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How To Reduce Staff 
Turnover And Hire The Right 

Candidate Every Time 
Traditionally contact centres have tolerated relatively high levels of staff 
turnover. However there are many good reasons to reduce staff turnover, 
almost all of which go straight to your bottom line. 

 
 
 
PeopleMaps Contact Centre Pro  is a total recruitment solution, where the 
personality profiling is fully integrated. The system is designed to help you 
process large numbers of applications quickly and easily, whilst ensuring you 
hire the right candidates. 
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What do we mean by “the 
right candidates”? 

1. The right candidates will be able to do the job for at least a year, 
preferably longer. There is no point hiring candidates, only to see them 
quit after a few weeks. 
 

2. The right candidate will be able to learn to do the job to a high standard. 
Contact Centre service is only as good as the people who deliver it. 

So Which Candidates Should 
You Hire? 

There are two types of candidate; “Naturals” and “Forced Fits”. If you want to 
hire the right candidate for your contact centre, you need to hire “Naturals”. 
 

 

Only “Naturals ” will be able to stick 
the job for a year or more. “Forced 
Fits ” struggle from quite early on and 
are soon looking for alternative 
employment. 
 

 
So if your staff turnover is too high, the chances are you are hiring more 
“Forced Fits ” than “Naturals ”. 
 
If performance is low, then you either need more time for your training to take 
effect or you need to hire more “Naturals ”. 
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The Traditional Predictors Of 
Performance Don’t Really 
Work For Contact Centres 

Perhaps surprisingly, qualifications, work experience and skills have nothing to 
do with whether a candidate is a “Natural ” or not. 
 
Unfortunately, the only thing a traditional CV or job application can tell you 
about is the candidate's, qualifications, work experience and skill set. 
 

 
 
When making recruitment decisions, you need good data to work with. CVs are 
a particularly flawed source of data. Even in the best of circumstances, CVs are 
flawed sources.  
 
This problem is compounded for Contact Centres, as you are often giving 
people the first job, or at least their first contact centre job, so you have no 
relevant work experience or skills to make decisions with. 
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What Is A “Natural”? 
So what exactly is a “Natural”? Well the following definition may help; 

A “Natural” is someone who finds your particular 
work environment compatible  

with their personality type. 
 
So even when a candidate has relevant work experience, qualifications or skills, 
they may not necessarily be a “Natural ” for the work environment you are 
offering. 

The New Predictors of 
Performance 

So the new predictors of performance are; 

 
The priority however must be given to “Personality Compatibility”. Even if a 
candidate ticks all the other boxes, if their personality is not compatible with 
your work environment, then they would not be described as “Naturals ”. 
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So How Do You Spot 
“Naturals”? 

To spot a “Natural ” you need to have two important pieces of data at your 
fingertips; 
 

1. A psychological profile of the work environment you are offering 
 

2. The personality type of the candidate. 
 
PeopleMaps provides you with this information.  
 

 

Success Profile Builder will show you 
exactly what a “Natural” looks like. 
 
It provides you with the psychological 
profile you are looking for. 
 
Only once you know what you are 
looking for, is it possible to recognize 
it when you see it. 

PeopleMaps will also enable you to profile every applicant as part of their job 
application and therefore provide you with the data on the candidate. 
 
Don’t worry, unlike most profiling systems, PeopleMaps does not charge per 
report. You get to process every applicant under your license agreement, 
regardless of how many applications you receive. 
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How To Process Hundreds Of 
Applications And Produce 
Shortlist For Interview In A 

Few Seconds 
Now that ContactCentre Pro has gathered the critical data you need to make 
good recruitment decisions, it takes it a step further and does the processing 
and comparison for you. 
 

 

Shortlist Pro is a tool designed to 
compare all your applicants against 
your Success Profile. 
 
In a matter of seconds, it will filter out 
most of your candidates and leave 
you with a list that most closely 
resembles your Success Profile. 
 
Now you know that the remaining 
candidates are “Naturals” and stand 
the best chance of lasting in your job 
for the long haul. 

 
Shortlist Pro is included with the suite 
of services collectively called 
ContactCentrePro . 
 
The suite includes everything you 
need to hire “Naturals ”. 
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Custom Designed 
Application Forms 

Not only can we tell you about the personality psychology of your applicants but 
we can gather any other information you feel will help you make a hiring 
decision. 
 
PeopleMaps includes a fully customised job application form as part of the suite 
and will advise on what else to ask and how to structure the questions for easy 
processing. 

Distance Matters 
One of the big influencers on whether someone remains in your contact centre 
is the distance they have to travel to work. PeopleMaps has integrated a tool 
that tells you how far the candidate is having to travel to get to work. 
 
We know that for hourly paid jobs, employees will be tempted to look for work 
closer to home, therefore you can include distance travelled when building your 
Success Profile. 
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How To Conduct Revealing 
Interviews 

Thanks to Shortlist Pro, you no longer need to interview every applicant. In fact 
you should be able to get your interview pool down from 50 to 5. Imagine only 
having to spend a morning interviewing candidates as opposed to a week. 
 
However interviews still matter, which is why PeopleMaps has created a 
special, personality centric, interview guide. 
 

This personality report runs to 15 
pages when printed and describes 
the candidate in incredible detail. 
 
It is designed to talk about the issues 
pertaining to contact centre jobs. 
 
More importantly it includes questions 
to ask and what to look for in their 
answers. 
 
If you want to conduct an insightful 
and revealing interview, then use this 
special personality report. 
 
The report also includes several 
Gauges, so you can see how 
candidate's score on a number of key 
issues such as;  
“ Willing to cold call, on the telephone” 

 

 

Again this report is included with the Contact Centre Pro suite of services. 
There is no limit to the number of people you can interview with this report, as 
you are not charged per report. It’s all covered under your annual license. 
 
We believe that using Success Profile Builder and Shortlist Pro, you will not 
need to interview anywhere near as many candidates.  
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Helping Out Line Managers 
Team leaders and managers have a tough job. They need to be extremely good 
at what they do to keep staff turnover down, especially within the first six 
months of a new employee starting. 
 

 

PeopleMaps has created 
OnBoardingPro to help line 
managers get the best from their new 
employees. 
 
This personality report is written to 
the line manager, about the new 
employee. 
 
It is designed to help them avoid 
making unnecessary management 
mistakes and get the best from the 
new employee, fast. 

 
OnBoarding Pro is included as part of the ContactCentre Pro  suite 

Training 
ContactCentre Pro is designed to be quick and easy to use. Most of the setup 
and configuration is done for you by PeopleMaps.  
 
No mandatory training is required, however we do provide an online video 
course, which will show you how to get the very most from the system. 
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How Much Is It? 
It is understandable that you may think a suite of products like this will cost a 
small fortune. And it is true, that up until PeopleMaps came along, this level of 
service was only affordable by blue chip companies. 
 
Which is why I think you will be delighted to know that Contact Centres can 
enjoy the full ContactCentrePro suite of services for as little as £100 per 
month, depending on the size of your contact centre and the number of people 
you hire each year. 
 
ContactCentre Pro is designed to save you money. You will save time and 
money by using ContactCentre Pro and the system is likely to pay for itself 
several times over within the first few weeks of using it. 
 
Please let us know how many people work at your contact centre and 
approximately how many vacancies you fill each year. You will then be provided 
with a detailed quotation for an annual license. There is even an easy payment 
plan, so you can pay for it monthly if you prefer. 

How To Try It For FREE 
PeopleMaps gently insists you try ContactCentre Pro for free before you 
decide to buy. 
 
Judge for yourself the accuracy of the reports. You decide how much time the 
system will save you each month. Please do your own calculations as to how 
much money you will save. 
 
Click here to complete the Free Trial Application form 
 
By completing this application form you will also be provided with a detailed 
quotation. 
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