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A Look at the Current Call Center Landscape
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The REPeValuator® Simulation

REPeValuator® is a call center simulation backed by decades of data. 

Provide polite 
& helpful 
service

Address 
customers’ 
inquiries & 

solve 
problems

Sell products 
& services 
suited to 

customers’ 
needs

Communicate 
clearly & 
concisely

Enter 
information 
quickly & 
accurately

Work 
efficiently

Candidates step into the 
role of Customer Service 
Representative for 
AutoPilot Technologies, a 
futuristic driverless car 
systems company. Assess 
candidates’ abilities in as 
little as 30 minutes, as they 
handle multiple, rich 
simulated customer 
interactions.

REPeValuator®

AutoPilot
Technologies
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Two Chat-based Two Voice-based

Competencies

Four Customer Interactions:

Six Critical Competencies:

Managing customer relationships

Providing accurate information

Managing call time

Typing speed and accuracy

Multi-tasking

Sales orientation
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Sample Voice Event



6

Sample Chat Event
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Sample Data Entry Event
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Distractor Event
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Purpose & Study Overviews

Purpose

Purpose: Provide validation evidence to support effectiveness of the new 
version of this tool

Study Type Sample 
Size Description

Study 1 Content Validation 6
Included participants who were familiar with 
contact center representative roles from three 
organizations within the Insurance industry

Study 2
Psychometric Properties/ 

Criterion Validation/ 
Candidate Feedback

63 Included contact center representatives from 
five organizations within the Insurance industry

Study 3 Psychometric Properties/ 
Candidate Feedback 177 Data collected from Mechanical Turk

Study 4 Adverse Impact Analysis 574 Data collected from Mechanical Turk
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Reliability & Subgroup Differences

REPeValuator Scale Coefficient Alpha

Managing Customer Relationships 0.56
Providing Accurate Information 0.75
Sales Orientation 0.58
Typing Speed & Accuracy 0.77
Managing Call Time 0.83
Multi-tasking 0.84
Note. Scales are multi-dimensional in nature, and true reliability is likely to be somewhat underestimated.  

Subgroup Comparisons Effect Size 
(Cohen’s d)

Female | Male -0.08
Minority | Non-minority -0.20
40 and over |Under 40 years of age -0.52
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Results supported competency 
importance, and similarity and 
relevance of simulation to 
customer contact positions.

Six customer service SMEs 
across three organizations 
provided ratings on:

Competency importance

Appropriateness of difficulty level

Job-relatedness of content
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Criterion Validity

Concurrent design

REPeValuator performance and supervisor ratings

Results support relationship between REPeValuator and job performance
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Validity Coefficients

Scale
Performance Area

Focusing 
On 

Customers

Resolving 
Customer 

Issues
Maintaining 
Composure

Handling 
Calls 

Efficiently

Overall 
Performance 
Composite

Advancement 
Potential

Providing 
Accurate 

Information
.46** .43** .45** .41** .49** .26*

Managing 
Customer 

Relationships
.09 .13 .30* .26* .21 -.03

Customer 
Service 

Orientation
.36** .39** .44** .43** .45** .14

Sales 
Orientation .26* .32* .17 .28* .29* .32*

Multi-tasking -.23 -.16 -.27* -.11 -.21 -.08

Typing Speed & 
Accuracy .63** .36* .49** .34* .53** .23*

Managing Call 
Time -.09 .01 -.12 -.14 -.10 -.12

Overall Score .47** .38** .44** .38** .48** .25*

Notes: Conducted one-tailed test; N=42-44; *p<.05; **p<.01; expect negative validities between multi-tasking and 
managing call time 
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Return on Investment

Callbacks or 
Complaints

Customer 
Focus

Maintaining Composure
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Return on Investment

7.1% 7.1%
0.0%

60.0%

0%
10%
20%
30%
40%
50%
60%
70%

Needs Improvement Outstanding
Bottom 33% Top 33%

Customer Focus
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Return on Investment

33.3%

16.7%

2.6%

34.2%

0%
5%

10%
15%
20%
25%
30%
35%
40%

More than Average Less than Average
Fail Pass

Frequency of Callbacks or Complaints
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Return on Investment

Maintaining Composure

33.3%

16.7%

2.8%

41.7%

0%
5%

10%
15%
20%
25%
30%
35%
40%
45%

Needs Improvement Outstanding
Fail Pass
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Employee 
Selection

Training 
Diagnostic

Conclusions

Realistic preview 
for candidates

Engaging for 
user

Certification 
Assessment

Effective 
means to 

assess call 
center 

candidates


