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Today’s Agent Requirements

Handle More Customers & Calls
UpSell/Cross-Sell__ Work Under Pressure & Multitask
Be Positive & Enthusiastic Demonstrate a Willingness to Learn
Lower Costs Generate Revenue
Demonstrate Good Listening Skills Manage Conflicts & Solve Problems

) ) Be a Strong Verbal Communicator -
Manage Time Effectively Voice Quality, Diction & Articulation

Work Well in a Team Environment Be Able to Adopt a Customer Perspective

Be Proficient with Computers & Support Systems Be Non-Confrontational & Good-Humored
Be Professional & Deliver “Great” Service




Call Center Human Resources Landscape

Approximately 140,000 Availabilty of Applicants for Agent Positions
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The Need for Quality Agents

+ At6 Month u
Review, 50% of (Work Ethic,

all Agents Rated

by Employers ag| e s

“Falls Short of

Expectations” in Weots Expectatons aex

Work Ethic, Job

O\NnershipY Falls Short of Expectations. |50%

6 Month Review: Quality of Agents Hired
. 2 or

Responsibility
and Customer

Service
Orientation.

The Need for Skilled Agents

« At 6 Month
Review, 36% of
all Agents Rated
by Employers as
“Falls Short of
Expectations” in
Verbal
Communication,
Spelling, Typing
Speed & e P
Accuracy and
Basic Computer
Literacy.

6 Month Review: Skill Set of Agents Hired
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Agent Turnover

« Most Industry
Turnover corammnt T
Statistics Only Health Care [ 100
Report on Full (igh Tech:sotware support o
Time Agents. e
1/3 of All Agent oot
Positions are now
Part Time.

Turnover for Part -
Time Agents is oy
84%** (15 month

avg. tenure) While Almost Everyone can Use a Telephone, Not Everyone
is Cut Out to Work Successfully as a Call Center Agent.

Annual Turnover Rate of Full Time InBound Agents

**Source: Kelly Services Survey of
Call Center Agent Turnover 2004

Types of Turnover

« Internal Promotion / Dept. Transfer =10%
« Involuntary

(Ilness / Family / Relocation) =10%
Dysfunctional Turnover =80%

Quick Quit / Fast Fire

(Under 6 Month Tenure for New Hires. A Constant Cycle of
Recruit/Hire/Train for the same Position)

Bad Hires

(Low Productivity, Poor Performance, Poor Customer
Satisfaction Ratings and Negative Impact on Team Morale. Bad
Hires have a Level of Absenteeism 4x Higher than Average.)

Average Cost of Turnover

Separation Costs
Administration expenses

Cost to Recruit / Hire / Train

Catalog/order Entry [ $2:600
Croatcard [EEm $3220
Automotive [ 53800
Heath Cars [t g4

Vacancy Costs
Cost of overtime
Cost of temporary help

Replacement Costs ohTeahsso
Employment advertising
Applications & Interviews Consumer Customer Service
Referral bonuses Insurance
Hiring bonuses Utiies Telecom
Cost of i i time

Financal

Training & Orientation Costs S0 $2000 $4000 $6000 $3,000 $10,000 $12000 $14,000 $16,000 $18,000
Training materials

Classroom training costs Labor Costs Represent 65%-75% of a Call Center’s
Cost of training Budget.

Opportunity Costs Turnover Costs can Reach 10% of a Call Center’s
Disrupted customer service Overall Labor Budget.

Lost sales
Learning curve loss
Lower morale '




The Competition for Agents of Quality & Skill

Level of Competition for Call Center Agents by Other Employers

* 37% of Call
Center Employers
are Reporting
“Severe”
Competition for
Call Center
Agents by Other
Employers.

Very Lite o Non-£xistent || 3%

Some -butNot Severe

Who Is Today’s Agent?

InBound: 51% Female.
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InBound: 20 Male

!

Male Hisparic: Female Hispanic:
Male Asian: Female Asian:
Male Other Minority: Female Other Minority:
Working Mothers:
Single Working others:

Full-Time Students warking Fullor Part Time:
High School Gradute:

College Graduate:

Welfare 4o-Work Program, Unemployment Insurance,
o Public Assistance within & Months prior of hiring:
Fully or Partally Handicapped:

Employed on a Part Time (< 30 hrs) Basis:

* Source: Direct Marketing Association Survey of
Teleservices Members 2003

Production Staff Only (1+ Years Tenure)

Who Are Your Agents?

Optimal
Performers

@
If

Adequate
Performers

Marginal
Performers

d

1 ’ Agent Team Morale.

Gender
+ 81% of Agents Female
+66% of Female Agents Working Mothers

Age
~ Avg. InBound Agent 36.4 Years Old

Education
+ 25% of Agents Working Students
« Only 5% of Agents College Graduates

Diversity
+65% of Agents Non-White

Economic Demographics

+ 30% of Agents Welfare-to-Work,
Unemployment Insurance or Public
Assistance within 6 months prior to hiring.
+32% of Agents Employed on a Part Time
(under 30 hrs/wk) Basis

“Grade A” Agents with the “Right Stuff” that pushes them to
Succeed, and the seemingly Natural Compatibility with the
Duties of the Position. You probably have some in your
Company now and wish you could duplicate them.

“Grade B” Agents who Perform their Duties Adequately
Enough “to get by” — but No Better.

“Grade C” Agents who have a High Level of Absenteeism,
Low Productivity, Poor Performance & Poor Customer
Satisfaction Ratings and who have a Negative Impact on




How To Recruit More Top Performing Agents

+ Agent Success Profile — Core Competencies, Personality Traits, Skill Set(s)
and Demographics of your Optimal Performing Agents.
Recruiting Strategy — Create a Recruiting Communications Plan that Identifies
& Targets Active and Passive Job Seekers that Meet Agent Success Profile
Criteria.

In-Depth Telephone Screening Process — 24x7 Automated Phone Screen and
Structured Telephone Interview.

Pre-Employment Assessment Testing — to Confirm Personality Traits and
Skill Set(s).

Structured Face-to-Face Interview — based on Core Competencies,
Personality Traits and Skill Set(s).

Job Preview — Depicting Day-to-Day Activities, Responsibilities and the
Environment of the Call Center.

Reference Verification

(Security Clearances / Drug Testing if required)

Creating Your Agent Success Profile

Profile your Current Optimal Performing Agents
(Gender, Diversity, Economics, Education).

Core Skill Set Competencies
(Typing, Computer Literacy, etc.)

Personality Traits:
InBound Agent

Persuasive Communicator Motivated by
Security, Work Environment, Coworkers /
Team, Service and Recognition.

Inside Sales Agent Persuasive & Persistent Communicator who
is Service Oriented, yet Motivated by Sales

Cross-Sell/lUp-Sell Agent  opportunity.

OutBound Agent Assertive & Persistent Closer who is
Motivated by Income and Conquering

Challenges and who Initiates Customer
Interactions.

Creating Your Agent Recruiting Strategy

Active vs. Passive Candidates
Active Candidates Passive Candidates

p—
(*50% of the Labor Market) (*50% of the Labor Market)

Actively Looking for a New No Current Intention of
Position. The Candidate May Considering a Job Change, or
or May Not be Employed. are Not Currently Employed.

A Good Candidate is a Good Candidate - whether Active or Passive.
You use the same Hiring System to Qualify either one.

However, You Target your Recruiting Advertising to Active & Passive
Candidates Differently.

*Source: US Bureau of Labor Statistics 2003




Targeting Your Agent Recruiting Advertising

*Personal Referrals

+Print Advertisements

*Elementary & High Schools

(Part-Time Job Opportunities for Working Mothers of Students)
«Colleges, Universities, & Technical Training Programs
(Part-Time Job Opportunities for Students)

*Minority Organizations

(Native Americans/First Nations, Gay/Lesbian, New Immigrant Support)
*Online Job Postings

+Virtual Communities

+Job Fairs

*Outplacement Programs

(Transferable Skills: i.e. Laid-Off Customer Service/Sales Staff)
*Unemployment Offices

*Welfare-to-Work Programs

*Support Groups for the Physically and Mobility-Impaired

Your Agent Recruiting Advertising Message

Recruiting is a Form of Sales. You’re Selling your Company and you
have to Make a Case for Working There. You also have to make it
Easy for a Candidate to Respond.

[1290] Customer Service

Great Call Center Opportunity Join Our Team
ou have Customer Service Experience?

L Doy
& g

BBCXYZ Software is looking for Techrical Suppor: Representatves B g o e 1277

for our high volume call certer located downtown. This is an At Yol lookig 1on par gimo Hork?

excellent opportunity if you ave starting you career in high tech, or | | e ave Fuil andl Pare. Time Telaphone Postions avaiiable for

Iooking to mote to a dgnamic, rapidy exparrding company with the Frendly. Professional Detall Minded Propiem Soers

most innovative products in the industry. Successful candicates must | | e oifer Gormpetiive Pay and Benelit, @ Friendly Workplace,

have an excellent command of the English language, a working Training and Advancement Opportunfies

Kknowlecge of Windows and Network systems, and possess the knack | | Find Out More: Calf our 24 Hour Empioyment information Line

for svorking sith both software and people. Previous help desk of aE: XOOX00CXX

customer service experience pr
ABCXYZ Software offers a fiiendly working environment, compettive:
pa, Rl and part-time flexible working hours, ongoing baining, @
‘compretensive healh benefits parkage and tion reimbursement.
Take the net step and call o
24 Hour Employment Information Line at:

ABCXYZ Software
[ABC _|great softuere

24x7 Employment Information Line

Used as a ism for All Candi Advertising.
Used to Further “Sell The Job Opportunity”.

Used as Initial Screen for Candidates to Self-Select themselves out of
Consideration if they are lacking in “Must Have” Skills & Attributes (Start Date,
Shift Availability, Wage Rate, Typing Speed, Specific Product Knowledge, Sales
Ability, Security Clearances, etc.)

Used to take a “Voice Audition” from Candidate.

Used to Schedule a Call Back for a Live, Structured Telephone Interview.
24x7 Employment Information Line Delivers your Hiring Message in a
Consistent & Polished Fashion.

24x7 ion Line the Labor Costs associated with
the Agent Hiring Process.

24x7 Employment Information Line is Part of a Legally Defensible Hiring

Process — All Candidates are Presented with the Same Information - and
Asked the Same Questions in a Consistent Fashion.




24x7 Employment Information Line

Can Be As Simple As An Extension on your Current Voice Mail System

“Hello ... and Thanks for Calling ... you’ve reached the 24 Hr. Employment
Information Line for ABCXYZ Com pany.

At ABCXYZ Company you will have the Opportunity to Have Fun ... Make Good
Money ... and provide a Service that Our Customers Really Appreclafe

You’ll Earn a Guaranteed Base Wage of $10/Hr ... Commissions ... Bonuses ...
Get Training ... and All the Support you’ll need to Succeed.

We’re Conveniently located Downtown ... with Easy Public Transit Access ...
and there’s Plenty of Parking nearby.

To Succeed ... You'll geed to be Conﬁgent ... Professional ... and have an
ication Style.

T

To Take The Next Step in Our Hiring Process ... at the Sound of the Tone ...

Please Tell Us Your Name ... and Please Spell Your Last Name.

Also ... Please Give Us Your Telephone Number ... and the Best Time to Call

You Back.

And finally .. Please Read Back fo Us the Ad you are Responding to ... and
..thisisaT . So give it Your Best Shot!

Here Comes the Beep ... So Give Us Your Name . Your Telephone Number ...

and Read Back the Ad.”

Good Luck in your Job Hunt ...

Thanks for Calling.”

24x7 Employment Information Line

i osien eaives you o pea e andundersandEnit A vo0 | G Be As Sophisticated As An
Interactive IVR System

Press 1for Yes
Press 2for Ko

T
Wo offor a comprohanslva benaft package, cash compensation of $10.00
per Hour and a honus plan. 0o you wish t continue this process?

Press 1for Yes
Press 2for Ko

T
This position will require you to work nondraditional hours including
evenings, weekends, and holidays. Do you wish to continue tis process?

Press 1for Yes
Press 2for Ko

T
s position is fast-paced, structured, and requires the abilty to multi-
task. For the majorty of your stift, you remein at your workstation while
assisting customers by phone. Your performance will be monitored and

asured to ensure the highest quality of custormer service, DO you ish
to continu this process:

Press 1for Yes
Press 2for Ko

T
New 2mployees are required to attend and successfully complete a
company paid training course. Perfect attendance during training is
mandstory. I you are absent, or tardy during your training period you may.
be terminated. Do you wish 0 continue this process?

Press 1for Yes
Press 2for Ko

24x7 Employment Information Line

You will Save Time and Money using a 24 Hr. "Employment Information
Line" by:

« Reaching More Applicants Faster.

« Recruiting Top Candid Before Your C
« Building a Bigger Applicant Pool.

« Ensuring that Applicants have a Clear Understanding of Important Job
Requirements.

« Assessing Applicant’s Ability to Follow Basic Instructions.

« Conducting “Voice Auditions” to assess an Applicant’s “Telephone
Personality”.

+ Reducing time spent with Unqualified Candidates.

(25%-30% of Callers to a 24x7 Employment Information Line “Self-Select”
themselves out of the Hiring Process when Hearing Important Job
Requirements)

« Maximizing Applicant Buy-In and Participation in your Hiring Process.
« Part of a Legally Defensible Hiring Process.




Structured Telephone Interview

Used to Further “Sell The Job Opportunity”.

Used as 2nd Screen of Candidates for “Must Have” Skills & Attributes (Start
Date, Shift Availability, Wage Rate, Typing Speed, Specific Product Knowledge,
Sales Ability, Security Clearances, etc.)

Used to Further a Candi s “T F

Where Appropriate, Used to Schedule a Candidate Visit at Company Office for
Going Forward with Hiring Process.

(In our Experience, after listening to Candidate “Voice Audition” and taken
through a Structured Telephone Interview, 30%-35% of Candidates Taken
Through a Structured Telephone Interview are Invited to Company Office
for Going Forward with the Hiring Process).

Deli Consi a T Interview is Part of a Legally
Defensible Hiring Process — All Candidates are Asked for the Same
Information in a Consistent Fashion.

Structured Telephone Interview

T

Fr

[STRUCTURED TELEPHONE INTERVIEW GUIDE}
Candidate First Name: [Sample

Candidate Last Nome: [Candigate
Candidate Telephone: [S55:6851212

Telephone Interview

ScheduledDzy.  [une 4,008

Telephone Interview

SchededTime:  [T30PM

Structured Telephone Interview

T
This position is fast paced, structured, and requires the ability to
multi-task. For the majority of your shift, you remain at your|
workstation while assisting customers by phone. Your
performance will be monitored and measured to ensure the
highest quality of customsr service. How interested are you in
wiorking at such a position?
Nt

This position will require you to work non-traditional hours
including evenings, weskends, and holidays. How interested are
you in working at such a position?

nteestea




Structured Telephone Interview

THE

We offer a comprehensive bensfit package, cash compensation

of $10.00 per hour and a bonus plan. How interested are you in

viorking at such a position?
3 By

Interested

a company paid training course. Perfect attendance during
training is mandatory. If you are absent, of tardy during your,
training period you may be terminated. How interested are you in
viorking at such a position?

Interested wry

Strong o
Interested _Inereses

Structured Telephone Interview

TS
Rate this Candidate's ability to speak and understand English.

Rate this Candidate's ability to enunciate words clearly, to speak.
in complete sentences using proper grammar, to avoid using
slang & jargon and to use a professional, friendly, confident and
understandable pace & tone.

oy

pr— LTy

Strongty
Demonstater Demuonstate _ Demonstrated
i I

Personality Testing

Candidates for Call Center Agent Positions need to have a Unique
Constellation of Traits and Amounts of those Traits in order to Successfully
Complete the Job Requirements.

A Call Center Agent's Success Depends Much More Upon Temperament /
Personality Factors than Product Knowledge, Past Experience or Skill Set.

Merely knowing how to react in a Customer Service Situation is Far
Different from Actually Engaging in the Necessary Appropriate Behavior —
Consistently - and for the Long-Term.

This is what Call Center Agent Personality Testing Measures.
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SPAS is CD-Rom based Call Center Agent Pre-Employment Testing Software, which is Easy to
Deploy, Very Cost-Effective and Highly Predictive of an Individual's Suitability for a particular Call
Center Agent Position.

SPAS Weeds Out Job Candidates Who Burn Out Fast Because They Aren't Suited For The Work,
and Identifies The People With The Skills, Motivation, and Work Ethic to be Your Top Agents.

There are Different Versions of SPAS Call Center Agent Pre-Employment Testing Software
available to Test for:

Tier 1 Technical Support
InBound Customer Service

Inside Sales Agent

OutBound Telephone Sales

Telephone Collections

Telephone Answering Service Operator
Reservations / Guest Service Agent
211 Information & Referral Operator
Central Station Monitoring Operator

How SPAS Works

The following Screen Shots are from SPAS High Tech Customer Service 4.0 which is used for the
Hiring of Candidates for the position of High Tech Customer Service Representative (a.k.a. Tier 1
Technical Support / Help Desk Agent).

Personality Characteristics measured by SPAS that are Important for High Tech Customer Service
Representatives to be successful include:

+ Average Assertiveness

« Above Average Conscientiousness

+ Above Average Stability

+ Less than Average Sociability

« Above Average Creativity

+ Somewhat Better Than Average Patience and Tolerance
« Above Average Energy

+ Average Introversion

« Well Above Average Verbal Comprehension

(Total Candidate Testing Time = 30 Minutes)

After the Job Candidate has Completed Answering the SPAS High Tech Customer Service 4.0
Tests on the PC - and with Just a Push of a Button (after you Enter a Security Code) - a SPAS
Candidate Summary Report will Appear On Screen to Provide you with a Total Confidence Score
Summary for the Candidate of either "The Highest", “Good”, “Moderate” or “Limited”.

(i.e.: How Much Confidence the Company can have in Hiring this Person in Terms of Predicting
Individual Success on the Job in the Role of Tier 1 Technical Support Representative / Help Desk
Agent in an InBound Call Center.)

The Immediacy of the Results Allows you to Make a Job Offer and/or Invite the Candidate for an
Interview while the Candidate is still in your Office.

RS a7
e 120040347
Cosiaiate; Fissl Bams. ISAMPLE
iy | B (CANDIDATE

roam s
e S el 8

The overall survey performance indicates that your
Company can have

(X) the highest ( ) good () moderate ( ) limited

Confidence in this candidate’s potential to be a
successful High Tech Customer Service Representati

10



SPAS wiill also allow you to Immediately Print Out a More Detailed Results Report for the
Candidate. This Detailed SPAS Candidate Results Report is a Valuable Tool — giving you the
Ability to Target Areas of Concern related to your Job Candidate.

You can then Focus on these Areas of Concern during your Face-to-Face Interview with the
Candidate, as well as during Reference Checking.

Potential Flag

Low Patience & Tolerance scores suggest that
the Candidate may become annoyed or easily
irritated while handling repetitive Support Calls —
giving Support Callers a Less-Than-Optimum

Customer Support Experience.

SPAS Weeds Out Job Candidates of Limited Potential Who Burn Out Fast Because They Aren't
Suited For The Work:

‘Scoring at the Law End of the Desirable
Range In Assertivencas and Above fhe
Deairable Range in Introversion would
‘Suggest a Cantidate who has Significant
Issuies Relaied to Working n a Call Center
Environment.

| Soring Blowine Desiasie Fonge n

Canidate who has Issues Related to
|accursey ofwork

Scoring at the High End of the Desirable
Range in Sociabilty would Suggest a
Cantlidate who has Issues Relaied fo
Handing Customer Call Flow Efficently

[ Boping st et renger

Handing Customer Calls with Consistent
“Warmth & Friendiiness”

‘Scoring Belowthe Desirable Range in
Creaity and Bolowhe Desirable Range
mprehenion wol

5 Candidaio who has Wezk Oral

o Significant

Issues Related fo Cross-SellingUp-Selling

and Handling Customer Objectlons and
former Communication

SPAS Summary

Candidates for Call Center Agent Positions such as:

Tier 1 Technical Support
InBound Customer Service
OutBound Telephone Sales

Telephone Answering Service Operator

Central Station Monitoring Operator
Inside Sales Agent
Telephone Collections
211 Information & Referral Operator
Reservations/Guest Service Agent

all have a Unique Constellation of Traits and Amounts of those Traits that are needed in order to
Successfully Complete the Job Requirements.

SPAS is a Call Center Agent Personality Testing Instrument that has been Specifically Validated
for the Call Center Agent Positions you are looking to fill.

Whatever Call Center Agent Personality Testing Instrument you Deploy — Use it Consistently — at
the Same Point in your Hiring Process — and with All Candidates.

11



Skills Testing

Tests that are Designed to Identify a Candidate’s Skill Level in Specific
Areas such as Keyboarding, Spelling, Telephone Etiquette, Listening, etc.

Measures Speed and
Accuracy when Entering

Data that is Read Aloud
as though a Coi
is Taking Place b
Two People in a Call
Center Environment.

Skills Testing

Measures
Candidate’s Ability in
Referencing
Information Based on
Standardized Codes.

Skills Testing

Measures the Candidate’s
Data Entry Speed &
Accuracy in Entering
Information in a Data
Form

12



Skills Testing

Measures Candidate’s
Spelling Ability and
Knowledge of US and
Canadian Zip/Postal
Codes. Items requiring
Spelling Read Aloud.

Skills Testing

A Test Consisting of
Performance-Based,
Interactive
Questions covering
basic use of
Microsoft
Applications such
as Windows, Word,
Excel and
Powerpoint.

Skills Testing

A Series of
Questions asking
the Candidate to
Solve Typical
Problems
Encountered by
Computer Users.

13



Structured Face-to-Face Interview

This Style of Interview has Great Value in Call Centers because it allows
you to Identify Candidates’ Past Behaviors and Use Them as Good
Indicators of Future Performance and Behavior.

Before you Conduct a Structured Face-to-Face Interview, you need to go
back to your Original Success Profile and Core Requirements Document.

Identify the Most Appropriate Core Competencies for the Position and
Build your Questions around these Competencies.

They should be Very Specific Questions Designed to Determine How
Candidates Behaved and Thought during Certain Situations.

Structured Face-to-Face Interview

T

W Tl Sydams Questions asked of al
uestion ed of

r: e i e i Candidates in order to

Probe Past Candidate

Candidate First Narme: Sample Behavior - to Uncover if the

Gandidate Las Nome: Candidate Candidate Meets Your

Candicate Telephone: 585855121 Specific Hiring Criteria.

Interview Scheded
Jtine 71, 2008
Interview Scheded
AW

Structured Face-to-Face Interview

i

CUSTOMER FOCUS

Target Behavior:
Customer Focus looks at the extent o which the Candidate
makes sure that all customer inquiries are handled effectively -
and with a service excellence orientation.

Thferview Question:

“Tell me about a time when you extended yourself far beyond|
what normally would be expected in order 1o satisfy the fieeds of
a customer”?

trongly  Tharoughiy

St
DETONS g ergnstad Demonsiated
I O S |
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Structured Face-to-Face Interview

ABILITY TO INFLUENCE
Target Behavior:

Ability to Infiuence looks at the extent to which the Candidate
is able to Influence/Motivate Customers to take action.

Interview Question:
“Please describe for me how the ability to influence others has
‘made you more effective with customers”?
Barey Stongly T
Demonstrated "™ poronsirated  Demonstrated

= =3

Structured Face-to-Face Interview

DEPENDABILITY

Target Behavior:

Dependabllity looks at a Candidate's ability to “Walk the Talk"
nd be seen as reliable, steady, responsible and committed in

relation to their competency as a Call Center Agent

Interview Question

“Tell me about a time when you set a good example for your co-
workersiteammates”?

horoughly

N arety Strongly
Demonstrate _ Demonstrted ™™™ ¥ pormonatatey  pemonsirsted
g

Structured Face-to-Face Interview

OVERALL CANDIDATE RATING
Candidate First Name: [Sample
Candidate Last Name: [Candidate
Candidate Telephone: [§65565-1212
Interview Scheduled
Jure 71, 2004
Interview Scheduled
SIOAN

The Gandidate’s Overall Suitability for this Call Genter Agent
Position:
Wot Sutablo Thoraughly

B:
= Sutable  Strongly Suitabls g
T2




Call Center Job Preview

The Goal of a Call Center Job Preview is a Final Attempt to Sell the
Candidate “In or Out” of the Job.

You need to Paint a Realistic Picture of the Company, Call Center
Environment, Hours, Flexibility, Management Style, Performance
Expectations, etc...

This can be done as easily as having Candidates Sit in the Call Center for a
Period of Time to Form Their Own Opinion before Accepting or Declining the
Job Offer **

During this Time, the Candidate should be Encouraged to Speak “Off The
Record” with Supervisors/Team Leaders and Potential Coworkers.

Done Correctly, this Step will Help You Attract People who Genuinely Want
to Work in your Call Center.

(**Check Your Local Labor Laws to See If Candidate Time Spent in a Call
Center Preview by “Sitting In The Call Center” Qualifies as “Paid Time”.)

Call Center Job Preview

Software-Based Call

Center Simulators** are

also available to give a

Candidate the Ability to e N Tr TR | RPN ] e
Accurately Experience

Call Center Work — such

as Referencing and

Cross-Referencing

Data.

(** Software-Based Call
Center Simulators are
Not Subject to Local
Labor Law Interpretation
as “Paid Time”.)

Call Center Job Preview

Call Center Simulators
also give a Candidate
the Ability to Experience
Handling Typical
Customer Service
Issues and Problems.

16



Call Center Job Preview

Or to Give a Candidate
Exposure to Sales
Concepts such as
Dealing with Customers,
Preparing For & Closing
Sales, Features and
Benefits of Products
and Services.

Call Center Recruiting & Hiring Process

Top Performing Call Centers Drive Revenue & Performance through Superior Hiring Tactics.

Increasing Your Pool of Candidates — and Deploying Tools that Give You Better Insight and More
Accurate Predictions as to Which Applicants from a Pool of Candidates would Perform Up To, or
Beyond Your i Contril ignific to Increased Call Center Productivity.

Structured nterview

Referenca Chacking

Job Prevue

Sl Testing

Personaliy Testing

(“Validity refers to the ability of each predictor to
correctly forecast subsequent success on the job.
The higher the validity number, the better the
predictor is at f ing future success.)

Call Center Recruiting & Hiring Process

« Proven Just-In-Time Hiring Process
Depoy Rt Riersing P

« Very Cost-Effective

« Projects Professional Image & Generates
Accurate Results

« Legally Defensible
« Can Be Administered by Junior Staff
T * Reduces Overall Turnover by 50%

Seltion Step 3 « Reduces “Quick Quit/Fast Fire” & “Bad Hire”
e e Turnover by 80%

* Reduces Absenteeism by 40%

« Doubles “Agent Lifespan”

« Improves Productivity & Agent Morale
« Fast ROI

SeiBonSi#
Fersonaly Testing

17



9 Thank You For Your

r ’ Attention & Consideration

FOR QUESTIONS OR A DEMO

David Filwood

david_filwood@telesoftsystems.ca
+1 (604) 986-4116
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