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Customer Service Reps Jobs 
Under Deregulation

• From
– Mechanical
– Fast
– No Board of Public Utilities complaints

• To
– Warm relationships
– “Wow” customers

• Customer service guarantees
– Selling products and services



Negotiations
• Management:  Wanted to reassign 

or fire reps who didn’t meet new 
higher standards

• Union:  Okay, if fair test



3 months 
training & 
coaching

AC #2

AC #1



10 Dimensions
1. Fact Finding*
2. Judgment*
3. Decisiveness
4. Initiative*
5. Oral Communication
6. Sensitivity/Empathy
7. Service Orientation
8. Negotiation/Persuasiveness*
9. Self-Management & Organization
10. Resistance to Stress/Patience

*Sales  
Dimensions



Wasula Water Company
Pressure for a Better Montana

• Telephone & Walk-in Roleplays
– Sales Situations

• In-basket
• Checklists
• Scoring guidelines set by senior managers
• Assessors were managers and supervisors of 

reps in each others’ call centers









Feedback, Training & Coaching

• Behavior Modeling Training
– Video role plays
– In-person practice
– Relapse prevention

• Coaching by Call Center Supervisors
– Dimensional coaching forms
– Immediate feedback or recorded calls







Second AC

• 7 who didn’t pass were reassigned



Take-Home Points

• Involvement of executives, managers and 
supervisors may have been more important 
than the assessments themselves
– Versus trend to prepackaged ACs

• Value of externalizing pressure on the 
organization

• More than acquiring new skills, reps may 
have already had then in their repertoires



Take-Home Points, Continued

• Assessment Center as realistic job preview


