Call Center Supervisor Certified
(CCSC) Training Program

Transform your supervisors into confident, strategic leaders who drive performance,
elevate customer experience, and build high-performing teams.

Management and Strategy Institute



https://www.msicertified.com/

Why Your Supervisors Need CCSC Certification

Contact center supervisors are the critical link between frontline
agents and operational success. Yet most are promoted from agent 6 8 %
roles with minimal formal leadership training. The result? Inconsistent

erformance, high turnover, and missed business goals. .
P & & of supervisors

The CCSC program addresses this gap head-on. It equips your
supervisors with the strategic leadership skills, data-driven decision-
making capabilities, and customer-centric mindset needed to excel in
today's demanding contact center environment.

report feeling unprepared for
leadership responsibilities

3X

turnover risk

when supervisors lack proper
training and support



Comprehensive Curriculum Designed for Real-World Impact

The CCSC program covers three essential modules that build on each other to create well-rounded, effective supervisors. Each module combines
proven leadership principles with practical contact center applications.
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Module 1 Module 2 Module 3

Leadership & Team Performance Metrics & Quality Customer Experience &
Management Assurance Continuous Improvement
Build foundational leadership skills and Master data-driven performance Drive customer satisfaction and

team-building capabilities management and quality standards operational excellence




Module 1: Leadership and Team Management

Great supervisors aren't born—they're developed. Module 1 establishes the leadership foundation your supervisors need to inspire, motivate, and
guide their teams to peak performance.

Role Clarity and Responsibility

Define the supervisor's strategic position,
key accountabilities, and how to balance
operational demands with people
development.

Communication and Conflict
Resolution

Develop skills to navigate difficult
conversations, resolve team conflicts
constructively, and maintain open lines of
communication.

Goal Setting and Expectations

Learn to establish clear, measurable
performance goals and communicate
daily expectations that drive results and
accountability.

Building Team Culture

Create and sustain a positive, productive
team environment where agents feel
valued, engaged, and committed to
excellence.

Coaching for Success

Master motivational techniques and
coaching frameworks that unlock agent
potential, build confidence, and improve
performance sustainably.



Module 2: Performance Metrics and Quality Assurance

Data doesn't lie—but it needs interpretation. Module 2 @
transforms supervisors into data-savvy leaders who use
metrics strategically to identify opportunities, coach effectively, AHT

and maintain quality standards.
Average Handle Time optimization

Your supervisors will master the key performance indicators

that matter most in contact centers, learning not just what the O
numbers mean, but how to use them to drive meaningful &)
improvement.

CSAT

Customer Satisfaction tracking

V4

M4

FCR

First Call Resolution mastery
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SLA

Service Level Agreement compliance
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Identify Trends Monitor Calls

Use performance data to spot improvement areas and patterns Conduct effective call monitoring and deliver actionable feedback
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Maintain Standards Review Performance

Ensure quality assurance and regulatory compliance Deliver meaningful performance reviews that drive growth



Data-driven

[ decisions.
Performance that
speaks volumes.




Module 3: Customer Experience and Continuous Improvement

In today's competitive landscape, customer experience is the ultimate differentiator. Module 3 equips supervisors with the tools to manage
escalations gracefully, enhance satisfaction, and build a culture of continuous improvement.
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Escalation Management Satisfaction and Loyalty Root Cause Analysis

Handle difficult customer situations with Implement strategies that consistently ldentify and systematically solve recurring
confidence and turn challenging interactions enhance customer satisfaction scores and service issues by analyzing patterns,

into opportunities for service recovery and create memorable experiences that drive long- addressing root causes, and preventing future
loyalty building. term loyalty. problems.
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Feedback-Driven Improvement Process Optimization

Transform customer and agent feedback into actionable insights that Apply fundamental process improvement concepts to streamline

drive measurable improvements in service delivery and operational operations, reduce waste, and enhance overall contact center

efficiency. effectiveness.



Real Results: What CCSC-Certified Supervisors Achieve

Organizations that invest in structured supervisor training see measurable returns across key performance indicators. Here's what you can expect
when your team completes the CCSC program:

Improvement Reduction

in team performance within 90 days in agent turnover rates

18%

Increase Decrease
in first call resolution rates in average handle time without sacrificing quality
"The CCSC program gave our supervisors the confidence and tools "This training transformed how our supervisors approach their
they needed to truly lead. We've seen dramatic improvements in role. They're now strategic partners in our operation, not just task
both agent engagement and customer satisfaction.” managers."
— Sarah Martinez, Contact Center Director, Fortune 500 Financial — David Chen, VP of Operations, National Healthcare Provider

Services



Why Choose CCSC? The Competitive Advantage

Industry-Recognized Certification

CCSC certification demonstrates commitment to professional
excellence and provides supervisors with credentials that advance
their careers while benefiting your organization.

Flexible Learning Format

Designed to fit busy operations schedules, the program
accommodates working supervisors without disrupting your daily
operations or requiring extended time away from the floor.

Proof of training & certification

Certification includes a professional digital certificate, digital badge,
and iPhone/Android digital wallet card.

Practical, Applicable Content

Every concept is grounded in real contact center scenarios.
Participants leave with tools and frameworks they can implement
immediately—no theoretical fluff.

Expert Instruction

Designed contact center professionals who've successfully led
teams, managed operations, and achieved the results you're
seeking.

Measurable ROI

Organizations consistently report positive returns within six
months through improved metrics, reduced turnover costs, and
enhanced operational efficiency.



Invest in Your Supervisors. Transform Your Contact Center.

Your contact center's success hinges on the quality of your frontline leadership. The
CCSC program provides the comprehensive training your supervisors need to excel— Request a Demo

and the measurable results your organization demands. : \ e
Discuss your team's specific needs and goals

Don't leave supervisor development to chance. Give your team the skills, confidence,
and certification that drives performance, retention, and customer satisfaction.

Request Program Details

Ready to elevate your supervisory team?
Get full curriculum, pricing, and scheduling

Contact us today to learn more about enroliment, pricing, and how to bring information
CCSC certification to your organization.

Enroll Your Team

Secure spots for your supervisors in the next
cohort




