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Founded in 1999 and headquartered in Chino, CA, Alorica is a global leader in delivering BPO customer contact management solutions. One of our guiding principles at Alorica is to “deliver value and quality”. To that end, the Organizational Development department was born. Our mission is to increase the long-term health and performance of the organization while enriching the lives of its members. One way that we are delivering on that mission is through a program that we call the Leadership Intern Program.  

The Leadership Intern Program is a 13 week program designed to prepare high performing customer service representatives for team leadership, the next step on the career path. The program consists of two major components: classroom and mentoring.  The classroom component is comprised of eight modules based on leadership skills (e.g. a team manager’s roles and responsibilities, understanding diversity, standard business etiquette, behavioral based coaching, etc.).  A representative from Human Resources discusses HR responsibilities and an Operations Manager discusses the metrics associated with running the business. To conclude, participants take part in the 12 week mentoring component which helps to sustain the learning.

In March of 2011, approximately 200 employees across the organization were selected to participate in the pilot program. To measure effectiveness on different levels, an evaluation was conducted, a pre-test/post-test per module, and anecdotal observations of behavior changes.

As a result, performance improvements in the quality scores were noted. While we cannot take full credit for the increase, the effects of the Leadership Intern Program contributed to an overall quality score increase of 10.54% (7.29 points).  

In the words of one of the participating Site Directors, “The training for the Leadership Intern program was one of best leadership training programs I’ve seen. It was put together nicely to encompass both the metrics (mechanics) as well as philosophy of Leadership principles. Our staff thoroughly enjoyed and benefited from the training. In fact, six months later, I still hear folks who went through the training refer back to what they learned, and I’m sure they will for years to come”.
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