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Our cdaq
team have
c o m p l e t e d
an extensive
s tudy look-
ing at how
cdaq pre-

dicts performance in a call centre envi-
ronment. This has revealed some really
excit ing results and the cdaq dimen-
sions identif ied as key are:
Internal  -  External,  Same  -  Difference
and  Options  -  Procedures.  

The study looked at various aspects of
per formance of  Cus tomer Serv ice
Agents in a f inancial services call cen-
tre. The overall rating which combined
the Agents '  performance on both pro-
ductivi ty and behavioural measures pro-
vided the most useful insight.

Our analysis revealed that Agents with
a higher overall rating are more l ikely
to have an ' Internal '  preference, mean-
ing that they have confidence in their
own decision making. This f i ts with them
being able  to  respond to cus tomer
enquiries without having to refer back
to their team manager or colleagues for
support.

Call centre work can be repeti t ive and
Agents are required to fol low specif ic
procedures. Our study has revealed that
Agents who are more comfortable in a
stable working environment and prefer
to st ick to exist ing procedures perform
most effect ively. 

In addit ion to identifying how cdaq pre-
d ic t s  per formance,  the s tudy a lso
revealed strong cultural trends within
the sample of Customer Service Agents.
Th is  has rea l  impl ica t ions  for  both
recruitment and retention which is key
as turnover is often high in these work-
ing environments. 

Our f indings provide further support for
the cr i ter ion-related val idi ty of cdaq
and we are committed to the ongoing
development of the tool.
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We  are

keen  to

hear  from

o rgan i s a -

tions  that

are  inter-

ested  in

working  with  us  to  understand  how  cdaq

predicts  performance  in  their  employees.

In  order  to  do  this  we  would  need  access

to  100  employees  who  would  complete

cdaq  and  for  whom  performance  data

was  available  e.g.  sales  figures  and

appraisal  ratings.  This  is  an  invaluable

opportunity  for  you  to  gain  a  better

understanding  of  how  performance  can

be  predicted  within  your  organisation.  If

you  are  interested  in  discussing  this

opportunity  in  greater  detail  then  please

contact  Lisa  Michelangeli  on  0113

2733273.



cdaq® We have recently run a couple of work-
shops enabling us to introduce cdaq to a
wider audience. The first of these was the
West Yorkshire CIPD meeting where we
demonstrated how psychometrics could be
used beyond recruitment. The aim was to
help organisations realise the full benefits
of their investment in psychometric assess-
ment.

The second event was a meeting of the
North West NLP and Emotional

Intelligence group. In response to an arti-
cle written by Tony Dunk, which criticised
the NLP community for failing to engage
business people, we were invited to talk
about how we use NLP with our clients.
Given its founding in NLP, a case study
around cdaq demonstrated to the group
how we have applied NLP to provide tan-
gible business benefits. 

Both workshops were well received and we
look forward to being involved in similar
events. Some of the key aspects of the
case study we used with the groups are
described below to give you a flavour of
what it was all about.

Out  and aboutOut  and about

The purpose of the case study was to give the participants an
opportunity to understand first hand how cdaq could be used
in a team context. It was based on a team in local govern-
ment that we worked with last year who invited us to design
and deliver a 1-day team building event. The key driver for
their event was the addition of a new member to the group,
as the leader wanted to help her integrate into the team.

In order to understand what the individual team members
wanted to get from the event one to one meetings were car-
ried out with all five of them, including the Team Leader. Two
common themes that emerged were that the team members
felt that they didn't have any real vision or direction to work
towards. There were also frustrations around productivity in
the group, in terms of the standard of work produced.

The team profile demonstrates the Team Leaders preferences
in relation to the rest of the team. His strong External prefer-
ence has real implications for his leadership style. Specifically
he may lack confidence in his own decision making and not
be independent enough in his own thinking. In terms of pro-
viding direction for his team he would need to consult with

his colleagues in order to understand what their vision is.  This helps to explain why the team
had the impression that he was not a strong leader.

His strong Optimising preference provides an insight into the productivity issues in that he is
likely to focus on what can be reasonably achieved. For those team members who strive to
always deliver 100% this would be very frustrating as he is unlikely to recognise the hard
work that they are putting in.

This is a snap shot of the information cdaq provided in this application. If you would like fur-
ther details about the case study or information about how cdaq can be used in team devel-
opment please do not hesitate to contact us on the number below.

For more information, or to try cdaq call Lisa or Kim on
0113 273 3273 or visit us at cdaq.co.uk to arrange to complete

cdaq and receive your free Personal Feedback Report

www.cdaq.co.uk www.cdaperform.co.uk
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