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Overview of the UCRC
The Utility Customer Research Consortium (UCRC) is a blue-ribbon panel of executives 
working together to identify opportunities for improvement and innovation in customer service and care. 
UCRC members represent large energy utilities and leading vendors from across the US. The current 
membership represents over 70 million customers.

The UCRC emphasizes peer-to-peer interaction and information sharing. The members meet annually 
to consider customer-facing challenges and opportunities, and to plan the UCRC research agenda. In 
addition, they interact regularly through online “spotlight” calls to investigate emerging customer-facing 
issues and solutions. Finally, the UCRC is committed to working with the members to conduct 
collaborative research and consumer surveys, and to develop other content to enrich the dialogue 
among members and to provide thought leadership in the utility sector. 

The UCRC focuses on short-term tactical and operational challenges and develops a forward-looking 
strategic vision for future customer experience and engagement.
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Tim Montgomery, Founder, Alamo Solutions

Tim Montgomery is a 30-year contact center veteran who 
has advised some of the most recognized brands in the 
world such as Coca-Cola, USAA, Dell, Allstate, and many 
other Fortune 500 companies.

Thirteen years ago, when call center cloud technology was 
in its infancy, he started the first 100% cloud-based BPO 
contact center, Culture, Service, Growth (CSG). In five 
years, CSG grew to nearly 1,000 employees and supported 
eight Fortune 500 companies. Along the way, he started 
two call-center, cloud-focused technology companies that 
he maintains today.   

In 2016, Tim sold CSG to international outsourcer Qualfon. 
He has since helped companies of all sizes and industries 
move their call centers to leading-edge cloud technologies.
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A few of the companies Tim has worked 
with 
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Quality programs’ 
impact on culture



6© 2023 E Source | Proprietary and confidential

“
“

World class is NOT 
something you 
deliver; it is a 
RESULT of 
something you are.

—John DiJulius
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Quality is a process not a form
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Best-in-class quality assurance 
(QA) examples
Quality is viewed as something that is for agents, not 
something done to agents
 Goal is to help agents get better
 Scores are indicators of behaviors … conversations focused on 

behaviors
 Quality and getting better are 100% within the agent’s control
 Coaching conversation, not form conversations
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Best-in-class QA examples
Challenging conventional call center QA processes
 Why scores if it’s about getting better?
 Moving to the aisle versus the room
 Not everyone has to be treated the same
 Letting reps calibrate on a regular basis
 Agents come prepared with good and bad, not just four calls
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Best-in-class QA examples
Respecting the program
 As important as a break schedule
 Weekly conversations about getting better
 End all team meetings by listening to a great call
 Call-of-the-month celebrations and rewards
 Agents working on one or two things to improve every week
 All levels listen to a call every week—background office noise
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Best-in-class QA examples
Quick wins and considerations
 Avoidable contact teams
 Connect survey to agents and QA reviews
 Not everyone has to be treated the same
 Meet to discuss the “why” behind the program
 Peer monitoring
 Database of great calls
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Workforce 
management 

programs impact 
on culture
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Best-in-class workforce management 
(WFM) examples

Bottom-up capacity 
planning with all 
costs
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Best-in-class WFM examples

Bottom-up 
capacity planning 
with all costs
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Best-in-class WFM examples
 Simple dashboards
 One version of the truth
 Reacting in advance
 Creative intra-day
 Training for all on WFM; it’s not just a team in the corner
 Power of One training for all agents
 Know what the metrics mean and why
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Best in class WFM examples

80/20 SLO

 250-
second 
talk time

 50-
second 
ACW

25 
calls

7 
agents

60% 
Occ

50 
calls

12 
agents

70% 
Occ

100 
calls

21 
agents

80% 
Occ

300 
calls

57 
agents

88% 
Occ
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Best-in-class WFM examples

 7 hours of phone time
 Caught on 3 long calls 

a day (20 minutes)
 30 minutes of other 

non-adherence time 
per day 

20-
minute 

AHT

 7 hours of phone time 
 Caught on 3 long calls 

a day (5 minutes)
 30 minutes of other 

non-adherence time 
per day

5-
minute 

AHT

79%

89%
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Best-in-class WFM examples
 Agent WFM metrics within their control
 Show up
 Follow your schedule
 Celebrate Mondays—prizes
 Don’t view WFM as a race to the bottom
 No after-the-fact schedule adjustments
 Creative scheduling around demand, not agents
 Understand that it’s just math …
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Questions?
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You’re free to share this document inside your company. If you’d like to quote or use our material outside of your business, please 
contact us at esource@esource.com or 1-800-ESOURCE (1-800-376-8723).

Contact

Senior Vice President, Utility Customer Strategy 
E Source
jamie_wimberly@esource.com

Jamie Wimberly

Founder, Alamo Solutions 
timm@alamocloudsolutions.com

Tim Montgomery

mailto:esource@esource.com
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