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Carlton United Breweries:

CUB worked with Chandler Macleod to recruit staff f
Melbourne, established to provide sophisticated cus
of the entire team was required, from Manager to Cu

Background

Staffing Greenfield Call Centre

or a new customer service centre in
tomer relationship management. Sourcing
stomer Service Representatives

CUB selected Chandler & Macleod to assist in the recruitment of all personnel for a new customer service centre
in Melbourne, because of a track record of success in this industry using psychological assessment

competencies.

Chandler Macleod established required performance criteria and skill sets and matched candidate competencies
against these criteria, using 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.

Candidates with high organisation fit are:

More attracted to the organisation
More committed to their jobs

More committed to the organisation
Less likely to leave.
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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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Program

To create a brand new customer service site for the provision of more focussed and sophisticated customer
relationship management, an entire team was recruited from managers to customer service representatives, with
induction and training and ongoing appraisals provided. Personnel would be required to demonstrate unique
skills in being both inbound and outbound multi-skilled.

Considerable front-end analysis was needed, including the development of all job descriptions. Chandler
Macleod accurately assessed candidate competencies using this rigorous recruitment process:

Telephone screening

Resume shortlisting

Behavioural & functional interviews

Psychometric Assessment to match to multiple roles
Induction & operational training

Outcome

Having carried out psychometric assessments on every candidate enabled Chandler Macleod to match
candidates to more than one role, which ensured that the right people were matched to their highest fit role.

After 18 months, staff turnover rate was under 10%

Phone RENIES Interview Test Short- Offer
Calls Recelved Llsted

GM, Customer Support 8 1
Trainer 175 57 6 6 4 2
Campaign Coordinator 66 18 5 4 2 1
Business Group Leader 202 114 24 17 12 6
Customer Service Rep 240 134 72 28 25 20
TOTALS 846 413 118 63 47 30
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