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Fighting Chaos 
with Knowledge

A story of how top talent and 
technologies triumph over Chaos.
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Marty Ken

Randy Marcela
customer guide

Newly hired TeleTech team member

Bilingual

Loves helping people and appreci-
ates leadership by example

customer conceirge

5 years and counting with TeleTech

Started as a CSR, promoted to 
team lead and site supervisor

Loves reading and large dogs

EVP of Excellence

3 decades of experience

Raising client and employee NPS to 
all-time highs

3-time Iron Man winner

CEO, Chief Customer 
Advocate

Dedicated to making the world safe 
for customers

34 years fighting customer 
experience (CX) mediocrity 

Started his career selling puka 
shells

Meet TeleTech CX
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Captain Chaos Kid Friction

Bug

Lead Villian

History of being an abused 
customer

Master plan to ruin CX 
across the globe

Hates sunshine, puppies, and smiles

Villian’s side kick

Recently fired as IVR voice talent

Takes pleasure in others’ 
frustrations

Met Captain Chaos at a 
puppy-haters convention

A BUG

Pet of Captain Chaos and Kid 
Friction

Expert in system infiltration and 
general disruption

Enlarged following an accident at an 
energy company’s contact center

Meet The Villians



You know he is

 back.

I’m not worried, 
we are well 

prepared. 

You‘re right! 
But we still have to be ready 

in case he shows up. 

Captain Chaos doesn’t 
stand a chance against 
TeleTech CX. We will 

crush him once and for all! 
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TeleTech CX is 
shattering my plan 
to wreak havoc on 
CX. Have you heard 
about the new site 
they created for 

PerfeCXion? 

Hurry. We don’t have 
much time to get bug into 

their system. It fills 
you with glee 
when you slow 

down new 
associates and 
destroy their 

chances of FCR. 

I thrive on 
the improper use 
of templates and 
feed on customer 
dissatisfaction.

No matter - 
your reign of 

chaos will make 
it impossible 
for them to 
attract and 

retain the best 
CX talent 

there.



I’m so excited I got the job 
at PerfeCXion’s new 
customer care site!

We played games that 
were designed to help the 
managers understand my 

strengths.

We did the 
interview 
over my 
tablet; 
so cool.

The hiring process 
was so easy, quick, and 
personalized around 

me. 

And I got a 
glimpse at what 

it takes to be 
great by studying 
my new teammates’ 

reviews. 
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How does 
TeleTech CX 
attract and 
maintain such 

great talent for 
its clients? 

Their team 
leaders match 
team members 

based on fit. 

I heard they even
 have team-based 
compensation and 

experience incentives. 

They source 
talent in 9 
countries 

and 130 cities.

They only 
hire 1 in 11.

Creating 
chaos here is 

going to be 
much harder 

than I 
thought.

They track 
candidates to see 

if they are 
engaged with their 
clients on social 

media.



PASS

I’m proud to be a part of my team. 

Day 1: I was welcomed as part of the 
PerfeCXion team. The brand was 

everywhere!

 

Simulated learning helped 
prepare me for what it 

would be like to work with 
customers.

I was so proud to be one 
of the 560 new team 

members that 
graduate each week. 

My mentor and coach 
were there to support 

me the whole time.

BUT they’ve 
told me I need 
to be careful. 

Captain Chaos is 
out there. 

I was part of a training class for two 
weeks. They fed me brain food, and we 

played lots of games.  

Day 1

C
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Curses! This is a 
really cool 

space, just for 
PerfeCXion. 

Where did they get 
those cool headphones? 
And the laptops their 

Team Leaders are using 
to provide support and 

feedback? 

Look at their dedicated QA 
team! I hear they analyze 

360,000 NPS surveys a year. 
And they share best 

practices across the globe. 

It looks like they’re having 
fun. I’ve heard they have 

company sponsored sports 
teams. 

And a community 
foundation that donates to 

local schools. 
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I’ve seen the 
trouble Captain 

Chaos can 
create. But we 

are prepared, and 
know how to fight 

him off. 

Absolutely. 
Everyone is focused 
on capturing Captain 
Chaos if he gets in. 

Stay on 
high alert!

He’s 

closing in!
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they share, they 
collect, they are 
really helpful.

they have 
chatbots. 
They don’t 
do anything 

wrong.

Maybe I can 
lure away their 
top performers. 

We recognize our 
top performers 

with rewards 
every month. 

Our system is 
top-notch, it helps us 
manage over 240,000 
interactions a year.

I am trying to 
scramble the 

workforce 
management 

system.

This one always works. I can 
create channel silos so that 
it takes forever to answer a 

customer’s question. 

The desktop is 
impenetrable. It 

is totally 
integrated – 

voice, chat, email, 
social. 
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Get out of here 
Captain Chaos.  You’ve tried 

your last act of CX 
destruction here!

But there has 
to be a way in! 

KEN APPEARS...

We’ve attracted 
the best talent 
and given them 

an awesome 
environment 

to work in. 

That may 
work today, 
but things 

change.

We spend 
millions a year 
on innovation so 

that we can 
stay ahead of 
villains like 

you. 

You will never 
succeed, Captain 

Chaos, when 
TeleTech CX 

is there! 

CAPTAIN CHAOS DISAPPEARS...

TeleTech CX

It’s not over! 
There are plenty 

of other companies 
that I can unleash 

chaos on! 



We know that fighting chaos in the 
contact center is easier said than done. 
That’s why we’ve created the “Be Better: 
Operational Assessment Quick Check.” 

It can help you identify your CX pain points, 
and will give you the tools you need to 

beat chaos once and for all! 

TeleTech is a leading global provider of customer experience, engagement and growth solutions. 

Founded in 1982, the Company helps its clients acquire, retain and grow profitable customer 

relationships. Using customer-centric strategy, technology, processes and operations, TeleTech 

partners with business leadership across marketing, sales and customer care to design and 

deliver a simple, more human customer experience across every interaction channel. Servicing 

over 80 countries, TeleTech's 41,500 employees live by a set of customer-focused values that 

guide relationships with clients, their customers, and each other. 

To learn more about how TeleTech is bringing humanity to the customer experience, visit TeleTech.com.

Take the 
assessment at 

teletech.com/opsquiz 

TeleTech can help you, too!

About TeleTech

http://www.teletech.com/opsquiz

