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71%

of executives say that employee engagement is
critical to their company's success.

FastTrack360

69%

of employees saytheyd work harder if they were
better appreciated

HubSpot




Market assessment study

CHARTER 3: IMPORTANCE OF SOLUTION CAP ABILITIES

Performance Management

Accurately Forecast Workload
Improve Employees Work/Life Balance
Workforce Management

Task Management

Customise Training

Time Management

Employee Recognition
E-learning/Learning Management
Employee Preferences

Q: select the capability you consider MOST important to improving and maintaining workforce engagement?

S a GENESYS ‘ Workforce Engagement Management
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What pain points do we see when there are no Employee Performance tools?

High employee turnover, low service levels and low employee

engagement.

Lack of visibility, consolidation and utility in performance and

development data.

Workflow inefficiencies within and across functional areas

involved with employee experience.
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How Performance Management Fits
the Operational Processes.
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The understanding of the

expectations,alignment and
‘% commitment of the
employees towards the

strategic goals of the
organisation.

Alignment
Measure Success
Employee Engagement
Interaction Understanding
Predicted Customer Intent

Employee Onboarding

Employee Segmentation



How Performance Management Fits
the Operational Processes.
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The sense of respect,

community and belonging that
an employee has towards
their leader and the

Belonging organisation.

Interaction Outcomes
Employee Feedback
Customer Feedback

Quality Assurance



How Performance Management Fits in
the Operational Processes.

The support,development and
growth opportunities that an
employee receive from the
organisation.
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Reward and Recognition
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Execute Customer Engagement

Drive Employee Engagement
Coach and Evaluate
Develop and Train
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Quality Team Leader

Quality Evaluator

Reporting and {
Analytics
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Management and
Leadership

Team Leader

Coaching
Learning and
Development

Workforce
Planning

Operations

Forecasting and Capacity
Planning

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

The understanding of the
expectations,alignment and
commitment of the
employees towards the
strategic goals of the
organisation.

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



Leverage
Technol ogy
to drive
Per for mance
Management
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Self Service..

Overview  Scorecard Leaderboards

Scorecard Summary Personal Bests
h Mot including today)
* Performance  4WeekTrend 13 Week Trend

2 Andrew Boland
]ng e le W P Sales Engineer | Solution Architects Daily Points Total

vt . Best Day Best Day (Adam Palmer)

2,7347 3,727

Today's Schedule — Tue Mar 3 1 Tue Feb 9,2021
o - Best Week

4,964 ©

All Time Total Points Day of Week Average

Simple Scoring 32,307 339 e ke

February 2021 February 2021

View scorecard View leaderboards
On Queue
2:15 pm - 7:00 pm

Coaching Appointments Assigned Modules
1:52 remaining

.
P erS Onahs e ee e ® shiftend roam Review the hold on this call (30min) e

Beyond: Best Practices - Customer Service

Q Andrew Boland - In Progress Sun Feb 28, 2021 10:15am Representatives

In this soft skills training course, you'll learn how to be a more effective
Customer Service Representative with a few simple adjustments to the
way you interact with customers, driving positive interactions and
creating a better experience
Once you complete each module, test your knowledge with an

hte gra te assessment to unlock a Certificate of Completion that you can download

b © Quick chat (30min) and display!
Due Sun Apr 11, 2021 3:52pm

\ Region EMEA - Sales Operations | Problem Solved

Fri Jan 29,2021 3:40am | 3m 30s
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Technology Shifting the Paradigm

Performance Management = Workforce Engagement = Workforce Transformation.
Your human capitalis an asset, not a cost.

Let your humans do what they do best, let technology fill the gaps!
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Unleash the power of people
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Thanks ©
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