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Emotions, metrics and... again emotions

Marketing
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Creative

Dynamic

Some metrics
Positive emotions
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A lot of metrics

Not so positive emotions
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EMOTIONS: from clients to CC operators and backwards

Clients '

B BRD | CC team leaders &
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CC operators
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The thin line between KPIs achievement and people’s emotions

‘ CC managers i Emotions
i
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New challenges from hybrid way of working

‘ Advantages h

o OPERATIONAL
@
o°c0°
o o
¢ Plus in recruitment More time
* Real time monitoring
« All kind of KPIs for personal

projects
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Challenges '
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» OPERATIONAL
® O
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e Adequate IT tools and work space

* Performance analysis split Office /WFH

e Technical issues

e Difficult real time support

e Challenging hybrid meetings

e Lower contribution to new colleagues’
integration

e Team connection
* Real emotions
¢ Confidence & transparency
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How to keep the team’s engagement and energy on long term

‘ DEVELOPMENT PLAN i

e Gradual training and integration in activity

e Continuous training program, both on operational and soft skills areas

e Additional skills’ development

KNOWLEGDE &

e Constant feedback and support in achieving professional objectives
COMPETENCIES

e Direct contribution to the development of other team members

e Clear and transparent career path

e Confirmed and visible stages for personal development

e Salary grid and bonus scheme according to the career path steps
* |nteresting career opportunities inside the organization

CAREER PATH &
FINANCIAL
REWARD
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How to keep the team’s engagement and energy on long term

ANIMATION ACTIONS |
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NktAnharfact

DRAWING & POETRY
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How to keep the team’s engagement and energy on long term

ANIMATION ACTIONS '
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How to keep the team’s engagement and energy on long term

Ny Daily
congrats
V'S
Weekly
huddles
Monthly &
quarterly
’ meetings
CC annual
|\ Awards
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Just fun?
|

DIRECT
CONTRIBUTION

DIFFICULT EFFORT

REHERSAL,
REHERSAL,

REHARSAL

SUPPORT

UNEXPECTED
FEEDBACK SURPRISES ADAPTING
PROUD NEW FRIENDS HAPPYNESS
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Instead of conclusion...
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Team work!
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