CONTACT CENTER
EFFECTIVENESS
SURVEY" (CCES")

THE RIGHT PEOPLE DOING THE RIGHT THINGS!

Thiz report contains the results from a number of respondents that were
zurveyed regarding their perceptions, attitudes and apinions about your
arganization. The information contained within this report can be uzed to
strengthen and improve the effectiveness of your arganization. You may wizsh
to contact your Self Management Group representative to assist vouin
irterpreting thiz report as well as in designing a course of action.
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Ouverview of Indexes

Index Rating

1. OVERALL ALIGHMENT f EFFECTIVENESS INDER
This score displays the average of all scales and shows the degree of ’ E5
owerall alignmerit. - - - - - ’

E2003-2004, Self Management Group
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Querview of Scales

Scale Rating

|1. Organizational Culture | ! | i | ] ! t ! i I i ! I?
; $70

|2. Contact Centre Cultura | ! i G i 0 ! i ! i ! i 1 |?
; &0

|3. Contact Centre Relationships with Other Departrents | | . i f 3 | i | i | i | |?
&0

|4. Lezdership | ! | i L 0 ! i 1 i 1 i I I?
é @70

|5. Cusztomer Service Guality | ! i G i 0 ! i ! i L i ! !
® 65

OES Executive Summary Report on 20080827 Page 3
Scale Rating

|B. Bocessibility of Custormer Service | | | i | 3 L i L i L i 1 i
i ¥ 65

|?. ‘Working Enwironrmert | ! | 2 L 0 ! i ! i 1 i 1 i
: $ 65

|8. Buality of Managernant | ! . i | 1 ! 1 I i I i I i
$ 65

|EI. Guality of Labour Force | ! | 2 L l ! i ! i 1 i 1 !
4 65

|1IZI. ‘Wark Support Tools: Premises, Facilities and Technology | ! | 2 1 0 , i f 0 | ? ! i
: € 6D

ER003-2004, Self MBnagement Group
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Scale Rating
|11. Performance Managernent | L . 2 . C . b . : . E: . 0
® | 60
|12. Training | L . z . C . b . : . ? . 0
® | 60
|13. Cormpensation and Career Growth | L . 2 . C . b . i . . . i
& 63
[14. Employee self worth I N . |
& 63
E003-2004, Self MBnagement Group
QES Executive Summary Report on 20080827 Page 5
Overview of kems
Hem Rating
1. There are good lines of communication throughout the company . L . 2 . C . b . : . ] . |?
=z | é é é é . @70
2. Senior management will make constructive use of this survey 1 . z . 3 . 4 . 5 . g . |?
information. =) ’? 0
|3. Thiz organization has implemented an effective hiing process. | L . 2 . C . b . i . ] . |?
=z | E E E E . 970
|4. | am proud to be working for this organization. | L . z . . . b . - . ] . |?
men | K -5
4. The walues and objectives of this onganization are clear and well L . 2 . C . b . : . ] . |?
understood by contact centre staff. =2 ’T 0
E003-2004, Self Management Group
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kem Rating

|E'i. Iy organization is a good place to work. | L . z . . . b . - . . . |?
(=) | K

|?. Thiz organization will be around for many years to come. | L . 2 . C . b . : . . . |?
=z | : : : : . &0

|8. The stress | experznce in my job is low, | L . 2 . C . b . : . . . |?
=z | é é é é . #70

|!EI. The stress lewvel of my co-workers is low. | 1 . z . 3 . 4 . 5 . g . |?
=2y | E E E E . $70

| 10. I is fun to work in this contact centre. | L . 2 . o . i . ; . . . r
=1y | : : : : . 970

E2003-2004, Self MBnagement Group

OES Executive Summary Report on 200808727 Page 7
Kem Rating
| 11. There are good lines of communication in our contact centre. | L . 2 . C . b . : . , . |?
=2y | | é é é é . &0
| 12, by work iz interesting. | L . 2 . C . b . : . : . |?
(=) | | é é é é K
| 13, Employees here take pride in their wark. | 1 . z . 3 . 4 . 5 . g . |?
(n=1) E E E E E . 470
- - - 1 2 3 4 5 i 7
14, Our employees take pride in the products f services provided by our . . . . . L
organization. n=2) ’T 0
15. Th i i 1 2 3 4 5 i 7
. Those departments that interface with the contact centre cooperate . . . . . L
with the contact centre. [n=2] ‘? 0
E003-1004, Self Management Group
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Hem Rating

- - 1 2 3 4 5 i 7

16. The departments outside the contact centre communicate respect for . . . . . . |
the contact centre. =21 ‘? 0

- - P 1 2 3 4 5 i 7

17. The contact centre is seen by other parts of this arganization as a . . . . . . |
waluable contributer to the organization's success. (=) ’? 0

- - ] 1 2 3 4 5 i 7

18. There is a good relationship between management & non-management . . . . . . |
employess. ORI

1 2 3 4 5 i 7

| 19. The senior management inspires me. |

=2y | . @70

|2IZI. The expectations the arganization has for me are clear. | L . 2 . C . i . : . , . |?
=2y | | . #70
E003-2004, Self Management Group
OES Executive Summary Report on 20080827 Page 9
temn Rating
] - - - 1 2 3 4 5 i 7
21, lam kept aware of my contact centre’s effectiveness in meeting its ) . . . . L
wanous perfommance tangets. =z *?' 0
‘22. There i @ strong customer focus in this onganization. | L | z . . . b . - . : . i
ez | $ 65
‘23. e deal with customers effectively . | L . 2 . C . b . : . , . i
2 K
24, Bcellent customer service is extremely important to this L ) 2 . C . b . : . : . i
organization. =2 ‘ 55
25, This onganization is irterested in dewveloping long-tem customer 1 | z . 3 . 4 . 5 . g . 7
relationzhips. =) ’ B5
E2003-2004, Self hBnagement Group
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tem Rating
|2I3. Customers are tregted az a priofty by this organization. | L . z . C . b . . . . . 0
(=2) | : : é . & es
|2?. This organization genuinely cares about our customers. | L . i . i . i . : . o . I
(=2 | E E E . #® 65
™ o - ) 1 2 3 4 § i 7
28, Customers feel positive about their interactions with our contact . . . . . .
sentre. (=D | . . ® 65
|2!EI. Customers can easily access our contact centre | 1 . z . 3 . 4 . 5 . 8 . T
(n=1) E E E E é $ 6s
|3IZI. Our customers can always reach us when they want to. | L . 2 . C . b . i . . . i
=2y | é é é . @ 65

ER003-2004, Self MBnagement Group

OES Executive Summary Report on 200808:27 Page 11
tem Rating
- : - 1 2 3 4 5 i 7
31, Our contact centre is able to resolve almost all customer issues in the . . . . . .
first contact. [n=2) * 55
|32. There iz @ strong spirt of cooperation throughout the contact centre. | L . z . . . b . - . : . 0
= $ 63
|33. Employee morale within the contact centre is good. | L . 2 . C . b . i . . . i
(n=2) ® 65
|34. The decizion making process in the contact centre is wery effective. | L . z . C . b . . . : . 0
=1 ® 63
|35. I rarely feel owennhelmed by the pace or quantity of my work. | L . i . i . i . : . ; . I
in=2] ® 65
E200:3-2004, Self MBnagemant Group
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Kem Rating
36. The organization encourages a balance between wark and my life L . 2 . C . b . : . , . 0
outside wark. =2 ’ E5
e - 1 2 3 4 § i 7
37, The number of staff on shift in the contact at any time is adequate . . . . . .
for handling the call waolume =2 ‘ 55
38, Our contact centre management demonstrates all of our core values, 1 . z . 3 . 4 . 5 . g . T
they ‘practice what they preach’. =) ’ B5
|39. Our contact centre management inspires me. | L . 2 . C . b . i . . . i
(=) | é é é . & 65
|4EI. Our contact centre management listens to employees. | L . z . C . b . . . : . 0
=) | : : é : ¥ 65
EZ003-2004, Self hanagement Group

QES Executive Summary Report on 20080827 Page 13
tem Rating
‘41. | have confidence in our contact centre management team. | L | i . i . i . : . ; . i
=) | : : E : ¢ 65
‘42. Iy direct supervisor has good ‘people management’ skills. | L ) 2 . C . b . i . . . i
=z | E E E K Bt
‘43. | hawe newer been askead to misreprasent the company. | L | z . . . b . - . : . i
=2y | E E E . @ iEs
44, The employees in my department keep their promises and L . 2 . C . b . : . , . i
commitments to one another. =2 ’ E5
45, The employees in my department work hard and get results. L ) 2 . C . b . : . : . i
=2y | é é : é $ 65
EZ003-2004, Self Management Group
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Hem Rating
|46. The employees in my department wark well together. | L . i . i . i . : . ; . I
(n=2) : ¢ 65
|4?. The people who work for this organization are generally ‘first-rate’. | L . 2 . C . b . i . . . i
(n=2) é ® 65
|48. tby co-workers are mativated to to the best job possible. | 1 . z . 3 . 4 . 5 . g . T
in=2) $ 65
|4EI. The employees in my department all camy their share of the load. | L . 2 . C . b . i . . . i
(n=2) é ® 65
A0, The employees in my department all readily help one another when L . z . C . b . . . : . 0
needed. [n=2] ‘ 55
E003-1004, Self Management Group
QES Executive Summary Report on 200808:27 Page 15
Hem Rating
|51. Iy workplace is a heatthy work environment. | 1 . z . 3 . 4 . 5 . ? . T
n=2) E E E E . 4 . G0
|52. | have easy access to my workplace. | L . 2 . C . b . i . Ef . i
in=1) € 6D
|53. iz are prowided with sufficiant work space. | L . z . . . b . - . I? . 0
in=1) € 6D
- - i 2 3 4 ] i 7
A4, e are prowvided with the tools §technology that are necessary to do . . . . . 1 .
our jobs effectively. (=2 ’ E0
55, The technology systems in this contact centre are excellant. L . 2 . C . b . : . E: . 0
in=2) € 6D
EL003-2004, Self Management Group
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tem Rating
- - o ) 1 2 3 4 5 i 7
A6, \WWhen something goes wrong with our systems, it is comected quickhy. . . . . . 1 .
(=) | é é é . @ | 80
&Y. Ourtechnology is effective in helping us provide a professional L . z . C . b . . . I? . 0
CUstomer expenience. [n=2] ‘ E0
58, My performance is regulady measured and reviewad. L . i . i . i . : . E: . I
(=2 : € &0
- : . 1 2 3 4 § i 7
59, Superior performance is requlady measured and rewarded in moy . . . . . 1 .
contact centre. [r=2) ‘ §0
G0. The employees in my department are held accountable for their 1 . z . 3 . 4 . 5 . ? . T
performance. =2 ’ 60
E003-2004, Self Management Group
OES Executive Summary Report on 200808727 Page 17
Hem Rating
|I31. I am aware of my performance objectives and results. | L . z . C . b . . . I? . 0
(=) | | é é é . & @ &0
|I32. | receive regular customer contact quality coaching. | L . i . i . i . : . E: . I
=) | : : : . @ | 6D
- - : . - 1 2 3 4 § i 7
G2, The coaching provided my department is effective in enhancing moy . . . . . .
performance. =2 ‘ 55
|E4. The person who coaches me is effective in his £ her role. | 1 . z . 3 . 4 . 5 . ? . T
n=2) E E E E . 4 G0
|55. The asses=sments of my performance are fair and accurate. | L . 2 . C . b . i . . . i
M7 | é é é . ® 65
EL003-2004, Self hMBnagement Group
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Hem Rating
- - . 1 2 3 4 g i 7
G6. Staff who are not performing well are effectiveby dealt with By | \ | \ | \ | \ | \ 1 \ |
management. n=2) i ¢ {E5
|I3?. | hawe access to the information | need to make decisions. | 1| \ T \ ? \ 1 \ ﬁl \ ? \ |?
o= || ¢ &0
|BS. | have been well trained to do moy job. | 1| \ T \ ? \ 1 \ ﬁl \ ? \ |?
(=2) | ¥ &0
- . - . . 1 2 3 4 g 7
G9. The initial training for my job was effective in preparng me for | \ | \ | \ | \ | \ 1 \ |
success in the job. =) | ‘ ‘G5
- - A A 1 2 3 4 g 7
¥0. The training programs prowided by my onganization are effective in | \ | \ | \ | \ | \ | \ |
keeping me involved and interasted. =) | i i ‘ 6.0
ER003-2004, Self hBnagement Group
OES Executive Summary Report on 20080827 Page 19
Hem Rating
¥1. The ongoing training | receive iz effective in helping me sustain moy 1| \ T \ ? \ 4|' \ 5| \ El'i \ |?
=kills and knowladge. =21 | ’ 55
|?2. In general, | am paid faidy forthe work that | do. | 1| \ T \ ? \ 1 \ 5| \ El \ |?
(Gl ® @«
|?3. Wby organization's compensation plan rewards high perfommance. | 1| \ T \ ? \ 1 \ 5| \ Ef \ r
=2y | | # | &0
|?4 Thi A R R 1 2 3 4 il 7
b is arganization prowvides good opportunity for career growth. | \ | \ | \ | \ | \ | \ |
m=x | ’ iB5
|?5. The non-pay benefits of working in this department are first rate. | 1| \ T \ ? \ 1 \ 5| \ Ef \ r
=2 #® 65
EZ003-2004, Self MBnagement Group
OES Executive Summary Report on 200808727 Page 20
Hem Rating
7. | believe that | am a walued employes. 1| \ T , ? \ 1 \ 5| \ ? \ |?
(=2 ; ; ® 65
7. | am aware of how important my work is for the overall effectivensss 1| \ T , ? \ 1 \ 5| \ ? \ |?
of the contact centre. (=17 ’ i B0
73, | feel that my contibuwtions are recognized. 1| | ,I. | ? | 1 | ﬁl | Eli | T
in=11 ? ? & 65
ER003-2004, Self hBnagement Group
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