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Power of People
Technology convergence and innovation continue 
to reshape the WEM market. Engaged employees  
are essential to achieve cus tomer service 
ambitions  and overall cus tomer experience.
Gartner 2020
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71%
of executives  say that employee engagement is  

critical to their company's  success . 
Fas tTrack360

69%
of employees  say they’d work harder if they were 

better appreciated
HubSpot
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Workforce Engagement Management

Market as s es s ment s tudy
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Q: s elect the capability you cons ider MOST important to improving and maintaining workforce engagement?

CHARTER 3: IMPORTANCE OF SOLUTION CAPABILITIES

Performance Management
Accurately Forecas t Workload

Improve Employees  Work/ Life Balance
Workforce Management

Task Management
Cus tomise Training
Time Management

Employee Recognition
E-learning/ Learning Management

Employee Preferences
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What pain points  do we s ee when there are no Employee Performance tools ?

High employee turnover, low s ervice levels  and low employee 
engagement.

Lack of vis ibility, cons olidation and utility in performance and 
development data.

Workflow inefficiencies  within and acros s  functional areas  
involved with employee experience.
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Unders tand
& Predict

Act

Lis ten
& Learn

Predicted Cus tomer Intent

Employee Segmentation

Interaction Unders tanding

Employee Onboarding

Measure Succes s  

Employee Engagement

Alignment

The unders tanding of the 
expectations , alignment and 
commitment of the 
employees  towards  the 
s trategic goals  of the 
organisation.

How Performance Management Fits  in 
the Operational Proces s es .



Interaction Outcomes
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Cus tomer Feedback

Quality Assurance

Employee Feedback

Belonging

The sense of respect, 
community and belonging that 
an employee has  towards  
their leader and the 
organisation.

Unders tand
& Predict

Act

Lis ten
& Learn

How Performance Management Fits  in 
the Operational Proces s es .
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Develop and Train

Coach and Evaluate

Reward and Recognition

Drive Employee Engagement

Execute Cus tomer Engagement

Growth

The support, development and 
growth opportunities  that an 
employee receive from the 
organisation.

Unders tand
& Predict

Act

Lis ten
& Learn

How Performance Management Fits  in 
the Operational Proces s es .



WEM

Data

Alignment

Growth

Belonging

The sense of respect, 
community and belonging that 
an employee has  towards  
their leader and the 
organisation.

The unders tanding of the 
expectations , alignment and 
commitment of the 
employees  towards  the 
s trategic goals  of the 
organisation.

The support, development and 
growth opportunities  that an 
employee receive from the 
organisation.

Quality Evaluator

Quality Team Leader

Team Leader

Coaching
Learning and
Development

Workforce
Planning

Operations

Reporting and
Analytics

Forecas ting and Capacity
Planning

Management and 
Leaders hip
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Unders tand
& Predict

Act

Lis ten
& Learn

Leverage 
Technology 

t o dr ive 
Per for mance 
Management  
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Integrate…

Personalise…

Simple Scoring…

Single View…

Self Service…
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Performance Management = Workforce Engagement = Workforce Trans formation.

Your human capita l is  an as set, not a  cos t.

Let your humans  do what they do bes t, let technology fill the gaps !

Technology Shifting the Paradigm



Unleash the power of people

Genes ys  confidentia l and proprietary information. Unauthorized dis clos ure is  prohibited.



Thanks  


	Performance Management Best Practices for Agents, Leaders and Managers�
	Slide Number 2
	Slide Number 3
	Market assessment study
	What pain points do we see when there are no Employee Performance tools?
	How Performance Management Fits in the Operational Processes.
	How Performance Management Fits in the Operational Processes.
	How Performance Management Fits in the Operational Processes.
	Slide Number 9
	Slide Number 10
	Slide Number 11
	Slide Number 12
	Slide Number 13
	Thanks 

