‘My stats are perfect’

Appraiser brief

Company background

NR is a telephone call centre located in a rural town in Somerset which provides customer service support for a well-known mobile phone company.  It employs around 1,000 people, most of whom work shifts.

The centre is organised as follows:

Call Centre Manager

Senior Managers including the Customer Service Manager, Operations Manager and the HR Manager

Team managers looking after groups of around 20 staff

Employees

The employees are broken down into various groups

· First Contact – staff who take the initial calls from customers

· Second Contact – staff who take the more difficult calls passed on to them by first contact

· Support staff including technical support

The centre is open 24 hours a day, but the busiest times are in the morning and evening.

The centre operates a performance management system which includes a variety of key measures.  The quantitative measures are: number of calls taken per hour, average length of the call, average wrap time (the time taken to complete the work associated with a call) call quality (measured by the supervisor listening in to various calls and giving a rating).  Staff are also expected to be good team members and to share their experiences with others and to provide coaching and help to new staff on an informal basis.  Staff meet with their Team Manager each quarter to discuss their performance.
Employee Circumstances

The employee in question has been with NR since it opened five years ago.  In many ways they are an excellent member of staff.  As far as their statistics are concerned they really cannot be faulted.  All their measures are right towards the top of the performance league table.  However, there are other problems.  Their attitude is just not right.  They don’t really mix with their team and they are often aloof.  They simply refuse to help new members of staff and will not provide coaching and help saying they do not have the time for this.  Moreover, they don’t share their knowledge or pass on tips.  In fact they act in a very competitive manner.

You are concerned about this.  You want to keep the employee because you know there performance as measured by the statistics is excellent.  However, you know they are disruptive and upsetting other members of the team because of their attitude, some of whom have left or have asked for a transfer out of the team.  You need to explain to the employee at the forthcoming appraisal meeting that they need to become more of a team player and share their knowledge with others.
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Employee Circumstances

You have worked for NR since it opened five years ago and you really enjoy your work.  You get genuine pleasure from being able to speak to a wide range of customers and provide excellent service.  You take pride in your technical knowledge and have not yet had a question that you cannot answer.  Other staff often come to you for help.  However, what you are really proud of is your performance as measured by the statistical measures.  In fact you virtually always have the best performance of any employee – as you say ‘my stats are perfect.’  What you can’t understand however, are the odd comments your manager makes about your performance overall.  So what if you don’t spend time with other members of your team who are frankly not up to it and should be dismissed for poor performance.  As far as the other members of your team you really don’t enjoy their company and so you socialise with your friends employed in other parts of the business.  You want to make it clear to your manager at your next performance appraisal meeting that you think you should be rewarded for your excellent performance and you expect to be considered for promotion to Senior Customer Services Adviser soon.

