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In fact, Radclyffe solutions are designed 

specifically to reduce the time invested in 

non-productive activities AND achieve 

significant results. 

Since 1994, Radclyffe has been helping companies keep their customers and 

build customer loyalty by leveraging their call center organizations.  

Radclyffe has found the winning formula to combining all of the operational 

best practices along with the cultural success factors to ensure you get 

outstanding results. 

We know how important it is to keep customers and build loyalty during every single contact 

and we have been able to find and validate that winning combination for our clients.  The key 

lies in creating a call center organization that hums along with proven processes, the right 

technology, targeted training and coaching and a culture that keeps front-line staff and their 

supervisors engaged and driving for results from the bottom-up, not top-down.  

The key to keeping customers and keeping them “happy” or “wowed” is simple: employ 

processes that work together, not against each other and leverage your talent effectively.  In 

almost every single organization we have assessed, the key that was missing was effectively 

leveraging the talent by holding them accountable in a way that works and keeping them 

intellectually challenged and focused on the right things. 

Radclyffe’s mission is to uncover exactly how to achieve 

high performance within the call center with outstanding 

customer results.  Through a combination of proven 

processes, training, coaching and mentoring that have 

been developed, tested and validated by Radclyffe, our 

clients have experienced the results for which they were 

searching. 
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We know that time is a critical factor in call center organizations, so all 

of our solutions are geared toward making sure your front-line staff is 

available and ready to take calls as needed. Our solutions focus on 

getting results without time-intensive work.  In fact, Radclyffe 

solutions are designed specifically to reduce the time invested in non-

productive activities AND achieve significant results. We use Lean Six 

Sigma principles to ensure efficiencies and reduce bottlenecks while 

increasing quality—the quality of the Customer Experience-- whether that be the interaction, 

follow-up communication or resolution.   

Our engagements don’t take forever.  Because we are experienced in what we do and have fine 

-tuned that experience over the years with numerous clients across all industries, we have 

proven and tested solutions that work…and work quickly.  If a solution is customized training, 

for example, it will take us only two weeks to design and deliver it.  If you need to increase your 

customer satisfaction scores and measure it monthly, give us a month and see the quantifiable 

improvement. 

Leading and managing the day-to-day operations of call centers is tricky business.  In a study 

conducted by Radclyffe, we identified the some unique factors that differentiate contact 

centers from other types of organizations.  One of these factors, The Rigors of Intra-Day 

Management, has a profound impact on call center culture.  As a result, all Radclyffe solutions 

incorporate strategies to address these cultural aspects.  Below are just some of the challenges 

we overcome: 

 Unnecessary call escalations or supervisor interventions to solve customer issues (lack of call 

control, effectively defusing angry customers or asking probing questions) 

 Low customer satisfaction/Loyalty 

 Resistance to representative coaching or negative perception of the coaching program 

 High absenteeism or increased FMLA occurrences 

 Low or stagnant individual or team performance (either call handling or data integrity) 

 Unnecessary long Average Handle Times (AHT), Average Talk Time (ATT) or Occupancy/Schedule 

Adherence 

 Supervisors, coaches and/or team leaders who are struggling with getting representative buy-in 

and/or performance improvement 
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While we use proven methodologies to get results, all of our solutions are customized based on 

the client’s specific needs, business and goals.  We always conduct an assessment to ensure 

that we understand your current business, culture and desired outcome.  

In this day and age, we know that you need results fast and that financial resources can be 

limited. We have taken our proven onsite solutions that can be delivered quickly and effectively 

over the Internet so that you can get results as soon as possible.  

Below are just some of the onsite and online solutions we provide: 
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Radclyffe can also serve as your training department by handling all of your customized call 

center curriculum needs.  While we know your corporation’s training department or 

“university” may handle most of the generic training needed, call centers have unique needs, 

time limitations and culture.  From designing your onboarding new-hire training to your full 

university-style curriculum for all roles in the call center, Radclyffe will partner with you to 

ensure your training and coaching needs are met.  We have proven processes, methodologies 

and facilitation strategies that ensure we can conduct needs assessments, design, deliver and 

evaluate performance in the necessary time-frame required to meet the dynamic needs of your 

organization. 

We always say, “don’t believe us, believe our clients,“ because we want you to know that you 

are getting years of knowledge and experience from Radclyffe that have resulted in an 

outstanding reputation in the call center industry.  We provide results and to back that up, we 

have “The Radclyffe Guarantee¸ Period.”  

Time flies.  That’s why calling in Radclyffe today to help you move your 

organization forward is the right thing to do.  Just think…in a few short 

months you can have a very different call center organization operating at a higher level of 

performance… and calling for a consultation costs nothing.  With Radclyffe Online Solutions you 

can get answers right over the phone exactly when you need them.  So why wait.  Call today 

for your free consultation.

Radclyffe Partners, LLC is a women-owned business located in Northern New Jersey.  Led by call 

center industry thought-leader, Liz Ahearn, who is passionate about the delivery of World Class 

Service by all businesses to their customers, Radclyffe has worked with many large and small 

organizations to help them overcome the unique challenges of call center operations and 

strategy. 
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Elizabeth A. Ahearn is the president & CEO of Radclyffe Partners, LLC.  

Liz has been named as one of the top five thought-leaders in the call 

center industry and has been published in numerous trade journals. 

She has been interviewed by The Wall Street Journal, The New York 

Times and has appeared on ABC’s Business News Magazine TV 

Show.  Liz served on the Board of Directors of SOCAP and was the 

president of the Northern California Chapter of SOCAP, is a member 

of ASTD, SHRM and ICSA.  Previous to Radclyffe, Liz led call center organizations 

at The Pepsi-Cola Company, Levi Strauss & Company, IMS Health and ADP.  Liz has received 

numerous industry and company awards for her strategic partnering and innovative work. 

 

 

 


