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DISCOVER THE POTENTIAL WITHIN

Ansett Australia :

Despite a highly labour and cost intensive approach
experiencing 30% turnover of staff across their 7 n
more effective recruitment process that would resul

Background

Reducing High Staff Turnover

to call centre recruitment, Ansett was still
ational call centres. Their aim was to find a
tin a higher rate of success and retention.

At this time, Ansett was managing call centre recruitment internally, relying heavily on assessment centres but
not including any psychometric or competency assessments as part of the process.

CMG worked with Ansett to design an end-to-end recruitment process to deliver the right people in the right jobs,
built around a unique 3 Step Call Centre methodology. CMyPeople raises the bar on Call Centre recruitment
because it is able to offer the patented Competency Assessment and Job Matching technology as a central part

of the recruitment process.

CMyPeople 3 Step Call Centre Methodology

No two call centres are the same. Only
by profiling the requirements for the
specific job roles and the specific
organisation, can you hope to find the
right high performers for your business.

CMyPeople profiles a candidate’s fit for
both the job role and importantly, the
organisation.

More attracted to the organisation
More committed to their jobs

More committed to the organisation
Less likely to leave.
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Candidates with high organisation fit are:
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The difference in output between the
bottom 3rd and the top 3rd performers
in most roles is worth approximately
80% of annual salary.

CMyPeople creates a 'high performer
benchmark' profile from the top 30%
performers, detailing the core
competencies that drive performance.

1. Identification of characteristics that
lead to effective performance

2. Identification of characteristics that
identify low performers

3. Any prospective and current
employees can be measured
against these core competencies.
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A competency assessment increases
performance predictability when
matched to a benchmarked job profile.

Used together, temperament and
ability tests can account for as much
as 75% of performance variance and
are an invaluable tool in predicting the
performance success of an individual.

Whether used as a shortlisting tool
early on in the process, or as an
integral part of an assessment centre,
the CMyPeople system adds a level of
certainty to our tried and tested
recruitment processes and heralds a
new strategy for the Call Centre
sector.
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case study

Program

CMG profiled the job roles and organisation. Then with Ansett’s full participation, high performers were identified
to assist with the benchmarking and profiling.

A bespoke recruitment process was then designed, to attract and match candidates to benchmarked profiles.

First level Application Kit: designed to screen out poor candidates

Telephone interview: Check language, comprehension, listening and fluency skills.

Psychometric Assessment: Verbal & Abstract reasoning with Temperament. Compared against profile in
areas such as suitability to environment, capacity to learn, team work, and organisational skills.
Structured Interview: Face-to-face, standardised Ansett behavioural event interview with probing in areas
highlighted by psychometric process.

Final checks: Ansett face-to-face interview on-site. Reference checks, medicals, background checks.

Outcome

Of those candidates submitted through this process, there was a high initial selection rate. This rate has
continued to improve as Ansett has embedded this rigorous procedure, particularly the interview methodology.

Turnover during a twelve month period reduced from 30% to 8%

New recruits and existing Ansett employees were all put through standardised training to reduce dropout rates
further. With over 800 trainees at this time, the financial gains of lower turnover were estimated at over $5 million.
A higher dropout rate was found for existing employees than candidates from the new recruitment process.

Recruits Successful Turnover Under Dropout
offers Training NEW (Ansett)

CMyPeople Head Office =

Level 8, 32 Walker Street,North Sydney, NSW 2060, Australia CI ' |ypeop|e

t: +61 (0)2 8913 7888
f: +61 (0)2 8913 7005
e: enquiries@cmypeople.com




