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Telstra: Recruit 120 call centre staff in 2 months 
 
Telstra had just 2 months to find and recruit 120 s taff for their ‘Next Generation’ call centre in 
Brisbane. Staff would need to use web-based case ma nagement software, whilst providing 
unprecedented customer care levels. 
 
Background 
 
Telstra wanted to ensure that skilled and experienced staff should also have a very high “110%” focus on 
customer satisfaction. Chandler Macleod carried out detailed job analyses and competency profiling and then 
designed and implemented a national sourcing and recruitment campaign 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 

 

Job and organisation 
profiling  

Benchmarking top 
performers  

Competency Assessments  

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. 
 
Candidates with high organisation fit are: 
 
1. More attracted to the organisation 
2. More committed to their jobs 
3. More committed to the organisation 
4. Less likely to leave.  
 

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. 

 

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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Program  
 
Chandler Macleod designed and implemented a national sourcing and recruitment campaign to match candidates 
to a set of organisation specific defined job roles and competency profiles:  
 
• Behavioural and competency-based structured application form 
• Psychometric assessment 
• Customised assessment centres with telephone role-play 
• Structured guidance and behavioural signposts to support Telstra Interviewers  
• Candidate feedback, offers and references  
 
Designing the process end to end and supporting the Telstra interviewing process enabled Chandler Macleod to 
recruit for both person:job and person:organisation fit, dramatically increasing the success rate of finding people 
that can both do the job and are likely to stay with the organisation. 
 
Outcome 

Despite the high volumes of applicants and many roles to fill, the recruitment process was very successful and 
importantly, completed within the tight deadline. 

 
After 6 months, only 3 of the 132 employed had left  (just over 2%) 

 
Stage of selection process Number of 

candidates 
Screen Out Rate (% of candidates 

unsuccessful per stage 

Expressions of interest 1360 N/A 

Application forms received 686 215 rejected (31%) 

Telephone interviews 471 86 rejected (18%) 

Psychological Assessment 385 99 rejected (26%) 

Interview & Assessment Centre 286 154 rejected (46%) 

Candidate placed in role 132 N/A 

 
 
 
 

 
CMyPeople Head Office 
Level 8, 32 Walker Street,North Sydney, NSW 2060, Australia
t: +61 (0)2 8913 7888    
f: +61 (0)2 8913 7005

e: enquiries@cmypeople.com


