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Evaluation 

I. What is wrong with work place.

a. Stress level

b. Agents under trained and Poor Training

c. No incentives for agents

d. Poor work conditions

II. Problems with the company

a. Taking the tech out of technical training

b. Focusing on Customer Services in the Tech support

c. Unhelpful other departments

d. Agents pushing the call of on to another department

e. Rudeness between Agents and department.

Rough Draft

What wrong in the call center work place.

This paper is about my job, I am a lead agent or lower level management for a call center. In this paper I am going to point out the problems biased on my own personal view on my work place, though most agents hold the same view as myself. The first thing that’s easy to notice in the work place is the stress level, the stress level is usually high for most call center jobs. At the level and job place that I currently work for its more than just high but unusually high for this type of work. There are more hospital and ER calls at this place than anywhere else I know of, a lot of the stress stems from the poor training our floor agents receive.  The training is very poor and bad, most of the agents when they get ready to take their own phone calls have no earthly idea how the tools work or how to handle the customer.

 The training is filled with non-useful information for the agents. When the agents get to the floor expect the lead agents to hold their hands and do everything for them. The also cause the customers to be come irate and up set then do anything the can to rid themselves of the call once they make the caller angry. The trainers rush through the training so they can push some people out on the floor who have no reason to be in this type of job. I have come a crossed to many agents that needed to find a better suited job for them other than tech support for a computer company. Half the people at this work place don’t even know how to correctly work a computer, in this type of tech support that is valuable information on how to work a computer.

 If you don’t know how to work the machines your on or how to fix them you don’t belong in this work place. Yet the training has become so relaxed so they can move warm bodies and get paid from the company they are vending for.  From the point of view the group I work for has a low moral, we are not appreciated and the agents do try to abuse us. The insentive of dealing with angry customers and agents who have no idea do not make it a very wanted job. Yet we still do our best to do it, then when the agents do something wrong or don’t do their job my group is left to clean up the messes the agents make. That and to take calls along with inbound agents when there is not enough people in the seats, it seems we don’t do enough nor is there any instentive of being a lead agent. 

Its come to the point where sometimes you just don’t care wither or not the customer is fixed, and at times you want to tell both the agent and customers just that. Adding to the low moral the work conditions are very poor, the building isn’t a call center building but a warehouse that was converted. There still is a ware house attached to the call center and because of that a lot of dust is generated into the call center despite the fact we have or own air units. To save money the company refuses to clean these air ducts correctly and when people are sick from the mold and dust that inhabit the air system the refuse to listen to the agents about concerns. They don’t usually do anything until someone files a complaint against this company at the health department. 

Most of the training has now become Customer care instead of technical, sadly for most this is Technical Support and not customer care. The company deiced that it was best to merge the two and then force the agents to have lower call times. It’s nearly to imposable to have as much customer care in our call logs and then for the company to expect that we are going to be able to do the technical side in less than twelve minutes. It’s very imposable to do this under the stress that this company already adds from the poor training and poor work conditions. To add to this other departments are very unhelpful by either pushing the call off on to technical support or another department when it’s not even that department’s related issue. Technical support ends up with about half of their call volume as unrelated issues to tech support. 

Other departments leave it up to technical support to correct their issues when we do not have the correct tools for certain necessary jobs. This causes the agent to get the idea that they can push the calls off onto the lead agents as they see fit too. When we do end up calling other departments about the problems they are pushing on to us they tend to be very rude and unhelpful stating it is a technical support issue despite the informational proof we have against that statement. There also other technical support groups above the normal calling tech support that the customer talks to that can be very unhelpful at times. It makes the job much harder and could stand for improvement.  Everything that I have talked about adds to stress that I deal with everyday in my work place. I enjoy doing my job when the stress level is low even taking irate callers I don’t have a problem with. Its my problems with the company I work for and how they treat their employees as dogs they can kick or abuse with the feeling that we will continue to do so and come back to be beaten or abused again. 

