Where is your
motivation?
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How have your relationships changed?




....\What do you
miss the most?
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Point of Conflict or Point of Opportunity?

People Process Technology




Poll.
What has changed the most?

*

*

*

We have reduced the metrics we measure agent performance on.
We have changed our management focus and style
We have had learnt to fail fast and continue to learn

The business have realised how critical the agents are

Nothing but the location of the agents has changed




How is your EQ?

Insights Discovery

Cautious
Precise
Deliberate
Questioning
Formal

Encouraging
Sharing
Patient
Relaxed

Competitive
Demanding
Determined
Strong-Willed
Purposeful

On a good day

Stuffy

Indecisive
Suspicious
Cold
Reserved

Docile
Bland
Plodding
Reliant
Stubborn

Aggressive
Controlling
Driving
Overbearing
Intolerant

On a bad day
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Top Tips...

»Consider EQ tests for you and your team
» Review your Management Information Suite and consider the relevance now

» Talk to your agents about what they need from you and your business
ask them to score you on how well you are doing against that or

....You could use an ERIC model

Eliminate Reduce

..whatcan | /we ..... To make your life

. Increase Create
easier




