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Engaged employees will 

• Drive positive experiences, value, 

satisfaction and loyalty

• Thrive in a positive working environment

• Demand timely, clear feedback on performance 

with structured development opportunities

• Deserve the tools to perform their work efficiently 

and accurately – knowledge at 

their fingertips

The Human Touch
Fantastic customer service delivered by 

engaged employees
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Organisations with a top-quartile employee experience 

vs those in the bottom quartile*

Why focus on Employee Engagement?
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*Dery and Sebastian, “Building Business Value with Employee Experience,” MIT Sloan CISR Research Briefing, Volume XVII, Number 6, June 2017.

Innovation
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Customer 

Satisfaction

25%
Higher 

profits

https://www.avanade.com/~/media/asset/thinking/mit-research.pdf


Simplify the Noise

I’m too 

overwhelmed 

during an 

interaction to 

focus on my 

customer.”

Align 

with 

strengths

Automate 

when 

possible

Provide help in 

the moment

Engagement 

Boosters
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Which of the following challenges do you face relating to your contact 

centre agents?

• Retention of my best agents? 

• Improving interactions between agents and customers?

• Improving my agent omnichannel productivity?

• Providing agents with the right tools? 

• Getting our agent scheduling correct so we have accurate forecasts?

• Something else?
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Poll



Needs of 
the 

business

Needs of 
the 

employee
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To take away

• Spreadsheets can’t keep up

• Cloud enables quick, cost effective 

solutions

• Smart planning with work-life 

balance

• Involve your people
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