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Signs of Engagement *Vigour - doing with energy and

willingness
What Makes An Employee
Highly Engaged?

Poperin otieg or an sngegamen 'DEdicatiOn - identiinng With the

:; O company’s purpose, doing the
| - right thing
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*Absorption - being totally
focussed on the matter at hand
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Why Are Colleagues
Dis-engaged

* Lack of flexibility
 Lack of Transparency
* Lack of Learning

* Pressure & Inertia

Thanks John Ames!



(® asTorY Why Are Contact Centres Inflexible?

Difficulty - forecasts and schedules .
take effort to create, and once in place
require time and effort to adjust.

*Workload - handling change requests
for a few people is easy, but NOT for a
few hundred!

*Risk - no-one is rewarded for risking
customer experience .
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Transparency (aka
Fairness)

* Why am | not happy with my shifts?

* Why do other people get holidays
that | want?

« Why don’t | get as much overtime as
Bill?

* I’'m sure my team leader gives Sheila
the best jobs.



(® QSTORY

A Technical
Contribution to
The solution

Despite what one might think, companies
DON'T enjoy being inflexible or being
perceived as unfair.

*Technology is at the heart of an
improvement

*Machine based processing of
requests removes restrictions,
increases speed, and removes real
or perceived bias.



(® QSTORY Real-time Enablement

WFEM
Sickness Notification SySte ms

Late Notification

Overtime Availability Mgt

Colleague
Voluntary Time Off Availability Mgt Interface

KPI View

Push / Email / SMS Notifications
Auto Time Bank Mgt

Automatic Holiday Approval
Holiday Quota View

Schedule View

ACD, emall,

ol %
Chat etc.

Account Management QStO ry App’ \)Qé
Break Exchange AutO-COd | ng

Break Match



(®) QSTORY QStory can now enable TRUE empowerment

» Providing agents with flexibility - App tools
» Deregulating nonsensical restrictions - Automation & App
» Providing visible fairness eg in VOT and VTO allocation - App

Leave Request
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Open
Now |44

t Break
16:30 - 16:45
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Thanks

www.qgstory.co.uk



http://www.qstory.co.uk

