CASE STUDY / ROUNDTABLE DISCUSSION

PEBA – Aligning Compensation with Career Path and Development

September 14, 2006
Instructions:
1. Read through “Here’s the Story”
2. Scan the different levels of the jobs, I, II & III and the corresponding compensation structure
3. Read the “Problem Statement” and the ’Questions” on Page Two

4. Discuss your thoughts as a group
5. You will have about 15-20 minutes to discuss as a group before we debrief
6. In the debrief that follows, you will be asked to reveal your findings with the group

(This can be done with either one spokesperson or the whole group – your choice.)
7. NO PRESSURE – Have fun with it; it is not a test!
Here’s the Story:
· Call Center (customer service/sales) environment; one of many functional departments in a mid-sized company
· Recent environment of economic improvement in all three locations of operations
· Recent expansions in the office parks for the West and Central operations 

· Work is high volume and monotonous 
· Requires professional skills, but is considered somewhat entry level to the organization
· It takes 2.5 years before someone is considered fully trained and seasoned in their role

· Trend:  Average voluntary termination rate is at 2.5 – 3 years

· There are three levels of Call Center Representatives - Inbound, compensated in base pay with commission structure, all on a national structure
	Position
	Minimum
	Midpoint
	Maximum

	CCR, Level I
	20,500
	25,100
	29,200

	CCR, Level II
	23,600
	28,200
	33,300

	CCR, Level III
	27,200
	32,800
	44,600


Basic Responsibilities:  Duties include answering telephone call inquiries and promoting, and selling an organization's products and services. Representatives are responsible for researching and resolving complaints to ensure customer retention and satisfaction.

CCR, I

Position requires a minimum of a high school diploma or its equivalent and 0-2 years of experience in the field or in a related area. Has knowledge of commonly-used concepts, practices, and procedures within a particular field. Relies on instructions and pre-established guidelines to perform the functions of the job. Works under immediate supervision. Primary job functions do not typically require exercising independent judgment. Typically reports to a supervisor or manager.
CCR, II

May require an associate's degree and 2-4 years of experience in the field or in a related area. Familiar with standard concepts, practices, and procedures within a particular field. Relies on limited experience and judgment to plan and accomplish goals. Performs a variety of tasks. Works under general supervision; typically reports to a supervisor or manager. A certain degree of creativity and latitude required.
CCR, III
May require an associate's degree and 4-6 years of experience in the field or in a related area. Familiar with a variety of the field's concepts, practices, and procedures. Relies on experience and judgment to plan and accomplish goals. Performs a variety of complicated tasks. Typically reports to a supervisor or manager. A wide degree of creativity and latitude is expected.

Department Structure:
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Problem Statement
· High turnover has been experienced in the last 12 months

· Business needs now require that new hires (since 7/1/05) possess their undergraduate degree

· Positions have become stepping stones to other positions within and outside of the company
· New industry regulation requires that CCRs successfully complete a professional certification before first anniversary of employment
· Company is launching two new products at 1/1/07; to successfully meet sales targets, full staffing is required in the Call Centers.

Questions
· What problems do you see?
· What Compensation issues do you see?

· What Development issues do you see?
· How would you gather the information that you need?

· What additional information do you feel you would need to better understand the issues?
· What solutions or strategies would you recommend?

Two sheets of note paper are provided on the next pages for your use in this activity.
Notes:
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West Region Team


60 Employees


8 < 1 year


40 > 2.5


12> 5 years








Central Region Team


33 Employees


New Team, 1/1/05


All new hires


50% turnover since start up





East Region Team


57 Employees


27 < 1 year


20> 2.5 years


10 =/>5 years
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East Region
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Vice President,


Call Center Operations





Newly hired, 3/06








