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Introduction

Last year, FurstPerson conducted a benchmark study on call center hiring and
compensation practices. This report, the 2008 Call Center Recruiting and
Compensation survey, presents benchmark data on recruitment and compensation
practices. The results will help guide best practices and enable call centers to find,
win, and keep the best talent.

In this discussion, we highlight key findings around recruiting sources based on
results from the survey participants.

Employee referral programs, company websites, print advertisements, and national
job boards produced the largest percentage of hires. However, participants went
on to say that company websites were the most productive sourcing strategy, which
implied that participants considered a multitude of factors beyond the number of
hires when considering the overall productivity of a particular strategy.

Sample

Two groups of people participated in the survey. First, a group of call center
leaders representing 70 centers throughout the United States and Canada
completed the survey (see appendix). More than 50% of these leaders were center
directors. Approximately 79% of respondents had at least one year of experience
and 83% represented a non-outsourced contact center. Second, a total of 1,360 job
applicants from 11 centers across the United States also participated.

Recruitment Trends and Practices

The following section outlines recruitment trends and practices from North
American contact center leaders. These data serve as benchmarks against which
contact centers can compare their recruiting practices.
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How many applications per month do participating centers receive? As shown
in Figure 1, 50% of centers included in the study received between 100 and 499
applications per month. Over 35% reported receiving fewer than 100 applications
per month, and only 6% received more than 500 per month.

How many people are hired each month? Slightly more than 83% of centers
indicated that they hired fewer than 100 employees per month on average (Figure
2). However, 13% of centers reportedly hire between 100 and 499 employees per
month.

Figure 1. Number of Applications Per
Month. Month.

Figure 2. Number of Employees Hired Per
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What is the most productive sourcing strategy? Based on the results presented
in Table 1, participants indicated that employee referrals produced the largest
percentage of new hires. The next three most productive strategies included:
company web site, print ads, and national job boards.

Although referral programs appeared to be the most productive, respondents did
not rate it as the most effective sourcing strategy. Participants rated company web
site as the most effective, followed by employee referral programs. This finding
suggested that participants may consider the number of new hires along with other
factors (cost, candidate flow, etc.) when evaluating a strategy’s effectiveness.

The least productive strategies were community recruiting, college or other school
recruiting, career services, and job fairs. In addition to accounting for a relatively
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small number of hires, more than 50% of participants indicated that they did not
use these strategies.

Results indicated that internal centers are less likely to rely on community
recruiting, print ads, and careers services than outsourced centers. Conversely,
internal centers are more likely to use job fairs, national job boards, and the
company’s website.

Table 1. Percent of Hires from Different Types of Advertisements.

Percent of Resulting Hires Effectiveness Ranking*
20-49% of 50% or More of
Recruiting Source Not Used < 5% of Hires  6-19% of Hires  Hires Hires Internal Centers Qutsourcers
Print Ads 25.64% 38.46% 23.08% 10.26% 2.56% 4 5
Radio or TV 42.31% 42.31% 7.69% 7.69% 0% 5 7
Career Services 56.76% 29.73% 10.81% 2.70% 0% 8 3
Company Web Site 34.09% 25.00% 25.00% 15.91% 0% 1 2
National Job Boards 36.36% 34.09% 15.94% 13.64% 0% 2 9
Referrals 10.64% 27.66% 42.55% 19.15% 0% 3 1
Job Fairs 53.66% 34.15% 12.20% 0% 0% 7 6
Community Recruiting 69.44% 22.22% 5.56% 2.78% 0% 6 8
College or Other Schools  59.46% 29.73% 5.41% 5.41% 0% 9 4

*Note. An effectiveness ranking of 1 indicates the most effective source; an effectiveness ranking of 9 indicates the least
effective source. Effectiveness rankings were calculated only for those respondents who indicated that they do use the
source.

How many call centers do participating centers compete against for talent?
Although most center leaders expected hiring to increase over the next year, they
will also compete against many other centers operating in the same labor market.
Most respondents reported competing with between 3 and 7 centers; only about
10% reported having no call center competition (Figure 3).

Figure 3. Number of Call Centers Competing for Same Talent.
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About FurstPerson

What we do:

Develop and operate web-based pre-hire, employee
selection assessments that help contact centre
organisations hire and develop the right employees.

Our experience:

Thirteen years of research and implementation experience
working with all major call types including customer care,
sales, collections, win back, and technical support.
Implemented our solutions in over 250 labor markets in
the United States, Canada, UK, the Philippines, and Latin
America.

Significant industry experience in telecommunications,
insurance, outsourcing, financial services, retail, travel,
and business services industries.

Home agent hiring since 2002.

Average client is a multi-site, multi-call type organization
with complex hiring workflow models and job profiles.
Developed award-winning assessments featuring
interactive simulations.

Differentiators:

Predictive assessments with demonstrated bottom line
results ranging from:

o Improved new hire performance (up to 40%)

o Reduced turnover (up to 70%)

o ROI - $1 invested yields $10 to $20 in return

o Lower recruiting expense
Hiring solutions based on empirical research supported by
ongoing job and validation analysis.
Customized solutions leveraging our extensive contact
centre hiring expertise and industry leading assessment
solutions.

To learn more about FurstPerson, please visit our website
at www.furstperson.com or email us at
info@furstperson.com or call us at 888-626-3412.
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