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Bidder 
Response 

The CCL Consulting Team has over 40 people who have managed customer operations in their career and on 
average our team has over 35 years’ experience in Customer Management. The company was originally a 
consulting business of a large outsourcing group, so we have considerable experience of insourced and 
outsourced operations.  
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4 

Please outline the resource, information, and/or stakeholder engagement that will 
be needed from within OS in order for your proposal to operate successfully. Please 
explain the rationale, and any skillsets or data that will be required from specific 
roles. 

0-5 2% 

Bidder 
Response 

Ideally, we would like to work closely with OS and form a joint team on this work. This enables ownership, 
knowhow transfer and cost-effective development of the strategy. Ideally the OS sponsoring director will set 
the context for the work and provide guidance and a sounding board to the CCL team as the work progresses 
and we start to form views and hypotheses as to the strategic options. 
 
Then it would be ideal to have an OS project lead, sometimes this can be the contact centre manager or their 
manager. This person can help gain access to the data needed in the discovery phase and knows who is who, 
what they do etc. This can help save a lot of time and cost. The time commitment would be around 2 days per 
week. We are aware that sometimes this is difficult for the CC manager as they also need to be running the 
operation. (to be discussed) 
 
Also, an administration resource is useful for coordinating diaries and getting hold of data.  
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Normally, once we have carried out the initial briefing session, CCL would confirm the plan for the work in 
Confirmation of Brief document which is signed off by both parties. This includes a detailed plan for the work, 
who we need to meet, how we listen to calls, what data we need.  
 
We have a detailed template for this and it ensures all elements of the work are thought through and planned 
effectively. 
 

 
  
  

 
  
  
  
  
  
  
   
  
  
  
  

 
Given the current situation with Covid-19 we anticipate much of the work being carried out remotely. We are 
able and willing to come on site if needed. Having said that, remote listening to calls is key to our understanding 
of how well customers’ needs are currently being met, so the ability to do this is important. The rest can be 
done over video calls and email. 

 




