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Aim of Presentation

To demonstrate linkage between rewards, employee
engagement and customer satisfaction:

Case histories

Theories
A Human Performance Technology
A Customer Experience Management

A Employee Engagement Design Elements
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Achievement Awards Group at a glance

Leading provider of full service incentive
marketing, incentive management, human
performance improvement (HPI) and consumer

initiatives
AWe design & I mpl ement prbggama vi ou
that optimize the potential of people, b y applying the

art and science of connecting p-

Over 800 Performance | mprovement
A Established in 1980 A Single source provider
A staff i 170

A Offices: Cape Town (H/O) i 4 Acre Campus,

A International affiliations [Maritz Inc, ISPI,
WorldatWork, PersonaGLOBAL®, Incentive Marketing
Association (IMA)]

A3 of South Africads 5 Certified Perfor mance

Technologists
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Progr ams

A IT capacity to run a small bank

A Project management
infrastructure

A 1S0 9001:2000 quality rating

é . 30
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Reward & Recognition I > Return on Investment

Reward & Recognition » Employee Satisfaction (ESI)

Employee Satisfaction

> Employee Engagement

Employee Engagement > Productivity & Quality

Productivity & Quality Customer Satisfaction (CSlI)

Customer Satisfaction Customer Loyalty

Customer Loyalty > Business Results
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Skinnerds ABC model

ABC BEHAVIOURAL MODEL
—

Antecedents Behaviour Consequences

¢ Positive
e Immediate
e Certain

e Performance
e Results

 Communications
e | earning
e Experience

L

Acknowledgement: B F Skinner, Operant Conditioning Model

Reinforcement

REWARDS & RECOGNITION
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AAGroup Performance System

Research and Performance Analysis Solution Design Implementation

Design detailed
program:
Identify source of Communications ¢+ Launch and manage
performance gaps Learning e Support each phase
and recommend Measurement and « Measure regularly
solution feedback
Rewards and
recognition

Desired
level

Understand
business
objectives
and
environment

Current

level
Evaluate results

Adapted from Human Performance Technology (HPT) Model
Outline of process for implementing a Performance Improvement Program through four principle phases:
Research & Analysis, Design, Implementation, and Evaluation.
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Case Study 1: Healthcare
Recognition & Engagement Program

Focus: Improve Patient care rating

Gap: Client rated third (last) for
patient care

Action list from Research:

A Improve: staff morale, teamwork,
communications

A Retain best staff
A Create Learning Culture

A Identify Best practices

Copyright © Achievement Awards Group Achisvemarne Awards
All rights reserved. —group=



Case Study 1: Healthcare
Recognition & Engagement Program Modules
TOTAL REWARDS

— Long service
i Employee

Sweepstakes b Retentiop
Draw Continuous
m - Improve morale Improvement
& fun element - Improved

Patient Care

Staff Assistance
with Home loans

Profit Share / goal
(E’ achievement
- Improved

Profitability

Employee
Suggestions

Employee
Recognition

Partner Doctor

Staff Assistance

with Education Program
loans - Improved
service &

Profitabilit
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Case Study 1: Healthcare

Recognition & Engagement Program
OVERALL RESULTS

UP:

Patient Care

Earnings and profits

Specialist Doctors

Commitment and involvement by doctors
Respect between doctor / nursing staff

DOWN:
staff vacancies and agency staff

Correlation:
Doctor & Staff satisfaction and Patient care
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Case Study 1: Healthcare

Patient Care Bell Curve

Patient Care Bell Curve
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The Bell Curve
clearly indicates
that more teams
achieved higher
scores. This is
regarded as a key
metric for staff
engagement with
customer service
initiatives
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Case Study 1: Healthcare Correlations
Recognition & Engagement Program

Doctor & Staff Staff & Patient
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Case Study 1: Healthcare Correlations
Recognition & Engagement Program

Doctor & Occupancy

Staff & Occupancy
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Case Study 2: Banking

Recognition & Engagement Program

Focus:
Recognise exceptional behaviour

AlLinked to values
AUsing informal, formal & event recognition

~

A..to bring the human tou

Banking business and ensure that all the good
things that happen are not wunnoticedo

(From the handbook)
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WELCOME AT HOME ELECTRONICS GIFTS & EXPERIENCES OUTDOOR PERSONAL STYLE
Q Sean:h:— GO 5how Search Options E Your Wi sh List (15 tems) 1?" Your Trolley (3 items)
BRI DSty Welcome back Catherine, you have 2560 points in your account. M
Experience Awards W ! Balance in account 2560 ‘
X i | : Socds in folley . sl
Books & Wagszines: b | ealance available 2560 |

Fashion Accessories ¥

Case Study 2: Banking

Recognition & Engagement Program Fowes, s, Woe_»

Furniture
RESU LTS Garden & DIY
Home Appliances
Homewares

Kid's Stuff

Program Knowledge

Pragram Rules
Click here to view the Program
Rules.

Program Overview
Click here to for a quick
Qverview of the Program.

Program Update
Click here to view the latest
Program News.

Thank You!

>
»
>
»
»
Luggage & Leathers > Thank your colleagues with a Thank You or an email > READ M
»
>
»>
>
»>

1. Recognition : 85% of 42 000 staff == % 0 DQPEE

Sound & Vision

Shop these Departments Top Winter Warmers

Thanke 2 dZ2 Nominations
Make | Recelvg Make |Receive
Rewards

Directors a a a
Management
Staff a a a a
Total/month 1400 4500

Q
Q
Q
Q
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Methodology applied:

Rewards (Formal & informal)
Employee Engagement
Recognition
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AAGroup Performance System

Solution Design

Design detailed

program:
Communications
Learning
Measurement and
feedback
Rewards and
recognition

Implementation

¢« Launch and manage
e Support each phase

« Measure regularly

Evaluate results

Adapted from Human Performance Technology (HPT) Model

Outline of process for implementing a Performance Improvement Program through four principle phases:

Research & Analysis, Design, Implementation, and Evaluation.
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/ Best Practice Standards
Recognition Professionals International (RPI)

1 Recognition Strategy R g '
2 Management Responsibility - o
3 Recognition Program Measurement
4 Communication Plan
5 Recognition Training

6 Recognition Events & Celebrations

7 Program Change & Flexibility

http://www.recognition.org/
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Launch System
oTell me what you wan

4 ‘T Attention

Inspiration
Networking & Relationships
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Communications System
AnTell me what you want me to doo

Pre-Launch Launch Printed Electronic Call Centre Recognition Concept Related
Communications | Communications Gimmicks

gl
Turbo News

Invitation

Gimmick

Invitation

Catalogue

Website Call Centre Certificate

Recognition Event

Claim Form  Award Order Award Order [ —
Index Form

Statements

Call Centre Premium Multimedia SMS
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Learning System
ATell me how to do iIto

A Train the Trainers

A Campaign orientation
A Training workshop

A Training collateral

A Distance learning (paper or electronic)

A Communications
A Forgetting curve
A - 7 days, 24 hrs, 7 days , 30 days

Copyright © Achievement Awards Group Achisvemarne Awards
All rights reserved. —group=



Rewards System inWlatFOM i n

See details of the AwardPoints™
you've earned and spent

__
AwardsCard
®
i e ‘ @:& ‘
-/
__
iy =
Group Travel Individual Travel Events a

Experience Awards

Subscriptions Wine and Flowers Order Services Music Downloads
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