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Call Centre Service Quality Benchmarking Report 

2005 Results for Representative Satisfaction
CEC Executive Summary
Key Findings:

1. CEC’s call centre has sustained it’s world class customer satisfaction distinction.  A slight decrease of 3% from the 2003 study brought overall satisfaction level to 83% for 2005.  These are exceptional results when you have been performing at a world-class level for client service in the past 4 years.
However, client satisfaction is being “insulated” against a decrease in representative satisfaction and it is of SQM’s opinion that you wont be able to continue to insulate your customer’s from the negative impact of an apathetic workforce.


2. CEC has experienced a significant reduction in representative satisfaction at the call centre since 2001.  Overall representative satisfaction now stands at 28% down from a rating of 48% in 2001.  This represents a third quartile ranking in the SQM benchmarking program.


3. Of the three groups of representatives measured; O Canada, CIS and OLES, the OCanada and CIS representatives are consistently lower in their job satisfaction year over year and OLES overall job satisfaction has increased since 2003.  


4. “Skills”, “appreciation”, “career path”, “senior management” and “call monitoring” are the representative attributes that are in the “fix these first” category.  Meaning they are most important to your staff and your staff is the least satisfied with these attributes.  Therefore making improvements in these attributes will have the highest impact on increasing representative satisfaction.


5. The recurring themes around CEC employee dissatisfaction are that their skills are not being utilized, that career opportunities are limited, that there is a perception of favoritism and a lack of communication. 

About the Study:

SQM Group is recognized as a leading authority for call centre service quality measurement and benchmarking in Canada, and increasingly in the United States. Our Call Centre Service Quality Benchmarking program is based on feedback from your front line representatives on issues that are critical to delivering high service quality. There have been over 200 leading call centres, including provincial and federal government call centres, who participated in our benchmarking program thus far in 2005, and with whom you are compared to. The representative survey is conducted through the SQM web site, with representatives taking 20-30 minutes to complete an in-depth survey consisting of 32 questions.  CEC representatives were scheduled time away from the phones, in a private area to complete their survey.  We surveyed 88 representatives which was a much lower participation rate from previous years. 
Voice of the Representative Key Findings:

Table 1 compares representative overall satisfaction for (a) CEC 2001 (b) CEC 2003 (c) CEC 2005  (d) Average Call Centre (e) Best Call Centre and (f) CEC Quartile Ranking
Table 1.  Representative Satisfaction Ratings / Ranking
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Training 60% 39% 28%

60%

1st

Career 5% 13% 15%

52%

2nd

Appreciation 25% 21% 23%

60%

2nd

Workstation 24% 27% 34%

59%

3rd

Monitoring 24% 14% 14% 40% 2nd

Coaching 39% 28% 24%

63%

2nd

Policies  32% 26% 21%

66%

1st

Management Style 43% 40% 41%

70%

2nd

Senior Management Style NA 18% 40%

65%

4th

Pay 6% 24% 19%

51%

2nd

Benefits 4% 6% 35%

77%

4th

Communication 33% 13% 15%

39%

2nd

Authority 29% 29% 30%

56%

2nd

Valued  20% 26% 16%

52%

2nd

Performance Goals 45% 31% 29%

55%

2nd

Scheduling 20% 29% 24%

71%

3rd

Job Stress 32% 18% 17% 44% 2nd

Software 51% 44% 23%

65% 1st

Support 52% 23% 29% 75% 3rd

Call Flow 42% 32% 20% 51% 1st


As you can see from Table 1, representative overall satisfaction at CEC has declined significantly year over year, down 20% from 2001.  While CEC’s overall client satisfaction performance has maintained world class results. This suggests that while there may be a growing environment of representative dissatisfaction, the client is being well insulated from representative dissatisfaction by strong processes, efficient systems and a workforce who are extremely professional in continuing to demonstrate to the client that they care about their issues.  
However, CEC management is unlikely to gain greater client satisfaction.  As complexity of client requests increases, which is the industry trend, representative satisfaction becomes a critical component to continuing to deliver high levels of client satisfaction.  SQM is of the strong opinion that employee satisfaction impacts customer satisfaction in both the private and public sector.  SQM completed a study this year, which demonstrated that employee satisifaction does impact customer satisfaction.  The amount of impact was dependent on the call complexity.  If the call type was of higher complexity, employee dissatisfaction had a greater impact then if the call was low complexity. That is not to say that high performing call centres can have low employee satisfaction and vice versa.  The likelihood, however, is that eventually an apathetic workforce will start to deliver unfavorable customer satisfaction results.  In addition there are enormous operational benefits to be gained in stabilizing the workforce by reducing representative turnover, which at 36% is significantly above the benchmarking average.  
CEC’s hiring profile is a stark contrast to the call centre industry. 70% of the CEC workforce has completed college or university whereas the industry average call centre is at 26%. The only instances where a higher educated workforce is successful, is when the call centre is used as the training ground and recruitment area for employees to the other departments within the organization. Therefore high turnover is an accepted by-product of a higher educated workforce. A recurring theme within the representative feedback at CEC is that representatives feel that their skills are under utilized and that there are limited career opportunities.  
We believe that CEC has 3 representative career opportunities options:

1. Re-examine the current hiring profile and look to stabilize the workforce with representatives who are satisfied with steady work, have great service skills, but do not have a college or degree level education.  
2. Continue with the current profile, and attempt to communicate the benefits of the unique approach at CEC.  
3. Continue with the current profile, and use the representative positions as a recruitment area for Federal Government positions or do special assignments on a rotational basis with other federal government offices to continue to grow and develop CEC employee skills. 
Table 2 compares key service quality representative attributes for (a) CEC 2003 (b) CEC 2005                                      (c) Average Call Centre (d) Best Call Centre and (e) CEC Quartile Ranking 

Table 2.  Representative Attributes Ratings / Ranking
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Representatives very 

satisfied 

48% 35% 28% 36% 72% 3rd

0%


Note: Table 2 percentages are based on top box responses

In Table 2 we show significant improvement in the pay, scheduling and career attributes in comparison to 2003 results.  Both pay and scheduling had been rated in the 4th quartile in 2003.  Improvement efforts by CEC had positive impact on these attributes.  The employee verbatims indicate there is still significant room for improvement around career opportunities.  
However, employee satisfaction for 12 out of 20 CEC representative attributes has decreased from 2003.  This has negatively impacted your representative overall satisfaction. The 2 attributes that are in the fourth quartile are senior management style and benefits.    
Table 3.  Targeted Opportunities for Representative Attributes Improvement
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Table 3 shows 5 attributes in the “fix these first box”. The criteria for being in the “fix these first box” is for an attribute to be higher than average in importance to the CEC representatives and lower than average in performance when compared to the other attributes. The attributes that met the criteria are the following:
· Representatives need to feel that there “skills” are effectively utilized

· More “career opportunities” available within CEC

· Representatives do not feel they know or trust “senior management”

· Representatives do not feel “appreciated” 
· “Communication” needs to be timely

· “Job Stress” is effectively representatives ability to do their job

By focusing on improvements in these areas and involving the representatives in the improvement process CEC will improve the overall representative satisfaction.

Summary:

CEC is an asset to the Government of Canada in providing a welcoming and easy referral service for all Canadians, which is rated at world-class levels by the clients that use the service.  We believe that the satisfaction of the representatives that work at CEC can be improved immediately by focusing on communicating more timely and effectively and by utilizing different methods to appreciate representative contributions.  However, over the long term we encourage CEC to examine the profile of the representative position.
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