
 
 
Need Of Psychometric Testing, Training and Counseling In Call Centers  

 
 
Customer service call centers function as a vital link between the company and 

the consumer.  Whether to answer product questions, assist with business 

services or simply provide general information, they remain a vital link. Research 

shows that consumers formulate their perceptions of a company, based on their 

experiences with the company’s customer service contact center. This indicates 

that customer service representatives are crucial to maintaining a strong brand 

image and keeping customers coming back for more.  Thus the most important 

component of the call center is the human factor. It is extremely important to 

have the right people to interact with the customer. The quality of customer 

service will depend on how you hire, train and retain employees in the 

organization.  

 

Psychometric testing in recruitment 

Today recruitment becomes one of the major steps in ensuring quality service. 

The competitive business environment is such that the candidate’s qualification 

and experience is no longer the only predictor of high performance. Personality 

fit has become one of the most important parameter in selecting and managing 

employees. Personality can be defined as those relatively stable and enduring 

aspects of an individual, which distinguishes them from other people. Keeping in 

mind the call center culture and jobs requirement it is essential to select 

employees who are  

• Flexible 

• Routine oriented 

• Have an affiliation for Problem solving 

• Helpful 



 
 

• Un-ambitious to a certain extent 

• Patient 

• Emotionally stabile 

• Self- motivated 

• Stress tolerant 

The use of psychometrics enables us to identify these traits in the candidates. 

Psychometrics tests are tools for measuring the mind. They measure the 

employee’s ability, aptitude, interest and personality. 

Psychometric tests give an accurate prediction of whether the 

candidate’s personality matches the job requirement. Research shows 

that, statistically speaking, psychometric tests are one of the most 

reliable forms of revealing person- job fit.  

Psychometric tests are essential for employers who: 

• Want to reduce staff turnover  

• Are committed to place the right candidate for the right job 

• Want to promote people into positions they will succeed 

• Believe in retaining rather than replacing 

• Want to increase the happiness quotient in the organization. 

• Want to improve employee productivity 

• Want to decrease absenteeism and lateness. 

• Want to improve employees' organizational commitment 

• Want to identify training needs. 



 
 

• Want to allocate right employees representing right clients. 

Training  

Having the right candidate for the right job is not the only factor that will ensure 

retention and productivity. A good selection technique must be followed by an 

effective training program to ensure job satisfaction and high performance.  

Formerly training programs were offered to incorporate new employees into an 

existing structure or to improve basic skills or knowledge. But recently, a less 

obvious benefit of training has emerged. Companies who offer training 

experience higher retention rates than those that don't train. By offering training 

programs, employers show their employees that they are interested in keeping 

their company- and its employees- on the cutting edge of their field. Employees 

feel valuable and cared for and thus stay with the company.  

Further, companies can provide specific training to employees according to their 

personality traits. (eg. introvert people – assertiveness) 

Training benefits the organization in the following way 

• Helps employees identify with the organizations goal 

• Helps in developing leadership skill, negotiation skills and other skills 

that successful employees must possess 

• Equips employees with the skill of making effective decisions 

• Improves the quality of work 

• Improves the quality of employee-employer relationship 

• Increases job satisfaction 

• Increases job performance 



 
 

• Help employees move towards identifying and attaining their 

personal goals.  

• Decreases employee turnover 

• Increases organizational commitment 

 

Counseling   

 

Employees in call centers are forced to make a lot of changes in their social and 

family life. They are expected to take on pseudo identities, and learn foreign 

accents. Thus employees in call centers need someone who will listen and help 

them sort out issues related to work as well as their personal life. Counseling 

helps a person handle stress, tension and frustration effectively. It can also be 

used for carving a better future for the employees. Employee counseling is 

essential for organizations that are committed to retain their employees. 
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