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Introduction
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Getting the Right People in the Pipeline

First three steps in the Hiring Process

» Tools we use to create a consistent hiring

experience
The Supervisor’s Role

Who benefits?

This is the second of five modules in the eLearning series, Attracting Top Talent.
Click to explore the contents of the other modules.
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Change brings transformation

Our organization has undergone a lot
of change over the past few years!

Remember, we are on a journey of

transformation, and...

YOU are a key agent in this change!

In this module, we'll continue to

explore how to select and hire the

best talent for your team.

Let's go!
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The New Process - Steps 1-3
P 2017 People Plan
The first three steps in the process Three strategic processes make up the Cox People Plan.
lay the foundation for success Hiring and Selection, o 75) 73
across the entire process. which is about getting
the right people in the
: : door, is where YOU pla
Other leaders in the bu5|ne§s and the biggest role. P
external partners help us with the . .
. . Next is New Hiring and
necessary planning and screening Nesting, which is about (4] 9 (6
steps to get our process off on the onboarding and training
right foot. agents in preparation to
do the job.
Qur vendor partner - FutureStep - Finally, the 7) © First
is a key player in this part of the develops leaders’ ability Person
Process. to effectively cultivate
and grow talent once
Let's take a closer look at what TSI O 812 B

happens here...
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Campaign for Talent
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RESUME

After we have determined the hiring plan, we
hand off to FutureStep.

FutureStep is responsible for running local
advertising and recruiting campaigns for
potential talent to fill the pipeline with
possible candidates for consideration.
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P

Why a candidate pre-screening process?
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Aligned with mission to goals

Our mission is to operate with a winning culture all the time.
This is demonstrated through three guiding principles, or
our “3Es”: Engaged associates, extraordinary customer
experience, and excellent results.
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Based on standardized competencies
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Standard competencies were developed from
supervisor focus groups and considering the skills,
expertise, and behaviors that supervisors know are
most valuable to the success of their teams.
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Ensures quality control

Our goal is to bring the highest quality candidates to
our supervisors for interviewing - enabling hires to
be made in one or two interviews (not four or five).
This means the supervisor’s time is spent choosing
the best of the best, rather than weeding out
unqualified applicants.
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What does it take to be
a super hero?

Cox Supervisors know what makes
their teams great.

What skills and behaviors do you
think makes someone a great fit for
Cox?

Record your ideas here. Click DONE
when you are finished.

Compare your ideas with the

competencies listed on the next
slide.
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Type your list here
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CO m pEte N CleS an d Be h aV| ors Individual demonstrates a knowledge and/or

understanding of a basic sales process.
Individual demonstrates ability to

We have idgntified four keY_ discover/understand situation/needs.
competencies that are required for

Retention and Sales Agents, and Seeks to understand change (with leadership
candidates are pre-screened with and/or peers).

these in min. Approaches change with a positive mind set.

Adjusts behavior.

These competencies align to the skills

Cox Supervisors have reportEd are Seeks to understand customers.
key to the success of their teams. Recognizes customer service issues.
Implements customer-focused practices.

Scroll over each competency at right, Manages customer experience.

to see what behaviors are associated Individual demonstrates ability to interact

with these desirable skills. verbally while completing activities.
Does two or more things at one time.
Shifts between two or more activities rapidly.
Simultaneously monitors two or more sources

of information.
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Super Hero Selection - Online Assessment

The online assessment is provided to all candidates prior to a Recruiter phone
screen. This assessment evaluates strengths relative to the competencies and

behaviors that are necessary for success in the Sales and Retention roles.

« The Assessment is taken from a home computer
and takes approximately 45 minutes to1 hour to
complete.

« The Assessment involves a call center simulation
along with on the job scenario questions.

Click here to see some job scenario questions.

Retention Question:Tell me about a time when you helped an angry m}

customer solve a problem? (Looking for ability to relate; Looking for
empathy; Looking for listening skills; Looking for ability to negotiate/persuade)

Once the candidate is determined
to be eligible, he or she is moved to
the next step and scheduled for an
in-person interview with COE
leaders. A phone interview may be
scheduled in lieu of an in-person
interview if the candidate is out of
state.
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Phone Screen Interview

Recruiters use a standard set of tools and resources
during the candidate phone screen, to make sure
each candidate has the same opportunityand = =
information in the hiring precess. |

3

. Introductionw

. Candidate Profile Questions
Position Specific Questions Setting Expectations
Position Specific Fact Sheet & Selling Perks
Videos
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= Hover over each item on the billboard to
learn more about each of our phone
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Phone Screen Interview

Recruiters use a standard set of tools and resources
during the candidate phone screen, to make sure
each candidate has the same opportunityand =

Introductiov

Flyers located in each location that are provided
to candidates at the end of the phone screening
process in the interview confirmation email.
Click HERE to view these flyers.
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more about each of our phone screen tools.
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Ensuring you get the best possible candidates to interview involves giving our new hire candidates a
clear and accurate picture of the job and helping them understand how to give their best possible

answers to the interview questions you'll ask.

To accomplish this, we've created a series of videos that all candidates watch as part of the
prescreen process.

Working in our
Cox
Communications
Call Centers

Interview
Techniques STAR

Working on our Working on our

Retention Team Inbound Sales Team
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Click to view the videos used during the pre-screen to prepare candidates for the in-person interview.
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What matters to you?

In Module 1, you identified three benefits of
the process that you value most.

« Think back to your responses and consider:

« Why are each of these benefits important?

« How do they help you? Our customers? Our
agents?

Candidates have a positive expeﬁCox

even if they are not hired. .

New hires come out of the hiring process feeling ‘
valued, enthusiastic, and committed to success.

Good hires are coachable. ‘

It's easier to motivate the team when eve
contributor.

Teams are better able to meet their perfor
goals when all team members are a good fit for Cox
and for the job.

-,

Cox is better able to achieve the bmsmess results
that deflne our success year fte /ear.
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Not only has the process been improved, but we've also created
new, standardized tools to help improve the hiring and selection

experience for our potential agents.
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What makes the hiring experience great?

Consistency improves effectiveness.

-~d Sales
position Fact Sheet: Las Ve

We know how a solid process is ' cor
important to getting the right people R OX
hired.

So, we've developed some standard
tools to support the overall process
and to improve hiring and selection
across the country, including:

« Position Fact Sheets
« Standardized Job Descriptions

Let's look at a few examples.
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Click and drag each process step or
tool into the team photo to see how
each one benefits our team.

Who benetfits from the process
and how?

Let's recap.

Think about who
benefits from the
process we've created
for hiring success.
Everyone!

Develop Plan
Campaign

Candidate Pre-Screen
Fact Sheets

Job Description Tools

Candidate §.
Pre-Screen

1

Job Description
Develop Plan Tools Fact Sheets

PRSI PPN SRR U SR SV TIPS S

i
|

smive o PRSI . B SOSREPSRRIRNT VRS —

e < Back | | Next >

s PR TR i e i it o s s Kot W s s i ndsiiinda s SN w P e 5

<)




Course Title Series | Section Content

We've got
the super sauce!

We cannot underestimate the
power of our mission to inspire
a winning culture all the time.

Now, with our hiring and
selection process standardized
and aligned to our mission, we
have what it takes to hire a hero
every time.

As you engage in the hiring and
selection process, remember
our 3Es and let them inspire the
hiring hero in you!

-
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Introduction

This is the second of five modules in the eLearning series, Attracting Top Talent.
Click to explore the contents of the other modules.

Getting the Right People in the Pipeline

You have completed Module 2. Next up: Preparing for the Hiring Interview.
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