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EXECUTIVE SUMMARY

Employee engagement is a critical component of customer experience (CX). To
determine how effectively human resource (HR) departments support these
engagement efforts, we surveyed 300 HR professionals from large companies and
compared the results to a similar study we conducted in 2012. Seventy-three percent of
HR professionals believe that it's very important for their organization to become more
customer-centric, but only 31% believe that HR professionals are significantly helping
these efforts. The good news? That's more than twice the level of HR support we found
in 2012. Compared with 2012, companies are both measuring and acting on employee
feedback more frequently, and HR professionals have more bandwidth to work on
employee engagement. When we compared the companies that deliver outstanding
customer experience with the companies that don't, we found that the CX leaders have
better financial performance, enjoy higher levels of engaged employees, are more
customer- and mission-centric, have HR groups that are more actively involved in CX
and employee engagement activities, and more frequently measure employee
feedback. To improve employee engagement, companies must master the Five I's of
Employee Engagement: Inform, Inspire, Instruct, Involve and Incent.

CX NEEDS MORE HR ATTENTION

Our research shows that engaged employees drive positive business results (see Figure 1).
They are so critical to success, in fact, we made “employee engagement” one of Temkin
Group’s four customer experience core competencies (see Figure 2). However, despite the
obvious benefits of an engaged workforce, more than half of large companies do either a poor
or a very poor job at engaging employees. One reason companies struggle to engage
employees is that their HR department does not participate enough in these efforts. In fact,
when we work with large organizations, we often find that the HR groups haven't fully
embraced their role in customer experience or employee engagement efforts.

To examine HR's relationship with both employee engagement and overall customer
experience efforts, we surveyed 300 HR professionals from organizations with at least 1,000
employees and then compared their responses to those from a similar study we completed
in 2012.! We found that:

e Employee engagement is an important — but not a top three - priority. We asked
respondents to rate the importance of 14 different HR activities (see Figure 3).
Respondents chose employee training, recruiting and hiring, and retaining key

"We purchased access to HR professionals in organizations with at least 1,000 employees from a research panel provider
and executed an online survey to 300 HR professionals during January 2016. We compared their responses with those
from a study of 302 HR professionals in August 2012. See Temkin Group Insight Report, “CX Needs More HR Focus on
Employee Engagement” (August 2012).
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employees as the three most important responsibilities. Employee engagement,
meanwhile, tied for fourth place alongside manager training.

e Competency models are on the rise. When we compared HR professional's
responses from 2012 to those from 2016, we found that building and maintaining
competency models increased the most in importance, going up by 12 percentage-
points. No other area increased by more than 6 points (see Figure 4).

e Working with leaders has improved the most. We asked the HR professionals to
rate how well their organization performed in each of those same 14 areas (see Figures
5 and 6). For all 14 areas, respondents in 2016 rated themselves more highly than
respondents did in 2012. Executive coaching and manager training improved the most
over the last four years.

e Employee training is on the rise. Respondents selected the items they felt would
increase in importance over the next three years (see Figure 7). While retaining key
employees stayed at the top of the list from 2012, slightly fewer people selected it.
Which area grew the most? Employee training grew by 13 percentage points.

e Customer-centric culture is getting more attention. The percentage of
respondents who believe that their company needs to become more customer-centric
grew from 65% in 2012 to 73% in 2016 (see Figure 8). And HR professionals don't just
increasingly believe that a change needs to happen, they are also increasingly
participating in this change. The percentage of respondents who think HR
professionals are significantly helping their organizations to become more customer-
centric has more than doubled in the past four years, from 15% to 31%.

HR Is Getting More Involved in Customer Experience

We asked a series of questions about HR’s involvement in their organization’s CX activities.
Here's what we heard:

¢ HR is more involved in CX activities. Respondents who think that HR professionals
are at least considerably involved in their organizations CX efforts has grown from
52% in 2012 to 60% in 2016 (see Figure 9).

¢ HRis collaborating with CX. We asked HR professionals to identify which group (HR
or CX) is leading eight important CX activities. HR most frequently leads the effort to
adjust the recruiting process to bring in customer-centric candidates; however, even
in this area, 28% are collaborating with CX organizations. HR and CX are split most
evenly when it comes to developing measurements and incentives that reinforce good
customer-centric behaviors.

¢ HR has more time and wants more CX outreach. Most of the respondents have
significant employee engagement efforts underway that are coordinated across their
organization (see Figure 10). When we asked respondents which obstacles impeded
their ability to help the company become more customer-centric, the second most
common obstacle was that the CX organization has not engaged HR. This was also the
only obstacle in the top five that actually increased between 2012 and 2016.
Meanwhile, the obstacle that dropped the most over the last four years was HR
professionals not having enough time.
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e Employee feedback is on the rise. The percentage of companies that measure
employee engagement at least annually rose from 66% in 2012 to 82% in 2016 (see
Figure 11). More importantly, respondents who believe that their executive teams are
treating the results as a high priority has grown from 47% to 56%.

CX LEADERS HAVE MORE ACTIVE HR INVOLVEMENT

We asked respondents to rate the quality of their company’s customer experience and found
that 50% of the respondents work in organizations that are significantly above average in
their industry. We compared the responses of HR professionals from these CX Leaders with
the remaining respondents (“other firms"). This analysis shows that CX Leaders:

e Have stronger financial results. Eighty-six percent of CX leaders have enjoyed
moderately or significantly better business performance than their peers over the
previous year, compared with 28% of other firms (see Figure 12).

¢ Focus more on employee on-boarding. CX leaders consider all 14 HR areas we
examined to be more important than the other firms do (see Figure 13). Eighty-one
percent of CX leaders think that their focus on employee on-boarding is very
important or critical, compared with only 58% of other firms. The two groups are more
closely aligned when it comes to the importance of employee engagement, with only
a five percentage-point gap between them.

e Are better at compensation and change management. While CX leaders rate
themselves as good or excellent more frequently across all 14 HR areas, two areas
have more than a 20-point gap between CX leaders and other firms: compensation
management and supporting change management initiatives (see Figure 14). The gap
is the smallest—only 11 percentage-points—in recruiting and hiring.

e Expect more of a rise in competency models. When these two groups of HR
professionals look ahead three years, CX leaders were more likely than other firms to
think that six areas would become more important: building and maintaining
competency models (8-point gap), employee on-boarding (7-point gap), employee
training (7-point gap), executive coaching (4-point gap), supporting desired culture
(4-point gap), and manager training (4 point gap) (see Figure 15).

¢ Are more customer- and mission-centric. We asked the HR professionals to pick a
label that best describes their corporate culture (see Figure 16). Seventy-four percent
of CX leaders selected customer-centric or mission-centric, compared with 55% of
other firms. Additionally, 84% of CX leaders think that is critical or very important for
their firm to become more customer-centric, compared with 64% of other firms.

e Have HR groups that help them become more customer-centric. Forty-eight-
percent of CX leaders have HR groups that are significantly helping their organizations
become more customer-centric, compared with 13% of other firms (see Figure 17).
CX leaders are more than four times as likely to have HR groups that are significantly
involved in their organization’s CX efforts.

¢ More effectively collaborate between HR and CX. We examined how often HR and
CX groups collectively lead eight key employee-centric activities for driving CX
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success (see Figure 18). In all cases, CX leaders share leadership more frequently than
other firms do. CX leaders outpace other firms by the widest margin when it comes to
collaborating on developing employee awards and employee communications.

e Have more executive (and less HR leadership) support for customer-centricity.
When it comes to obstacles that hamper HR groups’ ability to support their
organization’s customer-centric journey, CX leaders are much less likely to have
senior executives who have not defined it as a priority (11-point gap) (see Figure 19).
CXleaders, however, more frequently run into two obstacles: HR professionals do not
have the bandwidth and HR leadership has not defined it as a priority.

CX Leaders Focus More on Employee Engagement
When we looked specifically at the employee engagement, we found that CX leaders:

e Have more engaged employees. We asked HR professionals to rate the level of
employee engagement within their firms (see Figure 20). Seventy-three percent of CX
leaders report having more engaged employees than their competitors, compared
with 43% of other firms. Looking at different levels of employees across the
organization, CX leaders are more likely to consider individual contributors to be the
least engaged group of employees, while other firms are more likely to consider
middle managers to be the least engaged.

e Believe more in employee engagement. Respondents selected which positive
business outcomes they expect to see from improving employee engagement (see
Figure 21). CX leaders selected each positive result more frequently than the other
firms did, and the largest gap arose in increasing employee productivity. Furthermore,
73% of CX leaders have significant, highly coordinated employee engagement efforts
underway, compared with only 35% of other firms.

e Take employee feedback seriously. Fifty-four percent of CX leaders measure
employee engagement more frequently than annually, compared with 26% of other
firms. And they do more with the information (see Figure 22). Seventy-two percent of
CX leaders have executives who treat the results as a high priority, compared with
39% of other firms.

¢ Face more challenges with funding and fewer with strategy. Out of the 15 obstacles
to improving employee engagement, CX leaders are less likely than other firms to
experience 10 of them (see Figure 23). However, this trend reverses when it comes to
lack of funding to support these efforts. This is not only CX leaders’ most frequently
selected obstacle, it is also the only one they selected significantly more than the other
firms (25% to 17%). The most common obstacle for the other firms is the lack of a
clear employee engagement strategy.

TAKE ACTION ON YOUR ORGANIZATION’S EMPLOYEE ENGAGEMENT

It's clear from looking across the survey results that compared to most firms, CX Leaders
enjoy more active support from HR. Therefore, companies that want to improve CX will need

Copyright © 2016, 2019 Qualtrics®. All rights reserved. Page 5



XM Institute INSIGHT REPORT qualtrics.com/XM-Institute

to involve their HR professionals more in the process of building employee engagement.
Here's what we recommend:

= Measure employee engagement. Using the Temkin Employee Engagement Index
(TEEI), we found that less than one-third of U.S. employees are highly engaged (see
Figure 24).2 If you are not already measuring employee engagement, then you should
establish a tracking system, such as the TEEI, and put in place a process to review and
take action on the results.

= Learn about the Five I's of Employee Engagement. Our research has uncovered five
strategies for improving employee engagement: Inform, Inspire, Instruct, Involve, and
Incent (see Figure 25).2 By mastering these strategies, you can propel your employee
engagement maturity forward.*

= Share this report with your CX and HR staffs. It's important for CX and HR groups
to enlist each other’s support. Start by sharing this report as a stepping stone for
discussing employee engagement and identifying collaboration opportunities.

2 See Temkin Group Insight Report, “Employee Engagement Benchmark Study, 2015" (February 2015)
3 Visit Temkin Group's employee engagement resource page: http://tinyurl.com/EngageEmployees
4 See Temkin Group Insight Report, “Employee Engagement Competency & Maturity, 2015" (July 2015)
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Employee Engagement Virtuous Cycle

Lower
Employee
Turnover

L Gt;eat Loyal F.Stron.g |
ustomer Customers inancia
Experience Results

Engaged

Employees

Prouder
Employees Investment
in
Employees

Engaged employees Law #4 of the Six Laws of Customer Experience is that
to great CX unengaged employees can't create engaged customers.
Great CX to loyal Temkin Group research shows that good CX is correlated to
customers higher levels of loyalty
Loyal customers to Loyal customers buy more and are less costly to acquire than
strong results new customers.
Lower employee Replacing employees requires searching, hiring, training, and
turnover dealing with lost productivity along the way.

Employees feel more connected with companies when

FTEN0eIEr G R RES customers are happier with the company.

Investment in When companies see the virtuous cycle, they will recognize
employees that they can invest more in their employees
Qualtrics

XM institute
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Temkin Group’s Four Customer Experience Core
Competencies

Four Customer Experience Core Competencies

Purposeful Leadership Compelling Brand Values
Do your leaders operate Are your brand attributes
consistently with a clear, well- driving decisions about
articulated set of values? how you treat customers?

CX Core Competencies

Employee Engagement Customer Connectedness
Are employees fully /s custorner feedback
committed to the goals and insight integrated
of your organization? throughout your organization?

Scores on Temkin Group Customer Experience
Competency Assessment

m Very Good u Okay Poor H Very Poor

Customer Connectedness 31% 19%

Purposeful Leadership 12% 33% 40% 16%

Employee Engagement 12% 30% 38% 20%

Compelling Brand Values | < 29% 37% 26%

Base: 199 organizations with $500 million or more in annual revenues

Source: Temkin Group Q1 2015 CX Management Survey Qualtrics

XMinstitute
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Figure 2
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Priorities For HR Departments
Thinking about your company's overall HR department, how
important are these areas of focus?
m Critical Very important
Employee training 41%
Recruiting and hiring 39%
Retaining key employees 35%
Employee engagement 41%
Manager training 39%
Performance review management 46%
Supporting corporate strategy 45%
Benefits management 41%
Creating and supporting the desired 229
corporate culture °
Compensation management 46%
Supporting change management
initiatives A
Building and maintaining competency )
models (A
Employee on-boarding 41%
Executive coaching 40%
Base: 300 human resource professionals who work in North American Qualtrics
organizations with 1,000 or more employees A . o~
Source: Temkin Group Q1 2016 HR Professionals Surveys XM |nSt|tute
Copyright © 2016, 2019 Qualtrics®

Figure 3
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Priorities For HR Departments, 2012 and 2016

Thinking about your company's overall HR department, how

important are these areas of focus?
[Sorted in order of difference between years]

Building and maintaining competency _ 72%

models 60%

Supporting change management _ 72%
initiatives 66%
Executive coaching I 5%
Employee training A 549
Manager training I 5%
Employee engagement I 20%
Performance review management _ 78%

74% =2016

Creating and supporting the desired _ 74%
corporate culture 73% 2012
Benefits management I 75%
Compensation management I 4%
Recruiting and hiring -_ 84%

Retaining key employees . 1%

81%
. 76%
Supporting corporate strategy 77%
- 70%
Employee on-boarding 74%
Base: 300 human resource professionals who work in North American Qualtrics

organizations with 1,000 or more employees

Source: Temkin Group Q3 2012 and Q1 2016 HR Professionals Surveys XM ”’]St'tutem

Copyright © 2016, 2019 Qualtrics®

Figure 4
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Effectiveness of HR Activities
Thinking about your company's overall HR department, how would
you rate its effectiveness in these areas?
m Excellent Good
Benefits management 44%
Recruiting and hiring 42%
Supporting corporate strategy 45%
Employee training 41%
Manager training 39%
Employee on-boarding 48%
Supporting change management o
initiatives 46%
Retaining key employees 41%
Performance review management 41%
Creating and supporting the desired e
corporate culture °
Employee engagement A2%
Compensation management 39%
Building and maintaining competency
models A
Executive coaching 40%
Base: 300 human resource professionals who work in North American Qualtrics
organizations with 1,000 or more employees u : A . w
Source: Temkin Group Q1 2016 HR Professionals Surveys XM |nSt|tute
Copyright © 2016, 2019 Qualtrics®

Figure 5
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Effectiveness of HR Activities, 2012 and 2016

Thinking about your company's overall HR department, how would

you rate its effectiveness in these areas?
[Sorted in order of difference between years]

Executive coaching _ 72%
Manager training I 7%
Employee on-boarding I 77%
Building and maintaining competency [ N NN /2%

models 59%

Supporting change management - I 75

initiatives 63%

Employee engagement

2016
i 2012

. [v)
Performance review management _ 74%

Employee training

Benefits management I 33%

Supporting corporate strategy TN 509
Compensation management I 73%
Retaining key employees A 75%

67%
Creating and supporting the desired [N /4%
corporate culture 68%

Recruiting and hiring _7732%
(]

Base: 300 human resource professionals who work in North American Qualtrics
organizations with 1,000 or more employees

Source: Temkin Group Q3 2012 and Q1 2016 HR Professionals Surveys XM ”’]St'tutem

Copyright © 2016, 2019 Qualtrics®

Figure 6
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Future Areas of Improvement for HR
Over the next three years, which HR activities will require the most
improvement in your company? (choose up to three)
Retaining key employees P %
0
Employee training TN 9%
ploy g 16%
Recruiti ng and hi ring _ 28%
24%
24%
Emplovee engagement _
ploy gag 29%
Performance review management _ 19%
15%
L 17%
Manager trainin _
g J 25%
1 . m2016
Compensation management _ 15%
17%
T 2012
0,
Benefits management _ 15%
17%
Supporting change management [N 14%
initiatives 24%
Creating/supporting the desired _ 14%
corporate culture 19%
. 14%
Employee on-boardin, _
ploy g 13%
Building and maintaining competency | NN 12%
models 12%
Supporting corporate strategy _ 11% 18%
0
Executive coaching F 10%
17%
Base: 300 human resource professionals who work in North American Qualtrics
organizations with 1,000 or more employees uaftri N . o~
Source: Temkin Group Q3 2012 and Q1 2016 HR Professionals Surveys XM |nSt|tute
Copyright © 2016, 2019 Qualtrics®

Figure 7
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Importance of Customer-Centric Culture

How important do you think it is for your company’s culture to
become more customer-centric?

0,
critcer T -
22%

0,
Veryimportant NN o9
43%

m2016
Moderately important _ 16%

22% 2012

Mildly important - 8%
11%

1%

Not important r
2%

To what degree are HR professionals helping your organization
become more customer-centric?

0,
Significantly helping _ 31%

15%

0,
Considerably helping NN o
(o]

12016
Moderately helping _ 20%

31% 2012

0,
Mildly helping B e

0,
Not helping 3%
4%

12%

Base: 300 human resource professionals who work in North American Qualtrics
organizations with 1,000 or more employees

Source: Temkin Group Q3 2012 and Q1 2016 HR Professionals Surveys XM ||’]S‘t|‘tu‘te'M

Copyright © 2016, 2019 Qualtrics®

Figure 8
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HR Involvement in Customer Experience Efforts

To what degree are HR professionals involved in your organization’s
customer experience initiatives? (of those with these efforts underway)

Significantly involved

Involved in a considerable way 33230%0
m2016
Involved in moderate way 2289%;
0 2012

Involved in a small way

Notinvolved

To what degree are the following activities underway in your company (and
are being done by the customer experience (CX) and/or HR groups)?

mHR group is doing B CXand HR groups are doing together CXgroup is doing B Not doing

Adjusting the recruiting and hiring processes to
bring in candidates that possess customer-
centric competencies

Building review processes that evaluate
employees based on their demonstration of the
company's core values

Developing employee awards to support good
customer-centric behaviors

Building review processes that ensure that
managers are evaluated based on the
engagement level of their employees
Developing employee communications that

reinforce the importance of good customer-
centric behaviors

Developing competency models for job roles
thatinclude customer-centric behaviors

Incorporating customer experience into training
and employee onboarding

Developing measurements and incentives that
reinforce good customer-centric behaviors

Base: 300 human resource professionals who work in North American
organizations with 1,000 or more employees

Qualtrics

Source: Temkin Group Q3 2012 and Q1 2016 HR Professionals Surveys XM ""'S":"tl_"'te‘M

Copyright © 2016, 2019 Qualtrics®

Figure 9
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Employee Engagement and Obstacles To HR Effectiveness

Which of the following best describes the employee engagement efforts
within your company?

There are significant efforts across the company
thatare being driven by a centralized group

There are significant efforts underway across
the company with significant coordination
across them

There are significant efforts underway across
the company with minimal coordination across
them

37%

There are limited efforts underway in different
parts of the company

There are currently no employee engagement
efforts underway

Which of the following, if any, do you think are major obstacles keeping
HR professionals like you from helping your company become more
customer-centric? (select all that apply)

HR leadership has not defined it as a priority
for HR

29%
32%

The customer experience group has not
engaged HR

28%

HR professionals do not have the bandwidth 25% 35%
(]
The senior executive team has not defined it as

a priority for the company 32%

The company does notinclude HRinits
strategic efforts

HR professionals do not have the appropriate

skills m2016

The HR organization does not have the 2012

credibility throughout the company

None of the above

Base: 300 human resource professionals who work in North American
organizations with 1,000 or more employees

Qualtrics

Source: Temkin Group Q3 2012 and Q1 2016 HR Professionals Surveys XM ”’]S‘t"tu‘te'M

Copyright © 2016, 2019 Qualtrics®

Figure 10
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Frequency and Impact of Employee Engagement Studies

How often does your company measure employee engagement?

More frequently than twice peryear

Twice per year

42%

Every year 39%

Every other year
Less frequently than every otheryear

Not at all

To what degree does your executive team prioritize taking action based
on results from employee engagement studies?

0,
Very high priority ——

15%
. L 35%
High priority TR
ghp y 32%
I o = 2016
Moderate priority 30%
37% 2012
L 12%
Low priorit _
P y 13%
L 3%
Verylow priorit
y p! y F 3%
Base: 300 human resource professionals who work in North American Qualtrics

organizations with 1,000 or more employees

Source: Temkin Group Q3 2012 and Q1 2016 HR Professionals Surveys XM ”’]S‘Utu‘te‘M

Copyright © 2016, 2019 Qualtrics®

Figure 11
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CX Leaders Have Better Business Performance and
More Engaged Employees

Compared to your industry, how would you rate the overall customer
experience that your company delivers?

One of the best inour industry 23%
CX Leaders
Significantly above average in our 270

()

industry

Somewhat above average inour

industry 20% N

About average in our industry 22%

Somewhat below average in our 50 = Other firms
industry °

Significantly below average in our 204
industry ° _

Which of the following best describes your firm's overall business
performance compared with other companies in your industry over the
last year?

0
Significantly outperformed competitors ]_ 4%

5%

0,
Moderately outperformed competitors _ 43%

23%
ECX Leaders

. . %
Slightly outperformed competitors - 9% .
31% Other Firms

0,
About the same as competitors . 3%
26%

Underperformed competitors
14%

Base: 300 human resource professionals who work in North American Qualtrics
organizations with 1,000 or more employees

Source: Temkin Group Q1 2016 HR Professionals Survey XM ”’]Stltutew

Copyright © 2016, 2019 Qualtrics®

Figure 12
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Priorities For HR Departments, CX Leaders
Versus Other Firms

Thinking about their company's overall HR department, respondents

who rate these areas of focus as very important or critical
[Sorted in order of difference between groups]

employee onbosrcing I =
Manager training RN =79
Compensation management I 2%
Benefits management _ 83%
Performance review management N 2%
Executive coaching N 73%

58% Other Firms

Employee training N o1

mCX Leaders

Creating and supporting the desired [N 1%

corporate culture 67%
Building and maintaining competency | NNRNRREE /5%
models 65%

Retaining key employees _ 87%
Supporting change management [ ENEGNNEEGEGEGEGEGEGEE 5%

initiatives 67%

Recruitingand hiring I =7°%
i I
Supporting corporate strategy 79%

82%
Employee engagement
ploye gag —77%

Base: 300 human resource professionals who work in North American Qualtrics
organizations with 1,000 or more employees

Source: Temkin Group Q1 2016 HR Professionals Survey XM |nst|tutem

Copyright © 2016, 2019 Qualtrics®

Figure 13
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Effectiveness of HR Activities, CX Leaders
Versus Other Firms

Thinking about the effectiveness of their company's overall HR

department, respondents who rate these areas as good or excellent
[Sorted in order of difference between groups]

Compensation management _ 84%
Supporting change management |GG =6%

initiatives 65%

Executive coaching I 510
Creating and supporting the desired [ NRRRR 3%

corporate culture 66%

Retaining key employees _ 83%
Employee engagement N 1%

65% Other Firms

i I
Supporting corporate strategy 88%

mCXLeaders

Building and maintaining competency || N N R 0%
models 65%
Manager training I a5
Employee training I s7%
Benefits management _ 90%
Employee on-boarding N 30

; . 1%
Performance review management

Recruiting and hiring —770/ 8%
(o]

Base: 300 human resource professionals who work in North American Qualtrics
organizations with 1,000 or more employees

Source: Temkin Group Q12016 HR Professionals Survey XM ”’]St'tutem

Copyright © 2016, 2019 Qualtrics®

Figure 14
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Future Areas of Improvement for HR, CX Leaders
Versus Other Firms

Over the next three years, which HR activities will REQUIRE THE MOST

IMPROVEMENT in your company? (Select up to three)
[Sorted in order of difference between groups]

Building and maintaining competency models ]_w 16%
()

Employee on-boarding I 7
Employee training I 330
Executive coaching _ 12%

Creating/supporting the desired corporate [ NG 16%
culture 12%

0,
Manager training _ 19%

mCX Leaders

Supporting corporate strategy _ li;{; Other Firms
()

Compensation management N 5%
Recruiting and hiring . 27%
Supporting change management initiatives B 13%
Performance review management B 7
Employee engagement N 23%
Benefits management _ 13%

Retaining key employees NN 519

42%

Base: 300 human resource professionals who work in North American Qualtrics
organizations with 1,000 or more employees

Source: Temkin Group Q1 2016 HR Professionals Survey XM ”’]Stltutew

Copyright © 2016, 2019 Qualtrics®
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Corporate Culture, CX Leaders Versus Other Firms

Which of the following do you think best describes your
company'’s culture?

Customer-centric (Our customerscome NG <>

first) 34%
Mission-centric (Fulfilling our mission _ 25%
comes first) 21%

Sales-centric (Generating sales comes || 5%
first) 8% mCX Leaders

Process-centric (Process efficiency comes [l 3%

] Other Firms
first) 7%

Product-centric (Product featuresand - 9%
capabilities come first) 14%

Profit-centric (Generating profits come 7%
first) 13%

How important do you think it is for your company’s culture to become
more customer-centric?

crtice T

16%
0,
Veryimportant 8051/0
48%
. %
Moderately important - 9% .
| 23% BCX Leaders
0,
Mildly important - 5% Other Firms
11%
0,
Not important 1%
1%
Base: 300 human resource professionals who work in North American Qualtrics

organizations with 1,000 or more employees

Source: Temkin Group Q12016 HR Professionals Survey XM ”’]S‘Utu‘te‘M
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HR Support of Customer Centricity, CX Leaders
Versus Other Firms

To what degree are HR professionals helping your organization become
more customer-centric?

0,
siniicanty heping T -
13%

Considerably helping NN 329

] 14% B CX Leaders
Moderately helping _ °

27%

45%

Other Firms

0,
Mildly helping | ER
12%

0,
Not helping 3%
3%

To what degree are HR professionals involved in your organization’s
customer experience initiatives?

L . 43%
Significantly involved °
11%
0,
Involved in a considerable way _ 30%
36%
: N s
Involved in moderate way >
38%
. 5%
Involvedin a small way - > ECXLeaders
11%
1 Other Firms
. 3%
Notinvolved ?
4%
Base: 300 human resource professionals who work in North American Qualtrics

organizations with 1,000 or more employees

Source: Temkin Group Q1 2016 HR Professionals Survey XM ”’]Stltutew
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CX and HR Cooperation, CX Leaders Versus Other Firms

The following activities are being led by a combination of

CX and HR working together
[Sorted in order of difference between groups]

Developing employee awards to support
good customer-centric behaviors

Developing employee communications
that reinforce the importance of good
customer-centric behaviors

Developing competency models for job
roles that include customer-centric
behaviors

Developing measurements and incentives
that reinforce good customer-centric
behaviors

Building review processes that ensure that
managers are evaluated based on the
engagement level of their employees

Building review processes that evaluate
employees based on their demonstration
of the company'’s core values

Adjusting the recruiting and hiring
processes to bring in candidates that
possess customer-centric competencies

Incorporating customer experience into
training and employee onboarding

Base: 300 human resource professionals who work in North American
organizations with 1,000 or more employees
Source: Temkin Group Q1 2016 HR Professionals Survey

Copyright © 2016, 2019 Qualtrics®

40%

21%

42%

24%

40%

25%

44%

29% B CX Leaders

Other Firms
39%

26%

41%

28%

32%

23%

40%

3

3
X

Qualtrics

XM institute
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Obstacles to HR Supporting CX, CX Leaders
Versus Other Firms

Which of the following, if any, do you think are MAJOR OBSTACLES
keeping HR professionals like you from helping your company become
more customer-centric? (select all that apply)

[Sorted in order of difference between groups]

The senior executive team has not defined it 19%

as a priority for the company

1

30%
The customer experience group has not _ 25%
engaged HR 32%
The HR organization does not have the _ 16%
credibility throughout the company 18%
The company does notinclude HR inits _ 21% mCX Leaders
strategic efforts

2% Other Firms

HR professionals do not have the appropriate 18%

skills 18%

HR leadership has not defined it as a priority 29%

for HR

28%

27%

HR professionals do not have the bandwidth
23%

26%
None of the above
13%

Base: 300 human resource professionals who work in North American Qualtrics
organizations with 1,000 or more employees

Source: Temkin Group Q1 2016 HR Professionals Survey XM ”’]Stltutew
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Employee Engagement Levels, CX Leaders

Versus Other Firms

Much better than other
companies

Somewhat better than other
companies

About the same as other
companies

Somewhat worse other
companies

Much worse than other
companies

Senior executive team

Extended leadership group (one
or two levelsbelow the
executive team)

Middle managers

Team leaders

Individual contributors

Copyright © 2016, 2019 Qualtrics®

How would you rate the the level of employee engagement across your

Which of the following groups of employees do you think

Base: 300 human resource professionals who work in North American
organizations with 1,000 or more employees
Source: Temkin Group Q12016 HR Professionals Survey

entire organization?

e

11%

A, 0%

32%

mCX Leaders

Other Firms

RO

i 5o

"

38%

12%

3%
4%

are the LEAST engaged?

27%

9%

m CX Leaders

24%
Other Firms

13%

27%

37%

Qualtrics

XM institute
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Employee Engagement Value and Focus, CX Leaders

Versus Other Firms

To what degree do you think that improving employee engagement
within your organization will result in the following outcomes?

[Sorted in order of difference between groups]

Increased employee
productivity

Better customer experience

Stronger financial performance

Lower employee turnover

Which of the following best describes the employee engagement efforts

Significant Efforts Across The
Company That Are Being Driven
By A Centralized Group

Significant Efforts Underway
Across The Company With

Significant Coordination...

Significant Efforts Underway
Across The Company With

Minimal Coordination Across...

Limited Efforts Underway In
Different Parts Of The Company

Currently No Employee
Engagement Efforts Underway

Base: 300 human resource professionals who work in North American
organizations with 1,000 or more employees

Source: Temkin Group Q12016 HR Professionals Survey

Copyright © 2016, 2019 Qualtrics®

92%

|

75%

93%

79%

84%

72%

79%
73%

within your company?

|

27%
7%

28%

10%
26%

10%
29%

7%
10%

Qualtrics

ECXLeaders

XM institute

Other Firms

46%

B CX Leaders

Other Firms

2019 Quialtrics®. All rights reserved.

Figure 21
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Frequency and Impact of Employee Engagement Studies,
CX Leaders Versus Other Firms

More frequently than twice per
year

Twice per year

Every year

Every other year

Lessfrequently than every
other year

Not at all

Very high priority

High priority

Moderate priority

Low priority

Very low priority

Source: Temkin Group Q12016 H

How often does your company measure employee engagement?

——

9%

I o

17%

- o

8%

To what degree does your executive team prioritize taking action based
on results from employee engagement studies?

|

10%

21%

I
.

18%

Base: 300 human resource professionals who work in North American
organizations with 1,000 or more employees

R Professionals Survey

Copyright © 2016, 2019 Qualtrics®

I

50%

mCX Leaders

Other Firms

31%

41%
29%
H CX Leaders

39% )
Other Firms
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Employee Engagement Obstacles, CX Leaders
Versus Other Firms

Which of the following do you consider to be significant obstacles to

your company's employee engagement efforts? (select all that apply)
[Sorted in order of difference between groups]

Senior executive team has notdefined itas | NG 2%

a priority 19%
Lack of a clear employee engagement ([N NN -2
strategy 28%
i I 13%
No clear owner leading the effort 19%
Limited feedback on / understanding of | N NN 17
employees 22%
HR professionals do not have the bandwidth B 0% 15%
0
Inconsistent buy-inamong front-line |GGG 19%
employees 23%

Inconsistent buy-in among leadership team I 15%

17%

Itis nota priority for the HR team ] 6%80/
(9

Inconsistent buy-inamong middle | NG 13%

managers 15% Other Firms

mCX Leaders

HR has not engaged the CX team ] 80/;0/
(o]

Ineffective internal communication efforts _ 17%

17%

Itis nota priority for the CX team B 9%

9%
HR professionals do not have the NG 11%
appropriate skills 10%

CX professionals do not have the bandwidth _7(;3%
(o]

Limited funding to support efforts I 25%

17%

Base: 300 human resource professionals who work in North American Qualtrics
organizations with 1,000 or more employees

Source: Temkin Group Q1 2016 HR Professionals Survey XM ”’]Stltutew
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Temkin Employee Engagement Index (TEEI)

@ @ 3 (4) Q) (6) )
Completely Neutral Completely
disagree agree

| understand the overall mission of my company

My company asks for my feedback and acts upon my input

My company provides me with the training and the tools that |
need to be successful

Total

Total score defines level of employee engagement:

19to 21 Highly engaged
16to18 Moderately engaged
13t015 Slightly engaged

12 or less Disengaged

TEEI Results, 2011 to 2014

Highly engaged

Moderately engaged = 2014
m2013

2012

Slightly engaged m2011

37%

Disengaged

Base: Full-time U.S. employees: 5,617 in 2014, 5,317 in 2013, 2,456 in
2012, and 2,435 in 2011 i
Source: Temkin Group Q3 2014, Q3 2013, @3 2012, and Q4 2011 Qualtrics

Consumer Benchmark Studies XM |nSt|tutem
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Employee Engagement Competencies and Maturity Levels

Employee Engagement Competencies: Five I's

Provide employees with the information they need
to understand what's expected.

'-‘1}») INFORM

Connect employees to the company’'s vision
and values.

Provide employees with the knowledge and skills to
succeed.

INSTRUCT

Allow employees to participate in making decisions about

INVOLVE how they work.

Deploy appropriate systems to measure, reward, and
INCENT reinforce desired behaviors.

Five Stages of Employee Engagement Maturity

Stage 1: Organization doesn’t view employee engagement as an
DAMAGING important activity.
Stage 2: Organization views employees as important, but doesn't
NEGLECTING expend much energy to engage them.
Stage 3: Organization views employees as very important and invests in
MAINTAINING efforts to engage them.
Stage 4: Organization views employees as a key asset and has a
ENHANCING significant commitment to engage them.
Stage 5: Organization views employees as THE key asset and this belief
MAXIMIZING is central to its culture and leadership ethos.

Qualtrics

XMinstitute
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