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call centers often use executive search
firms to assist with their operations and
sales management staffing. Companies
use these professional searches to find
premium candidates in a relatively short
time.

There seems to be a great amount of
confusion, however, as to which kind of
search to conduct: contingency or re-
tained. Too often the uninitiated would
like to describe the difference simply
based upon the method of payment for
the search services. Contingency searches
typically require an agreed-upon per-
centage payment from the client
after (and if) a candidate is
hired. Retained searches allow
the client to pay incrementally,
regardless of whether a candidate
is ever hired from the search.
Even the most seasoned hir-
ing managers can some-
times assign arbitrary
markers to determine
when to choose re-
tained or contingency
searches. For ex-
ample: “Re- '
tained searches C ' \olme
are for salaries 0N
of $75,000+ or \ »
director level po-
sitions and above,
and  contingency
searches are for all oth-
ers.”

We say hogwash to all of
this. The primary differ-
ence between contin-
gency and retained
searches should be
one of process. As-
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suming that a competent executive search
firm specializing in call center recruiting
properly conducts the search, we’d al-
ways recommend the retained search
process over the contingency. The rea-
son? Better-quality, greater-value candi-
date placement.

Different Approaches to
Doing Business

The retained methodology is a con-
centrated maximum effort with regard to
the consultant’s focus, energy, and time.
This method is conducted by qualified
professional search teams who under-
stand the requirements of the call cen-
ter business. Firms using

this method will contact virtually all of
the logical targeted candidates to find the
top six to 12 premier candidates avail-
able, rather than finding one or two peo-
ple that are currently in the job market.
The retained consultants can contact, re-
view, examine, and present all of the can-
didates who are able to do the job
backward and forward. It ensures that the
only decisions the client should have to
make are:

which candidate best suits the corporate

culture, and
* which candidate has “bonus” strengths

not listed on the position requirements.

A firm conducting a contingency
search usually provides just one or two
candidates. Such an offering simply can-
not compete with a retained search at
its best. Why? Call center exec-

utive search firms that conduct
retained searches have deeper
research staffs, larger databases,
greater industry knowledge, better
reputations, and can make more
significant commitments to their
clients. They must be equipped
to dig deeper and for much
longer, if necessary. Because
payment is assured, retained
search firms can build a re-
lationship ~ with
clients and can-
didates and are
more likely to
guarantee  the
quality of the search.
Compare these efforts
to those of a contin-
gency search firm,
which does not know
whether it will be compen-
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