KNOW YOUR EMPLOYLE
ENGAGEMENT SCORLE




I NEED A VOLUNTEER

Do You Know...

« Analyst Job Satisfaction

« The Likelihood Analysts will Refer Friends and Family
 Daily Analyst Absenteeism

« Annual Analyst Turnover
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EMPLOYEE ENGAGEMENT DEFINED

» Definition: Employee engagement is a complex set of behaviors driven by numerous
service center practices. These include employee recognition, wellness, personal growth,
team huddles, and relationships with peers.

DISENGAGED
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THE METRICS, OUTCOMES, AND DRIVERS OF ENGAGEMENT

The Metrics of
Engagement

»Training Hours
>]Job Satisfaction »Coaching Hours
»Career Path
»Compensation
»Incentives and Rewards
»Accountability
»Absenteeism »Team Huddles

»Team Activities
SRR ~Technology L Absenteeism

»At-Home Work

»Managerial Effectiveness* B Turnover

»Engagement Scorecard »Empowerment™
»]Job Stress* t Engagement Scorecard

t Customer Satisfaction

lr Cost per Ticket
»Refer Friends and Family

t Job Satisfaction

' Refer Friends and Family

*Not directly measurable
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ENGAGEMENT CAUSE AND EFFECT

The Outcomes Cost per Customer
of Engagement Ticket Satisfaction

2 )

. Refer
The Metrics Job : . Engagement
. i Friends and Absenteeism Turnover
of Engagement Satisfaction . Scorecard
Family
Training Coaching : Incentives -
The Hours Hours Career Path M and Rewards Accountability
Underlying
Drivers
Team Team At-Home Managerial
Huddles Activities Technology Work Effectiveness Empowerment Job Stress
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THE DRIVERS OF EMPLOYEE ENGAGEMENT

» There are four critical metrics that drive employee engagement: Analyst Job Satisfaction,
the Likelihood the Analyst will Refer Friends and Family, Turnover, and Absenteeism.

Analyst Job Refer Friends and
Satisfaction Family

PR B 4 4 4

)

Turnover Absenteeism
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MEASURING EMPLOYEE ENGAGEMENT

Job Satsfaction
R B e B 25.0% 5.0% 13.8%

Step 5

The service desk’s score for
StEp 3 each metric is then calculated:
(worst case — actual
performance) + (worst case —
best case) X 100

Step 1

Four critical performance metrics have been

selected for the scorecard For each performance metric, the

highest and lowest performance

from a comparable peer group is
Step 2 recorded

Each metric has been weighted
according to its relative
importance

The service desk’s actual The service desk’s balanced score
performance for the month is for each metric is calculated:
recorded in this column metric score X weighting
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THE SCORECARD CAN BE UPDATED MONTHLY

Jan Feb Mar Apr May Jun Jul

0 12 Month Average @ Monthly Score
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ANNUAL SERVICE DESK ANALYST TURNOVER

The average service desk analyst stays for just 2 %2 years before moving on.

Average 40.6%
Max 101.4%
Min 7.3%

Median 35.1%
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Annual Analyst Turnover
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JOB SATISFACTION DRIVES TURNOVER
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Analyst Job Satisfaction
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JOB SATISFACTION DRIVES ABSENTEEISM
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Analyst Job Satisfaction
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JOB SATISFACTION DRIVES CUSTOMER SATISACTION
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TRAINING HOURS DRIVES JOB SATISFACTION
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Annual Analyst Training Hours
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CAREER PATHING DRIVES JOB SATISFACTION

® ®
Average = 80.7%
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e Analyst Satisfaction with Career Path » Analyst Satisfaction without Career Path
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WHAT DRIVES JOB SATISFACTION?

What could or should employers focus on to improve overall job satisfaction? What could or should employers focus on to
(Top Answers from Verbatim Quotes)

N=369 improve overall job satisfaction?
(Top Answers from Verbatim Quotes)

Compensation & Benefits

Response Count Percentage

Management styte |G 6% Compensation &
Benefits
Career Advancement [N 18%

Feedback and Recognition [N 16%
Accountability Career Advancement 66 17.9%

Remote Work and Flexibility - || M 16% = comes in #2 Feedback and
with 27%! 60 16.3%
Training and Coaching [ 11%

Recognition

Remote Work and
Communication _ 89 Fle}.{lb.lhty

Training and

Atmosphere & Culture [N 7% Coaching
Communication 30 8.1%

Atmosphere & Culture 26 7.0%
0% Tools and Technology 13 3.5%

108 29.3%

Management Style 94 25.5%

59 16.0%

39 10.6%

Tools and Technology [N 4%
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ACCOUNTABILITY AND ANALYST JOB SATISFACTION

Accountability has been positively linked to increased analyst job satisfaction.

Analyst Job

Accountability Satisfaction
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CREATING AN ANALYST SCORECARD

Customer Satisfaction 25.0% 45.9% 99.3% 84.5% 72.3% 18.1%
Contacts per Analyst per Month 25.0% 100.0% 25.0%

Net First Contact Resolution Rate 20.0% 67.3% 96.0% 78.4% 38.7% 7.7%
Schedule Adherence 20.0% 77.9% 98.3% 98.3% 100.0% 20.0%
Call Quality 10.0% 65.8% 99.5% 65.8% 0.0%

70.8%

Step 5

Step 3 The analyst’s score for each

For each performance metric, the metric is then calculated:
highest and lowest performance (worst case — actual

level for all analysts is recorded performance) + (worst case
— best case) X 100

Step 1

Five critical performance metrics have been

selected for the scorecard

Step 2
Each metric has been weighted
according to its relative importance

The analyst’s actual The analyst’s balanced score for
performance for the month is each metric is calculated: metric

recorded in this column score X weighting
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MONTHLY PERFORMANCE RANKINGS

11 1] 98.0% 97.1% 95.7% 98.3% 97.3%
32 92.1% 90.3% 89.3% 84.6% 92.2%
88.5% 83.2% 94.0% 93.7% 93.5%

_ 86.8% 85.2% 78.5% 80.5% 68.2%
14 89.1% 90.0% 90.1% 92.3% 92.1%
_ 84.4% 90.2% 86.5% 77.8% 63.9%
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SETTING PERFORMANCE TARGETS

Customer Satisfaction 84.5% 94.5%

Contacts per Analyst per Month 451 451

Net First Contact Resolution Rate 78.4% 91.1%
Schedule Adherence 98.3% 98.3%

Call Quality 65.8% 96.1%

Analyst Balanced Score 70.8% 93.3%
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I NEED A VOLUNTEER

Do You Know...

« Analyst Job Satisfaction

« The Likelihood Analysts will Refer Friends and Family
 Daily Analyst Absenteeism

« Annual Analyst Turnover
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DOWNLOADING A SCORECARD TEMPLATLE

Initial Scorecard

Alternative scorecard name (for example, "January 20217} |

e e Pt T e " e

Analyst Job Satizfaction 25% 50.0% 95.0% o data 0.0% 0.0%
Refer Friends and Famiby 15% 1 - Ne analysts | 5 - Mearly all anahysts! o data 0.0% 0.0%
Average Daity Absentesism 10% 10.0% 1.0% o data 0.0% 0.0%
Monthhy Anahyst Turnover 10% 5.0% 0.5% 0 data 0.0% 0.0%
Monthhy Coaching Hours per Analyst 10% 0 2 o data 0.0% 0.0%
Monthhy Training Hours per Anahyst 10% 0 4 w data 0.0% 0.0%
Team Huddles per Month 10% 0 5 o data 0.0% 0.0%
Outzide Activities 10% At least once a month o data . 0.0%

Data Record Balanced Score Quartiles
Tr.2% [Best]1 B2.d¥ o TT.2%
T2.4% 2 BE.4 B2 di

Balanced Scores

fD LWWSLLWLﬁWS
£): ATTENDE.

Service Desk

Please note: This calculator is a workshop version. For
the complete 18-month version with month over month

trends for each KPI and the balanced score, please visit
MetricNet.com/AnalvstEnaancement!

Your Data Entry Initial Scorecard
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SUMMARY OF EMPLOYEE ENGAGEMENT DRIVERS

e P Personal
Team Huddles —— Accountability Development
~ Coaching - Managerial ~ At Home Work
Effectiveness
— Career Pathing ~ Empowerment — Compensation
— Training ——  Job Stress ——  Technology
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ULESTIONS?
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THANK YOU!
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ABOUT METRICNET
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COMPETITIVE DIFFERENTIATORS

MetricNet offers a portfolio of competitive differentiators
including those listed below.

MetricNet has conducted benchmarks and assessments
for more than half of the Global 2000.

BENCHMARKING DATABASE

MetricNet has the largest database of process
and performance indicators in the industry.

OBJECTIVITY
MetricNet's clients receive objective recommendations
that are free from any vendor bias.
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Managing Partner and CEO

ANGELA IRIZARRY
President and COO

EXECUTIVE
TEAM

TIMOTHY COVER

Executive Project Director
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CONTACT US

BY PHONE
(775) 298-7772

VIA EMAIL

Info@metricnet.com

MetricNet.com
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CONNECT WITH US ONLINE

(o} L)

@METRICNET
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MEET SOME OF OUR CLIENTS

e WGP SONY @Austate E
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' CapitalOre Ao Rl

Anheuser- Busch

Canon ;. yvonoaaves: Deloitte. <) barclaycard

advanced simplicity®

SV Schneider % Banfield

JPElectric —U@" PETHOSPITAL

Global Transport and Logistics
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THANK YOU!
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