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DID YOU KNOW?

If your recruiting organization can identify how the job candidate meets your
quality of hire requirements and do it quickly, you have the first choice of
candidates.

Introduction

Recruiting speed and hiring for quality are two of the biggest challenges facing firms
that employ contact center agents. By quality of hire, we mean the organizational
standard that defines satisfactory job performance. By recruiting speed, we mean how
fast the hiring process can move a candidate from point of contact to an accepted job
offer.

Though the economic downturn has
seen increased unemployment and
created more job candidates
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remain. FurstPerson’s 2009 Call
Center Recruiting and
Compensation survey found that
many call centers expect to
increase hiring in 2010. And, a
recent research article (HT - Bryan
Baldwin) published in Personnel
Psychology (“The Effect of Job Offer
Timing on Offer Acceptance,
Performance, and Turnover” by
William Becker, Terry Connolly, and Low e
Jerel Slaughter) discusses how job Quality of Hire

offer timing can impact job <

acceptance. The article remm.ds us R AR

of the constant challenge to link o B o

speed of hire with quality of hire.

Recruiting Speed

Slow

Even with significant unemployment, the challenge stills exists to find individuals who
can be successful working in a contact center. The goal is to avoid the high risk area of
slow recruiting speed and low quality of hire.
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Why does quality of hire
and recruiting speed A
matter?

Seve ral years ago we hl h |I htEd A | Highest Quality Job Candidates
" Available for Less than 5 days
research from the Aberdeen B

Group, plus our own data, on the
cycle time for hiring hourly
workers. As the chart to the right
shows, the best qualified
candidates tend to find jobs
within 5 days.
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Quality of Hire

| Greater than 10 days
increases the chances
of hiring from a lower
quality labor pool
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Similarly, the Becker at al. article found that job offer timing can impact overall job
acceptance. While the study did not review hourly workers, their research concluded
that job seekers are more likely to accept employment offers made earlier in the
company’s hiring process than later. In other words, extending the offer as soon as
possible is better than waiting.

Contact centers lacking competitive hiring processes risk losing job candidates to
those organizations that can define and identify high-quality candidates quickly and
have a faster recruiting speed, allowing them to present the offer as soon as possible
in the process. Looking at it another way, if your recruiting organization can identify
how the job candidate meets your quality of hire requirements and do it quickly, you
have the first choice of candidates. If not, you may be faced with candidates that don’t
meet your performance standards. Think of trying to make as many first round draft
picks as possible versus later round draft picks.

Leading contact centers achieve fast recruiting speed and quality of hire evaluations by
pushing proven (i.e. predictive) hiring processes into automated, objective systems
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that are calibrated against key performance outcomes and link into an integrated
employee lifecycle. These organizations do this by leveraging the following:

They use a quantifiable job analysis
process to systematically identify the key
knowledge, skills, abilities, and behaviors
(competencies) associated with the job in
order to perform satisfactorily. This
enables the hiring team to target who
they want to hire.

Based on the job analysis, they use
assessment tools before an interview to
qualify the job candidate.

The assessment tools, which include work
samples, problem solving assessments,
and personality tests, are calibrated
against specific job performance results
so that an objective and predictive
pass/fail decision can be applied
automatically against each candidate.
They understand that in hiring for a
contact center, assessment tools tend to
be more predictive at measuring job
performance than the results of a
traditional interview. They are certainly
much better than traditional screening
questions like education, work history,
and other standard knock-out questions.

Which Assessments are more predictive?

General
Mental
Awareness

Personality

Interview
(structured)

Interview
(unstructured)

Good Better Best
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Since recruiting is (and should be) a contact sport, the interview is structured
and based on the job analysis. The goal of the interview is to reduce variance
and structure it so that it is predictive of some job performance. Because
candidates have been filtered, recruiters can focus on the better qualified
candidates, saving them significant administrative time.

The entire process is web-enabled and linked to key performance systems,
which means the process gets smarter as time goes on.
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The examples to the right compare TRADITIONAL HIRING PROCESS TECHNOLOGY & DATA-DRIVEN

o _ HIRING PROCESS
two hiring processes. The first, on

the left, uses a traditional application 100 Candidates Application 100 Candidates
) ] rocess Process N hes

process and interview process. The
Second’ on the rlght’ uses a more 75% Pass Rate = 75 Candidates
automated model incorporating :
assessments to evaluate job Eotipliiar

. Based 759 Pass Rate = 56 Candidates
candidates before they are Simulation

introduced to the recruiting
organization.

50% Pass Rate = 50 Candidates 80% Pass Rate = 44 Candidates

In the tradltlonal mOdeI’ recruiters %:OBC‘;Z;G | 60%Pass Rate = 30 Candidates Opr:oBccéa;;d | 75% Pass Rate = 33 Candidates
need to speak with all 100
candidates. However, recruiters in RIGTEE 755 show Rate = 22 5tar Hired | Start. AR P

Training Training

the model on the right will only need
to speak with 56 candidates because -
44 have been eliminated by the @

. . FurstPerson’
assessment tools which measure job = mmwimsmme
fit and work abilities (multi-tasking,
computer ability, accuracy with

information, etc.).

Assuming that the interview process is approximately 40 minutes, the recruiters on
the right save about 30 hours per 100 candidates. In addition, the assessment tools
help to filter through the best candidates, improving the overall quality of hire.

This leads to increased success during the on-boarding process and a higher
percentage of show rates for training. The net result is a lower cost per hire, better
quality of hire, and faster recruiting speed.

In summary, hiring hourly workers in customer contact positions will always be
challenging. Contact centers that understand their recruiting processes and candidate
qualification processes can make the right changes to improve overall hiring speed
and quality of hire accuracy. This can create a significant competitive advantage in the
local labor market as well, by getting the right talent into your organization faster.
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About FurstPerson
What we do:

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

Our experience:

e Thirteen years of research and implementation experience
working with all major call types including customer care, sales,
collections, win back, and technical support.

e Implemented our solutions in over 250 labor markets in the
United States, Canada, UK, the Philippines, and Latin America.

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

Home agent hiring expertise since 2002.
Average client is a multi-site, multi-call type organization with
complex hiring workflow models and job profiles.

e Developed award-winning assessments featuring interactive
simulations.

Differentiators:

e 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
e Hiring solutions based on empirical research supported by
ongoing job and validation analysis.
e 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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