
COPC Inc. Overview

Founded in 1996, COPC Inc. began by helping call  
centers improve their performance. Today, the  
company provides consulting, training, research and 
certification for operations that support the 
customer experience (CX). 

An innovative global leader that empowers organiza-
tions to deliver a superior service journey, COPC Inc. 
created the COPC Customer Experience (CX) Standard. 
The COPC CX Standard is a collection of performance 
management systems for call center operations,  
customer experience management, vendor manage-
ment and procurement. 

COPC Inc. is headquartered in Winter Park, FL, U.S., 
with operations in Europe, Middle East, Africa, Asia 
Pacific, Latin America, India and Japan.

Want to help your brand achieve 
operational excellence?  
Contact us at info@copc.com.

Products and Services

Performance Improvement Consulting:
• Service Journey
• Quality
• Channel Strategy
• CX Measurement

Customer Experience Training & Certification:
• Public, private and online classes
• Individual certification
• Best Practices for Operations and 

Vendor Management
• Lean Six Sigma for Contact Centers
• Management Training Series

COPC CX Standard Certification:
• Customer Service Providers (CSPs)
• Outsource Service Providers (OSPs)
• Vendor Management Organizations (VMOs)
• Performance Improvement Criteria (PIC)
• Process Certification

• Quality Management
• Workforce Management
• Client Management
• People Processes
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COPC Inc. — Improving Operations  
to Transform the Customer Experience

Learn more at copc.com



Performance Improvement 

Using our Service Journey ThinkingSM 
approach, COPC Inc. advises companies 
on how to successfully manage operations 
that support the customer experience.  
Our proven, data-driven approach will 
quickly identify pain points and develop an 
action plan to solve operational issues.

COPC Inc. Services & Client Benefits

Client Benefits: 

• Gain insight into their current service journey experience through
service journey blueprinting

• Link backstage and frontstage activities and identify gaps
• Operationalize customer experience management strategies
• Reduce customer effort through process redesign

and journey simplification
• Learn  techniques for sustained operational improvement

Customer Experience Training

COPC Inc. offers an extensive global 
training program, including more than 300 
hours of curriculum focusing in areas such 
as call center management best practices, 
data analytics, quality and workforce man-
agement and Lean Six Sigma for contact 
centers. Public training is offered in 19 
countries and various languages. 

Client Benefits:

• Get training based on the COPC CX Standard and benefit from
our engagement with high-volume, high-performing operations
throughout the world

• Receive training and related certification from a well-respected
and globally-recognized organization

• Tap into over 25 years of experience, covering all aspects
of operations that support the customer experience

• Be able to immediately implement operational improvements
using our materials and methodologies

COPC CX Standard Certification 

COPC Inc. certification is the most pres-
tigious recognition in the industry for 
any customer experience operation. Our 
certification process is an independent 
and objective assessment of your opera-
tion’s current performance compared to 
the requirements found in the COPC CX 
Standard.

Client Benefits:

• Gain recognition by a trusted and respected source, increasing
awareness of their brand and driving customer loyalty

• Prove their commitment to providing a consistent and superior
customer experience

• Be assured their customers are receiving the highest levels
of service, regardless of how or where they interact with you

• Validate their organization is using consistent processes
and best practices specific to leadership and planning,
processes, people, and performance
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