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The Charlton Group Scores First ........cece. 23
By Angela Morris

The American Teleservices Association Self
Regulatory Organization (ATA-SRO) has adopt-
ed a set of industry standards to address con-
sumer and legislature concerns. In October
2008, The Charlton Group became the first tele-
services company to become ATA-SRO accredit-
ed. Here’s how they did it.
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Organization (ATA-SRO) was established in April

2006. Initially the ATA-SRO developed and adopted a
set of industry “standards” that address consumers’ needs and
seeks to minimize the need for legislation by proactively
setting ethical and professional guidelines for both inbound
and outbound teleservices. Now it’s time for companies to
demonstrate compliance with these standards. What steps need
to be taken to accomplish this task? It’s a straightforward
process involving five steps:

1) Self-assessment

2) Select an ATA-SRO approved auditor

3) Complete the audit

4) Complete post audit remediation (if needed)

5) Submit an application to the ATA-SRO trustees for

the Seal of Approval

Ultimately, the mission of the SRO is to ensure self-regulation
and to prevent extensive government regulation. Josh Scism,
director of government affairs for the ATA, touts the
ATA-SRO as a proactive step. “Many companies think that
teleservices regulations only encompass outbound telemarketing.
While that is largely true today, what we’re hearing from the
lawmakers is that consumers want increased regulation for
inbound call handling as well. With the ATA-SRO, we are
taking a leadership role in defining and promoting best
practices in these channels and others rather than leaving it
solely in the lawmakers’ hands to decide what the best
practices should be. Ultimately, adoption of this model both
ensures recognizable proactivity from within our industry and
installs a competitive advantage to accredited companies if
properly leveraged.”

One of the cornerstones of success is ensuring consistent
implementation of the SRO standards across all inbound and
outbound call center organizations. As a result, an audit and
accreditation process was developed, and the ATA-SRO
recently certified ten independent auditors to perform in this

The American Teleservices Association Self Regulatory
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capacity. In October 2008, The Charlton Group marked
history by becoming the first teleservices company to become
ATA-SRO accredited. I recently talked with John Dragisic,
chairman, and Mick Bennett, compliance officer, for The
Charlton Group.

Q. The Charlton Group was the first company to become
ATA-SRO accredited. What motivated your organization to
take this step?

A. John Dragisic: The ATA-SRO is a good thing for our
industry. In addition, it is a good validation of our internal
compliance systems. We believe that compliance is a great
way to differentiate ourselves from other call center service
providers. Being ATA-SRO accredited is an excellent step in
the journey of compliance, and it’s a good way to ensure that
you are doing the right thing. We also found that the process
of being accredited forces the company to test their systems
and procedures related to compliance.

A. Mick Bennett: As the director of compliance, I spend
hours upon hours looking at our internal compliance program,
but it is healthy to go through the accreditation process and
have the external auditor ensure that we’ve taken the right
approach to compliance. Going through the audit process
gave me a high comfort level with the decisions John
[Dragisic] and I have been making over the last five or six
years. This gives us validation of internal decisions and
processes, and having the external third-party audit component
lends additional credibility.

Q. What are the benefits of being ATA-SRO accredited?
A. John Dragisic: Being ATA-SRO accredited has
become a valuable strategic differentiator, particularly since
we are the first company. At some point, we expect many
companies that outsource work to third-party service
providers will make this program a requirement. Of course,
(Continued on page 24)
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ATA-SRO Accreditation
(Continued from page 23)

being accredited isn’t the only arrow you need in your quiver.
Companies still have to show good results at competitive
costs. This is just one component overall.

Q. Why should other companies consider becoming
ATA-SRO accredited?

A. Mick Bennett: It is in the best interests of all
companies in the teleservices and call center industry to
become ATA-SRO accredited. For the ATA-SRO to have
maximum impact, we need a strong show of involvement.
Self-regulation will only work if we are committed to it as an
entire industry.

A. John Dragisic: I think most companies want to do the
right thing. This is an important proactive step as our
industry evolves and we move beyond the regulatory
challenges of the past.

Q. Tell me about the process of becoming accredited.
What did you experience?

A. Mick Bennett: There are three primary components of
becoming accredited. The first is to complete a self-assessment
using the Web-based online tool developed specifically by the
ATA. The second step is to complete an audit using a third party
ATA-SRO auditor. The third step is to submit all information to
the ATA-SRO board of trustees for accreditation approval.
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Q. Do you have any specific advice for companies that
want to become ATA-SRO accredited?

A. Mick Bennett: I believe it is critical to take the
auditor class before starting the self-assessment. The class is
open to any company that wants to gain specific insight
relative to the ATA-SRO requirements. Second, give
yourself plenty of time. The internal project manager
(typically the compliance officer) should plan to invest a
minimum of 100 hours in the three phases of the process.

Q. How does the Web-based online tool work?

A. Mick Bennett: The ATA-SRO online tool simplifies a
complex process. The tool ensures that all critical
components are evaluated and the appropriate documentation
is provided to prove compliance. We found that using the
online tool was very helpful.

Q. You mentioned the significant time involved with the
self-evaluation and audit. In addition to your time, who else
from your organization was involved in the accreditation
process?

A. Mick Bennett: People from virtually all areas of our
company got involved in the self-evaluation and external
audit. From John Dragisic [Charlton’s chairman] to the
director of programming, and some operations managers, QA
managers, sales managers, human resource managers, call
center agents, programmers, and information technology
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staff, we estimate that about twenty-five people were
involved in the work that needed to be done to achieve
ATA-SRO accreditation status.

Q. Did you change any significant processes or procedures
because of going through the SRO accreditation program?

A. John Dragisic: During the third party audit, we
learned that we were going too far with adding all requests to
our internal DNC list, not just specific requests that the
number be added to the client-specific DNC list. This means
that we will be able to reduce our company-specific list.

A. Mick Bennett: We also made some small changes to
our written policies, but we believe that the internal DNC list
management change will have the largest impact on our
business.

Q. What was easiest step in becoming ATA-SRO accredited?

A. Mick Bennett: The self-evaluation is so comprehensive
that by the time the third party auditor came in, the audit itself
was simplified.

A. John Dragisic: The whole thing was relatively
straightforward for our team because we adopted the best
practice steps suggested at last year’s [Washington] Summit,
such as establishing a compliance committee and conducting
company-wide tests twice a year. We also conduct frequent
training sessions on compliance-related issues.

Q. What was most difficult?

A. Mick Bennett: Because our company was the first to
become ATA-SRO accredited and the goal was to get it done
prior to the ATA Annual Convention, the compressed time
frame for gathering all of the documentation was challenging.
I’d recommend that companies allocate about two months to
become accredited.

Q. Some of the ATA-SRO standards are more stringent
than the current federal and state laws. Did your company
have any difficulty with adopting the standards?

A. Mick Bennett: No. When the first draft of the
standards came out, we adapted our business practices to
align with the standards.

Angela Morris is president and
founder of Quality Contact Solutions. As
an ATA-SRO certified auditor, Angela
works closely with clients who choose to
become ATA-SRO certified. To contact
Angela, please call 866-963-2889 x201 or

angela .morris@qualitvcontactsolutions.com.

To contact The Charlton Group, call John Dragisic
at 608-259-8004 x226 or email jdragisic@tcgcorp.net.
More information about the ATA-SRO, visit

www.atasroconnect.org.
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If you are considering selling your business, we
would welcome the opportunity to discuss your
needs and the direct purchase of your business.

We will be happy to coordinate with you and your
tax advisor, if necessary, in determining effective
and sensible tax strategies relating to the sale of
your business, whether the transfer is on an
all cash or deferred payment basis.

Prompt quotes for full service centers
including fixtures and equipment or account
only transactions.
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