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Call Center Planning and 
Design Toolkit - Abstract 
 
 
 
Prosci Research is the world’s leading supplier of call center 
benchmarking reports and research-based toolkits. Prosci 
conducts annual research projects that have involved more 
than 400 call centers from 24 countries. Prosci also sponsors 
the Call Center Learning Center, the web’s most 
comprehensive site for call center resources.  Prosci’s 
products include research and benchmarking reports, toolkits 
for project leaders and consultants, and handbooks for 
employees and managers. 
 
Product guarantee: Prosci stands behind every product with a 
100% satisfaction guarantee – no exceptions. If you are not 
completely satisfied, return the product for a complete refund. 
Only shipping charges are non-refundable. 
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Call Center Planning and Design Toolkit 
 
 

A blueprint for building a successful contact center 
 
Prosci’s latest addition to the Call Center Series is 
the most comprehensive guide available for creating 
a world-class contact center. Developed in 
collaboration with industry leaders in the Call 
Center industry, Vanguard Communications*, the 
Call Center Planning and Design Toolkit is the 
definitive guide for creating the best possible contact 
center for your organization. 
 
The Toolkit provides: 

• a comprehensive planning checklist and design 
guidelines for successfully setting up a new call center 
or redesigning your existing call center 

• the approach and tools to help you create a contact 
center strategy and manage the implementation 
effectively 

 
 
 
 
 
 
 
 
 
 
 
 

Planning Roadmap 
• Guides you through the key activities for 

creating a world-class call center 

• Map out the sequence of activities: 

− The strategy that needs to be defined 
before contact processes can be 
identified 

− Process and technology elements critical 
to the success of your center 

− HR and facility guidelines to help you 
create the best contact center 
environment 

Master Planning Guide 
The Master Planning Guide is the answer to the 
question “Where do I start?” – planning tables and 
checklists will help you identify and keep track of 
the multitude of activities that must be done to: 

• get you started quickly 

• create the strategy and project plan 

• provide a master checklist so that you do 
not overlook key activities  

*Vanguard Communications Corporation can be reached at www.vanguard.net

This toolkit is ideal if you… 

• are starting a completely new call 
center 

• are consolidating call centers 

• want to upgrade to a world-class 
contact center from your existing call 
center 

• are taking over call center 
implementation  

• are managing a portion of a new call 
center implementation 

• have one call center and need to open
a second 

• are looking for a better 
understanding of the components of 
an effective call center Strategy

Processes Technology

Human resources

Facilities

 

$389 
Style: binder / CD 
Pages: 258 
Figures: 15 
Templates: 12 
Checklists: 11 



Prosci Research      970-203-9332 or 800-700-2831     customerservice@prosci.com 
www.call-center.net       www.change-management.com        www.prosci.com  

3

 

The toolkit describes each of the five aspects of the 
contact center in detail. Each section includes: 
 

• definitions and examples of concepts being discussed 

• benefits and implementation issues 

• checklists to get you started  

• where to get additional information 

• sample document outlines (where appropriate) 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Planning roadmaps 
enable you to quickly
identify required 
elements for your 
call center 

Table of contents 
 

• Getting Started 

• Business Strategy 

• Processes 

• Technology 

• Human Resources 

• Facilities 

Master planning guides for 
strategy, process, technology, 
HR and facilities provide you 
with checklists and project 
management control  
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Fax this order form to 970-669-7005 or call 970-203-9332 to place your order 
 

Call Center Series 
__ Best Practices in Call Center Management and  
          Operations – Benchmarking Report - $189 

__ Call Center Best Practices Special Technology  
          Edition – Benchmarking Report - $149 

__ Planning and Design Toolkit – A blueprint for  
          building a successful contact center - $389 

__ Call Center Measurement Toolkit - $289  

__ Quality Monitoring Toolkit - $349 

__ Measurement Toolkit and both Call Center  
          Benchmarking Reports - 10% discount - $510 

__ Full Call Center Series - 15% discount (all 3 Toolkits 
          and both Benchmarking Reports) - $1110 

Change Management Series 
__ Change Management Benchmarking Report - $169 

__ Change Management Toolkit - $289 

__ CM Toolkit Package - 10% discount (Benchmarking  
          Report and Toolkit) - $412 

__ Employee’s Survival Guide to Change 
          $14.95 each, 1-10 copies 
          $12.95 each, 11-100 copies 
          $11.95 each, over 100 copies 
          call for price on larger orders 

__ Change Management Guide for Managers and  
          Supervisors (includes 4 copies of the  
          Employee’s Survival Guide) - $189 

__ Full Change Management Series - 20% discount  
          (Toolkit, Manager’s Guide, Benchmarking  
          Report, 4 copies of the Survival Guide) - $519 

 
 

Name:  _____________________________________________________________________________________ 

Company:  __________________________________________________________________________________ 

Address:  ___________________________________________________________________________________ 

City:  ______________________   State:  _______________   Country:  ___________________   Zip:  ________ 

Phone:  __________________________________          Email:  _______________________________________ 

Fax:  ____________________________________ 

Payment:      Visa       MasterCard       American Express       Diner’s Club 

Card number:  _______________________________________________________________________________ 

Expiration date:  _____________________   Cardholder name:  ________________________________________ 
 

Signature:____________________________________________ 
Shipping method:     
 
Single toolkit within US: Report within US: International shipping: 

___ Overnight delivery ($31) ___ Overnight delivery ($23) Charges dependant on destination 

___ 2 day delivery ($16) ___ 2 day delivery ($11) ___ Verify charges before shipping 

___ 3-4 day delivery ($14) ___ 3-4 day delivery ($9) ___ Ship if charges are below $75 

 

The bottom line is this: you are 100% satisfied or your money back. We strive to make these products valuable for 
your organization, and we succeed only when you succeed. 

 
Visit us at www.call-center.net or www.change-management.com for more information. 

Catalog code: 
67012 


