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Corporate Overview

Established in 1998, Total Customer Care (TCC) is a women and minority business enterprise.  TCC is a customer-driven professional organization headquartered in our nation’s capital, Washington DC, with offices in Fairfax Virginia as well.  TCC specializes in delivering unmatched quality business solutions related to improving customer communications and call center services.   

Mrs. Madeline McDuffy started Total Customer Care upon her retirement after 30 years with Bell Atlantic (Verizon).  TCC initially provided contract quality assurance through evaluations.  While providing this and other services new opportunities were generated.  In early 1998 TCC began to provide call center quality assurance, a process that closely followed Mrs. McDuffy’s work with the Bell Atlantic Plus organization between 1995 and 1997.  In addition, TCC began to provide support in the development of strategic and tactical plans.  Today TCC has expanded its variety of customer care services and now plays a major role in aiding companies in finding the right business solutions.

Total Customer Care is a subsidiary of McDuffy and Associates.  McDuffy and Associates is a unique matchmaking firm serving the Washington Metropolitan Area for over 14 years.  Their matchmaking efforts focus on building relationships between Small, Small Disadvantaged, 8A certified businesses, and large corporations.  Their specialty is in creating partnerships for businesses enabling small and minority firms to compete for major procurements in the local and federal government sector.

At TCC it is believed that “When we take care of our client’s customer, our client will take good care of TCC.”  This focus has allowed TCC to flourish and we now hold several contracts with Verizon and the DC Government as well as working relationships with many Fortune 1000 companies.

Capabilities

Total Customer Care’s unique strength is providing our customers with a team of experienced consultants who have expertise in the following areas on both temporary and permanent contract bases.  

· Cross-Function Process Design, Development and Documentation

· Customer Relationship Management

· Operational Assessment

· Channel and Program Management

· Knowledge Management

· Call Center Planning and Design

Cross-Function Process Design, Development and Documentation

At Total Customer Care we know that success cannot be fully realized without a clear and precise plan of action followed by consistent, diligent implementation and execution, and documentation.  Therefore, our most important offerings include:

· Project/Task Planning, 
· Methodology and Quality Assurance Development in Conjunction with Operational Design,
· Environmental Design,
· Process Improvements and Re-engineering,
· Role Definition and Development,
· Configuration/Release Management and
· Process Documentation
Customer Relationship Management

Implicit in our name, Total Customer Care is dedicated to helping you grow your business by providing your customers the attention they deserve.  This is accomplished through:

· The development and execution of customer retention programs,

· More effective management of answering a variety of peak inbound requirements,

· Process design and development to provide and ensure prompt and timely response to customer calls or committed deliveries and

· Increase in order processing turn around and response rates.

Operational Assessment

Speculation is removed from the equation.  Our professionals work side by side with our clients to ascertain knowledge of processes that work and those that may need to be improved upon.  Total Customer Care delivers quantifiable business solutions to determine:

· Forecasted Results,

· Raw Data and Work Operation Assessment,

· Campaign/Project Protocols and Measurements,

· Productive Script Delivery,

· Best Practices Success,

· Economic and Benefit Analyses,

· Program and Productivity Analyses,

· Cost Management,

· Quality Assurance,

· Development and Analysis of marketing and advertising strategies,

· Management Information Systems Evaluation and

· Independent Verification and Validation (IVV).

Channel and Program Management

Total Customer Care oversees the delivery of products and/or services in order to achieve the desired client results.  These results depend on each client; however, TCC is able to provide:   

· Multi-media,
· Retail Outlet Delivery to end-users,
· Project/Task Scheduling and Tracking and
· Productive Scripts Delivery.

Knowledge Management

Total Customer Care is able to deliver consistent positive results because we are able to hire consultants that have specific skill sets that can be tailored to a customer’s requirements.  Our consultants are available for the development and delivery of:

· Training and Development, 

· Coaching, 

· Employee empowerment and 

· Staffing.

Call Center Planning and Design

Total Customer Care will plan, design or manage activities to reduce both service and sales costs, maximize productivity, and improve delivery performance in new or existing call centers.  This will be accomplished through:

· Cross-Function Process Development and Documentation, 

· Process Improvements and Re-engineering,

· Telephony-computer Integration and Outsourcing,

· Training Development and Delivery,

· Strategic and Tactical Planning,

· Help Desk Support and 

· Security. 
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