods validation of the Model. 

This study relied upon qualitative practitioner observation and empirical synthesis; subsequent 

research employing structured surveys, statistical analysis, or controlled comparisons across 

multiple organizations could test the relative weight and interdependence of the nine factors, and 

determine whether specific factors exert disproportionate influence on operational outcomes such 

as customer satisfaction, employee retention, or financial performance.

Additionally, because customer contact operations continue to evolve alongside digital 

communication channels, future studies should examine how the Model applies to organizations 

that have expanded beyond telephone-based service into email, chat, and other digital or 

omnichannel platforms. Given that this study intentionally delimited its scope to telephone-based 

operations, research extending the Model to omnichannel environments would clarify whether 

the nine factors remain sufficient or whether additional factors are required to address the 

operational complexity of multichannel customer engagement (Verhoef, Kannan, & Inman, 

2015).

Finally, longitudinal research tracking organizations that adopt the Nine-Factor Model over time 

would provide valuable insight into its long-term practical utility. Such research could evaluate 

whether sustained application of the Model produces measurable improvements in the 

performance indicators identified in this study, and whether the relative importance of individual 

factors shifts as organizations mature in their implementation of the framework.
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Conclusion

This study set out to develop a practical, empirically grounded management framework to assist 

executive leaders in improving the performance of customer contact center operations in the 

deregulated energy industry. The resulting Nine-Factor Empirical Call Center Management 

Model integrates executive leadership, hiring, information technology, operational process 

standardization, training, service delivery, quality assurance, continuous improvement, and 

performance measurement into a single operational system grounded in direct executive 

experience rather than purely theoretical analysis.

The contribution of this research is twofold. For practitioners, the Model offers a practical 

decision-making framework that executives and operational leaders can apply directly to 

evaluate and improve contact center performance. For applied business research, the study 

contributes a documented example of how systematic practitioner observation, evaluated against 

established management literature, can produce a structured framework suitable for further 

academic validation. Taken together, the findings reinforce the central premise of this research: 

sustainable operational excellence within customer contact centers is achieved not through 

isolated functional improvements, but through the deliberate, coordinated integration of 

leadership, people, technology, process, and performance management.
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