Raising Standards in
Customer Operations

Your Moment of Trut
Confident to Succeed

Key considerations to

deliver effective working
schedules for your

operation :

Dave Vernon - Director



You can’t do that...
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their children now work for us!”

they turn up!”
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The Forum

“We have people still working term-time hours and

“Students aren’t reliable; their attendance isn’t good
enough it’s as if their priorities are elsewhere!”

“We can’t have flexi-time; we'd never know when

I wouldn’t want to work that shift pattern, so | don’t

% think anyone else would either”

2 “We don't have the technology to support this and it

v would be an administrative burden”
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Working Patterns - Collaboration!

Raising Standards in
Customer Operations




Intangibles that Make It Hard to Leave
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Purpose
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Avoiding the Fairness Trap
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Key Considerations
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Operating Model




Choice, Certainty & Control
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Choice: Location
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Choice: Working Patterns

Rotational
patterns

Fixed Trade-offs Term-time

=1 CAN WE

Second

Students :
jobs

Fa

Time-bank B Zero-hours @ Flexi-time
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Flex & Stretch: Additional or fewer hours

Contractual
over-time

Annualised
hours

Time-bank Over-time
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Collaboration
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Measures of success
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Customer Colleagues
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Summary

Collaborate to shape
the strategy

Develop a range of | Track, measure and 1
solutions celebrate success
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www.theforum.social/resources

Best Practice Guide 2021

Workforce : Wellbeing
strategy:

a framework
for forward
thinking

B areas nave been identiled, from
our stralegy round tables, as key to

A future-proot operstng model for
the ‘next normal
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You are the key | i o are the

ey s IvLamniing T g srwasd yu
TIPRng S S 111 Bk 51 Wawy down

Ther e ettty Srigred b s eoreg P i e T

We R8I0y alia Pewst e 3 * oA agy o i e b owing M3 Toamm & et i Lt oo il ropnag WNG wil pay fer il WE e
WAt 16 mehe by & indy ivagreed Hg

PAFTIA ¥ A epertiet et ey tovy B LoD By | e 5 o o3t e
waring setes) Whe wil §

et

Puarnng beyond COVID: ynd werking ante wellboing
Ali sagreroerded eAr K 1 wnd (oebaems, what 43 we Lnaned How Cer
W 1A T 26T EETeeity' WD ety e Setiad ” WRat aen v 103 leten l
.

Thm vt ate i e ¢ e @ Ty vt wvd 4 Ly vt werh dar b
3 gk amadal (3 Bl oF e M ot e WA Twe. T il P 30 COAREN WRSETeY TNA
T Woerend uatums owd insaws vy A Per - e d 2.6 TP 3D bn & 5 Y AL herert

alyun and dats lod decisionts
apes of g vl
iy ot Sadgen Be sedy fex &

e Ay OV b2

gy Wbty planaey andpny

“

Are costomers & collesgees the hoart of owr tethnslogy? I

e s avt g of

s Sl e 10! M 120 we Setiver wh it Do

e

https://theforum.social/resources/best-practice-guides/2021-best-practice-guide P

" P Raising Standards in
15 ‘Forum Customer Operations


https://theforum.social/resources/best-practice-guides/2021-best-practice-guide

