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Customer Overview
Computer Generated Solutions, Inc. (CGS) delivers business applications, enterprise learning, and outsourcing 
services to more than 3,500 customers throughout the world in a variety of industries such as healthcare, financial 
services, hospitality, technology and telecommunications, retail, and fashion. Some of CGS’s clients include IBM, 
Microsoft, Dell, MasterCard, Tommy Bahama, Aerosole, and McDonald's.
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Problem
CGS is a global company with 7,500 employees worldwide Many of these employees work in its inbound call centers 
providing customer service and technical support. These employees are often the only contact customers have with 
CGS. To maintain customer service standards, CGS customer service professionals need to:

be personable and articulate have a good understanding of the 
products and services CGS offers

know how customers use 
them

be able to troubleshoot and 
diagnose technical problems

be able to provide solutions

CGS was having trouble identifying applicants who fulfilled all these qualifications during the initial screening step of 
its recruiting process. As a result, call center managers often hired candidates who were not a good fit for the role. 
This resulted in high turnover rates and excessively long new-hire onboarding and ramp-up processes.  
So, the management and HR teams decided they needed a customized call center pre-employment assessment 
that could be used to evaluate applicants on key competencies that are required to be successful in the job. 



Solution
CGS was using CEM Global for its employment testing 
needs but determined that its offerings did not fit 
their needs for this situation. After evaluating several 
providers, CGS decided eSkill was the best choice 
because it offered data-backed, customized testing, 
and extensive reporting solutions. The management 
and HR teams also appreciated how easy it was to 
use the eSkill’s platform and were impressed by the 
responsive customer service it received from eSkill.

The first step was to determine what qualities were needed to succeed in the inbound call center job role. So, eSkill 
helped CGS develop an inbound call center test and administer it to a cross-section of employees who currently work 
as inbound call center agents. The test scores were compared with each employee’s performance evaluation score to 
determine the relationship between the two.  
 
The study showed a direct and positive correlation between an individual’s score on the inbound call center 
assessment and his/her performance evaluation score, meaning applicants who had high scores on the inbound call 
center skills test were likely to perform well as inbound call center agents. 
 
After reviewing the results, the eSkill and CGS teams determined that a successful inbound call center agent needed 
to show high scores in the following areas:
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Implementation

Form-Fill Data Entry Multi-Tasking Abilities Call Center Administration

Customer Service MS Office & Windows Knowledge Remote Working Abilities



Results
The test results showed eSkill and CGS that candidates who score 80% and above on the inbound call center 
assessment are most likely to score 4’s and 5’s on their performance evaluations—the top 80% of possible 
performance evaluation score outcomes. The following table shows the eSkill assessment score percentages (left), 
which predict the most likely performance evaluation score for employees (right). These results helped CGS 
understand how the score would correlate with the person’s performance and help the hiring team identify top 
candidates. 
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eSkill Score 
Percent 98 97 96 95 94 93 92 91 90 89 88 87 86 85 84 83 82 81 80100 99

Performance 
Evaluation 
Score

4.19 4.18 4.17 4.16 4.15 4.14 4.13 4.12 4.11 4.10 4.09 4.08 4.07 4.05 4.04 4.03 4.02 4.01 4.004.21 4.20

Based on these impressive results, CGS implemented the call center assessment in its hiring process for all its 
customer-facing call center positions. As a result, it has also been able to speed up the onboarding process for new 
call center employees and expects to see an improvement in call center performance as well as a decrease in 
turnover.  
 
CGS is also evaluating how it can use eSkill’s simulations and assessments to improve internal training outcomes and 
plans to add eSkill’s behavioral assessments to its hiring process in the future to further improve applicant screening 
and ensure better on-the-job performance results.   

The call center skills test that CGS had been using consisted of 
65 questions. The new, customized skills test that eSkill helped 
CGS develop focused on 10 highly predictive skill areas that 
correlated directly with employees’ probability of on-the-job 
success. This decreased the test length by 85% which helped 
prevent “test fatigue” and improved CGS’s ability to select the 
most highly-qualified applicants. 

The next step was to develop a test that focused on these attributes. So, eSkill helped the team choose questions 
that focused on each of these areas. They ensured that the test included simulation questions that replicated the call 
center environment and required applicants to deal with job-related situations so the team could evaluate how 
applicants would perform.
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