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CEO & President
NOVO1 Contact Centers

Amy McCarty
VP Client Solutions & 
Customer Experience
APAC Customer 
Services, Inc.

Lynn Hinderaker
Director of Marketing
EPIC Connections

Vivian Hairston Blade
President & CEO
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+Contact centers are the central nervous system 
for many organizations.

o Agents shape the experience of customers, 
prospects, partners & suppliers

• Not just telephone driven. Interactions now 
include

• Social media
• Self-service
•Mobile applications
•Online chat
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What is CEM at APAC
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APAC’s CEM Model



Overview

• High volume online retailer
• Client involvement in launch 
• Feedback directly from customers is the hallmark of any 

customer experience program
• Employee engagement with the end customer is a 

valuable listening post and solicits their feedback to 
improve the experience

• The pilot was a proof of concept of a daily listening post
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Pilot Survey
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The Pulse of the Customer

• Responsiveness
– Able to increase their ability to listen to the customers 

and respond
– Ability to identify new enhancements for the web tool 

that would improve the clients online experience
• Decision Making

– Data to use internally
– Ability to prioritize enhancements

• Engaged Employees
– Agent team felt empowered to respond to customer 

requests and concerns



Thank you

Amy McCarty
Vice President, Client Solutions
APAC Customer Services
ammccarty@apacmail.com
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Total Customer Experience

Points of Customer Contact

Field 
Sales Contract

Printed
Statement Phone

Web
Chat
IM

Email
Speech

IVR
White 
Mail

Telemedicine
Social 
Media

Word of 
Mouth

Contact Center Primary Scope

Mobile
SMS

Provider 
Network
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Lynn Hinderaker
Director of Marketing
EPIC Connections
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New channels
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Human 
creativity
applied 
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Mary Murcott
CEO & President
NOVO1 Contact Centers

817/355-8201
mmurcott@novo1.com

Amy McCarty
VP Client Solutions & Customer 
Experience
APAC Customer Services, Inc.

248/425-1702
ammccarty@apacmail.com

Lynn Hinderaker
Director of Marketing
EPIC Connections

402/884-4700 x206
lhinderaker@epicconnections.com

Vivian Hairston Blade
President & CEO
EiGL Consulting LLC

502/419-2433
vivian.blade@eiglconsulting.com
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The next BCFL webcast is “Serving the Emotile Customer in 
the Digital World,” and is scheduled for  August 30, 2 pm-3 
pm ET.  We hope you can join us. 


