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Are there possible risks and discomforts to me?

This research study involves minimal risk to you. To the best of our knowledge, the things you will
be doing have no more risk of harm than you would have in everyday life.

What happens if | do not want to be in this research study?

You have the right to leave this research study at any time, or not be in it. If you do decide to leave
or you decide not to be in the study anymore, you will not get any penalty or lose any services you
have a right to get. If you choose to stop being in the study, any information collected about you
before the date you leave the study will be kept in the research records for 36 months from the end
of the study, but you may request that it not be used.

What if there is new information learned during the study that may affect my decision to
remain in the study?

If significant new information relating to the study becomes available, which may relate to whether
you want to remain in this study, this information will be given to you by the investigators. You may
be asked to sign a new Informed Consent Form, if the information is given to you after you have
joined the study.

Are there any benefits for taking part in this research study?
There are not direct benefits to you for being part of this study. The possible benefit of your being

in this research study is to further our understanding of variables that impact call center
performance and job satisfaction. We hope information learned from this research study will benefit
other people with similar conditions in the future.

Will | be paid or be given compensation for being in the study?

You will not be given any payments or compensation for being in this research study.

Will it cost me anything?

There are no costs to you for being in this research study.

How will you keep my information private?

Information we learn about you in this research study will be handled in a confidential manner,
within the limits of the law and will be limited to people who have a need to review this information.
Information will be maintained in a locked file in the researcher's home office. This data will be
available to the researcher, the Institutional Review Board, and other representatives of this
institution, and any regulatory and granting agencies (if applicable). If we publish the results of the
study in a scientific journal or book, we will not identify you. All confidential data will be kept
securely in a locked file cabinet at the researcher’s home office. All data will be kept for 36 months
from the end of the study and destroyed after that time by shredding.

Whom can | contact if | have questions, concerns, comments, or complaints?
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If you have questions now, feel free to ask us. If you have more questions about the research, your
research rights, or have a research-related injury, please contact:

Primary contact:
Ruth R. Jayson-Polk, BSBA, MBA can be reached at 321-356-3994.

Research Participants Rights
For questions/concerns regarding your research rights, please contact:

Institutional Review Board
Nova Southeastern University
(954) 262-5369 / Toll Free: 1-866-499-0790

IRB@nova.edu

You may also visit the NSU IRB website at www.nova.edu/irb/information-for-research-participants
for further information regarding your rights as a research participant.
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Research Consent & Authorization Signature Section

Voluntary Participation - You are not required to participate in this study. In the event you do
participate, you may leave this research study at any time. If you leave this research study before it
is completed, there will be no penalty to you, and you will not lose any benefits to which you are
entitled.

If you agree to participate in this research study, sign this section. You will be given a signed copy
of this form to keep. You do not waive any of your legal rights by signing this form.

SIGN THIS FORM ONLY IF THE STATEMENTS LISTED BELOW ARE TRUE:
e You have read the above information.
e Your questions have been answered to your satisfaction about the research.

Adult Signature Section

| have voluntarily decided to take part in this research study.

Printed Name of Participant Signature of Participant Date

Printed Name of Person Obtaining Signature of Person Obtaining Consent & Date
Consent and Authorization Authorization
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Appendix B

Job Satisfaction Survey
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JOB SATISFACTION SURVEY
Paul E. Spector
Department of Psychology
University of South Florida

Copyright Paul E. Spector 1994, All rights reserved.

PLEASE CIRCLE THE ONE NUMBER FOR EACH § 2 .

QUESTION THAT COMES CLOSEST TO 8283

REFLECTING YOUR OPINION i ; g (f% 8 g

ABOUT IT. 222388 8

588222
1 | feel I am being paid a fair amount for the work | do. 123 456
2* There is really too little chance for promotion on my job. 12 3 456
3 My supervisor is quite competent in doing his/her job. 12 3 456
4* I am not satisfied with the benefits | receive. 12 3 456
5 When | do a good job, I receive the recognition for it that | should receive. 123 456
6* Many of our rules and procedures make doing a good job difficult. 1 23 456
7 I like the people I work with. 123 456
8* I sometimes feel my job is meaningless. 123 456
9 Communications seem good within this organization. 12 3 456
10* Raises are too few and far between. 12 3 456
11 Those who do well on the job stand a fair chance of being promoted. 1 23 456
12* My supervisor is unfair to me. 1 3 456
13 The benefits we receive are as good as most other organizations offer. 1 23 456
14* I do not feel that the work I do is appreciated. 1 23 456
15 My efforts to do a good job are seldom blocked by red tape. 1 23 456
16* I find I have to work harder at my job because of the incompetence of 12 3 456

people | work with.

17 I like doing the things | do at work. 12 3 456
18* | The goals of this organization are not clear to me. 123 456
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PLEASE CIRCLE THE ONE NUMBER FOR EACH s =

QUESTION THAT COMES CLOSEST TO c52.8°8

REFLECTING YOUR OPINION g g5 £ 3B >

ABOUT IT. 1S FR

Copyright Paul E. Spector 1994, All rights reserved. 000 CJI<L
19* | | feel unappreciated by the organization when | think about what they pay 12 3 456

me.

20 People get ahead as fast here as they do in other places. 123 456
21* My supervisor shows too little interest in the feelings of subordinates. 123 456
22 The benefit package we have is equitable. 12 3 4 56
23* There are few rewards for those who work here. 12 3 4 56
24* | I have too much to do at work. 123 456
25 I enjoy my coworkers. 1 2 3 45 6
26* I often feel that | do not know what is going on with the organization. 12 3 456
27 | feel a sense of pride in doing my job. 123 456
28 | feel satisfied with my chances for salary increases. 123 456
29* There are benefits we do not have which we should have. 123 456
30 I like my supervisor. 12 3 456
31* | I have too much paperwork. 12 3 456
32* I don't feel my efforts are rewarded the way they should be. 12 3 456
33 | am satisfied with my chances for promotion. 1 3 456
34* | There is too much bickering and fighting at work. 123 456
35 My job is enjoyable. 12 3 456
36* Work assignments are not fully explained. 12 3 4 56

Note. *Denotes reversed scored items
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Appendix C

ADKAR Training



Call Monitoring/ADKAR Matrix
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Call Monitoring Category

ADKAR

Greeting, identify company and self,
commitment

Emotions, tone

Security

Communication, professionalism
Knowledge, execution

Closing, branding company, summary

Awareness, Desire

Awareness, Desire

Knowledge

Awareness, Desire, Knowledge, Ability
Knowledge, Ability

Awareness, Desire, Knowledge,

Ability, Reinforcement
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ADKAR Worksheet

Which of the steps within the ADKAR model best describes your
barrier points in relation to your performance?

o Awareness

o Desire

o Knowledge

o Ability
o Reinforcement

Why?
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Appendix D
Pretest Means, Posttest Means, Standard Deviations, Alphas and Analysis of
Covariance for 9 Job Satisfaction Survey Subscales With Pretest as the

Covariate and the Tested Independent Variable



Table D1

Pretest Means, Posttest Means, Standard Deviations, Alphas and Analysis of Covariance for 9 Job Satisfaction Survey Subscales With
Pretest as the Covariate and Groups as the Tested Independent Variable

Control Group Treatment Group

Pretest Survey  Posttest Survey Pretest Survey  Posttest Survey Test for Group
JSS subscales M SD M SD M SD M SD Alpha F(1,47) P
Pay 1240 5.98 11.68 5.38 12.60 5.41 12.56 4.30 .84 e 39
Promotion 10.52 457 10.32 4.31 11.76 4.76 12.40 3.98 A7 2.39 13
Supervision 19.12 429 19.44 3.96 20.32 4.71 19.92 4.39 .89 24 .63
Fringe Benefits 1764 465 17.28 4.70 17.76 4.16 16.52 3.64 12 .90 35
Contingent rewards 1296 5.64 11.72 5.52 14.36 4.93 13.36 2.96 .83 .83 37
Operating conditions 13.72 4.36 13.52 4.71 13.04 3.65 13.56 3.32 .53 A7 .69
Coworkers 18.32 3.44 18.48 3.98 18.84 4.19 18.24 3.50 71 19 .67
Nature of work 16.20 3.96 16.12 4.52 17.28 4.61 17.20 4.86 .80 22 .64
Communication 1252 4.03 1324 4.55 12.76 3.81 14.48 3.81 .64 41 .53
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