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Agenda 

Introduction 

Customer Experience across your Customer Service Chain 

.ǳƛƭŘƛƴƎ ǘƘŜ ΨtŜǊŦƻǊƳŀƴŎŜ 5b!Ω 

InterContinental Hotel Group ς Robert Dobson 

Conclusion 
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Building blocks for Customer Experience Management 
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WFO enables Customer Experience 
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ñEmployees with the 

skills & knowledge ...ñ 
ñ...Available at the right time ñ 
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άLŦ ǿŜ ŀǊŜ ǘƻ ƎŜǘ ǘƘŜ Ƴƻǎǘ ǾŀƭǳŜ ŦǊƻƳ ǇŜƻǇƭŜΩǎ ŀŎǘƛǾƛǘȅΣ ƛǘ 
is no use treating them as cogs in the machine.  

Rather, we need to make the best use of human skills, by 
facilitating how work actually gets done, by real people. 

Exposing and supporting the work carried out by people 
not only benefits the enterprise as a whole, but also 
improves job satisfaction of the individuals who are its 
ƭƛŦŜ ōƭƻƻŘΦέ 

Conversations are delivered by people! 

Keith, Harrison 

Broninski Human Interactions ς  
The Heart and Soul of  Business Process Management 
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What if you could... 

All rights reserved © 2009, Genesys Telecommunications Laboratories, Inc. 

 

 

Understand what makes a top performer? 

 

Make better use of your training & education budget? 

 

!ƴŀƭȅȊŜ ǿƘŀǘ ŎŀǇŀōƛƭƛǘȅ ƛƳǇŀŎǘǎ ȅƻǳǊ ƪŜȅ YtLΩǎΚ 

 

 

 

 

? 
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Employee Performance 

What is their óPerformance DNAô? 
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Forensic Analysis of Skills 



10  10  

Employee Performance across the entire Customer Experience 

Claim Expert 

Best AHT 

Trouble Shooter 

Soft Skills Top Sales 
Performer 

Product 
Expert 

Excessive 
Transfers 

Too much 
Rework 

Low 
Cust Sat 

High 
Sick Leave 

Cherry 
Picker 
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Productivity Efficiency KPI 
HR Information & Sales Results  

Behaviour Soft skills  
Resolution & Compliance  

Knowledge Products, Services 
 Promotions & Legislation 

Iƻǿ ǘƻ ōǳƛƭŘ ŀ ΨtŜǊŦƻǊƳŀƴŎŜ 5b! ōƭǳŜǇǊƛƴǘΩ 
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Monitor 

Measure 
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Mortgage 
Sales 

Retentions 

FCR 

NPS 
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