CONTACTCENTERPRO™

CONTACT CENTER AGENTS & MANAGERS PROFILE

The CONTACTCENTERPRO™ is a normative psychometric profile designed to help select and
retain call center professionals based on their approach to customer service, decision making,

aftitude about their role, their success with scripts and structure and other factors essential in a
contact center culture.

CONTACTCENTERPRO™

e |dentifies candidates with sales success DNA

® Provides a customized prediction model for any organization

® Predicts sales performance

* Provides a management snapshot that identifies future sales managers

* Includes extensive post-hire feedback for both manager and candidate

The CONTACTCENTERPRO™ allows an organization fo retain and expand their existing

client base by providing the best service in the sector. Each customer contact is an opportunity to
strengthen the relationship and develop loyalty within the clientele.
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Select and Retain Top Performing Call Center Professionals

The CONTACTCENTER assesses

and reports on the following:

® Service competencies

e Sales and business growth competencies

® Decision making, loyalty and approach to
structure.

e Emotional Intelligence

e Success factors such as self management,
motivation, comfort with conflict, confidence
& lifestyle management

e Listening style and approach to networking

e Candidate’s ability to cross-sell and up-sell

* Language capabilities with optional voice
sample

The CONTACTCENTER measures 8 s
separate character traits combined into

constructs that relate to competencies &”—gj &]
important in contact center roles. The profile R
provides valuable information about the
individual’s fit to the uniqueness of a contact
center environment.
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SELF MANAGEMENT GROUP
In addition, the CONTACTCENTER

measures self C,onﬁC,Jence' lifestyle The Self Management Group is a world
management, listening style and the leader in screening, selecting, developing,
individual’s aftitudes about networking, self and rekaining fop performers. For over 30
promotion and managing re|ect|9n. All these years, the Self Management Group has
Foc’ro-rs are presented in a user frlendl)f report partnered with leading companies fo develop
and include suggested interview questions and high performance, self managed

coaching suggestions. organizational cultures.

s 4 For more information about the
CONTACTCENTER and the Self
\ @ 4 Management Group’s other profiling and
. 9 training systems please visit www.selfmgmt.com

or call 416.746.0444,
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