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Monthly Incentive Policy
Based on Individual – KPIs
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Overview

A unique Incentive Program to support Contact Center and Customer Support Agents!
This Incentive program will be a tool to overcome various setbacks that are unique to a contact center environment. It will be a critical link between employees and their engagement while providing SMSA a positive return on investment.
The main objectives of this incentive program are:

· Reduce employee turnover

· Increase employee loyalty

HYPERLINK "http://www.awardsnetwork.com/loyalty-rewards" \t "_blank" 
· Boost employee attendance rates

HYPERLINK "http://www.awardsnetwork.com/blog/2008/10/reduce-absenteeism-in-the-work" \t "_blank" 
· Meet Company goals

· Create a recognition culture

HYPERLINK "http://www.awardsnetwork.com/blog/2010/05/fostering-a-recognition-cultur-1" \t "_blank" 
· Increase customer satisfaction rates
· Engage Contact Center employees

Points considered in the making of this incentive program:

· Based on contact center industry best practices

· Reward and recognize employees fairly and equally

· Create sustainable employee engagement

· Align with Company’s objectives

· Showcase performer employee’s and highlight contact center’s success stories.

Incentive Components 
The incentive components are based on weights 50% for Productivity and 50% Quality. The criterion for Productivity and Quality measurement is as follows:

· Productivity Measurements:                                                   Contact Center           
· 90% Login Duration                                                             calculated by system–CISCO                       
· 95% Avg. Handling Time                                                     calculated by system–CISCO                       
(Average Hold Time - 30 Seconds/Average Talk Time - 100-115 Seconds/

Average Handling Time - 115-145 Seconds)

· 97% Answer calls “Abandoned calls shouldn’t exceed 50 calls per month “2calls per day“                                    calculated by system–CISCO                       
· 90% Activity time                                                                 calculated by system–CISCO                       
· Quality Measurements:

· 50% Quality Check: By Quality Assurance Specialist (Desk Ride & Role-Play).
· Commitment Measurements: To ensure the accuracy, we need to consider the human element in the above areas. E.g.: Misbehavior, Cleanliness, Commitment, Etc. Supervisor will monitor, evaluate and inform the agent about any deductions against these measurements.
Business Rules

· Employees covered under this incentive program are:

· Contact Center Agents including On-Floor Agent 

· Customer Care Agents

· Trace Officers

· Customer Support Agents

· Key Service Agents

· E-Care Agents

· The incentives will be calculated on monthly basis based on Individual Key Performance Indicators (I-KPI)

· Every month productivity & quality is measured for each employee and points will be assigned by each component as per employee’s job. Refer: “Measurement Components” by each job.

· The source of information will be: CISCO System, CORE System.
· Some functions will be subject to negative points based on failures “Customer Care Agents, Trace Officers, Customer Support Agents and E-Care Agents. Refer: “Deduction Components” and will not include for the Top 5.
· Each employee will be assigned a P&Q Score. 
· Employees are ranked based on net scores achieved.
The top five (5) performers of Contact Center will get:

Top 1: 1000 SAR

Top 2: 900 SAR

Top 3: 800 SAR

Top 4: 700 SAR

Top 5: 600 SAR

· Productivity & Quality Score should be 90% & above
· Next agents who get 90% & above will get SAR 400/-

· Productivity & Quality Score should be 89.5% & above. 
· Contact Center Agents: Should have only one login activity per day unless supervisor permits

· Trace Officers / Customer Support Agents  / Customer Care Agents/ E- Care Agents and Key Service Agents: Support activities (calls, coaching…) will be monitored & assigned by Supervisor 

· The balance employees will get SAR 300/- 

· Productivity & Quality Score should be between 84.5% & 89.49%. 

· Contact Center Agents: Should have only one login activity per day unless supervisor permits

· Trace Officers / Customer Support Agents  / Customer Care Agents/ E- Care Agents and Key Service Agents: Support activities (calls, coaching…) will be monitored & assigned by Supervisor 

· The balance employees will get SAR 200/- 

· Productivity & Quality Score should be between 79.5% & 84.49%. 
· Contact Center Agents: Should have only one login activity per day unless supervisor permits

· Trace Officers / Customer Support Agents  / Customer Care Agents/ E- Care Agents and Key Service Agents: Support activities (calls, coaching…) will be monitored & assigned by Supervisor 
Employees Not Eligible:
· Employees whose P&Q score are less than 79.5
· Employees under probation period (3 Month Period)

· Employees having warning letter for the month.
Measurement Components
	Contact Center Agent
	Components
	Target
	Average

	Productivity
	· 90% Login Duration                                                             
· 95% Avg. Handling Time                                                     (Average Hold Time - 30 Seconds/Average Talk Time - 100-115 Seconds/Average Handling Time - 115-145 Seconds)

· 97% Answer calls “Abandoned calls shouldn’t exceed 50 calls per month “2calls per day“      
· 90% Activity time   (Ready time, Reserved )
· Not ready 10%                                                                                                                 

	90%
	

	Quality
	
	80%
	

	Exception
	Training

Meeting with Supervisor

 or any department needs
	
	+ 0.5% for each 1 hr.

	Deductions
	 Personal Calls 
	
	-0.5% each personal call

	
	Customer Complaints
	
	-5.0%

	
	Invalid Tickets
	
	-1.0%

	
	Spot Check
	
	-2.0%

	
	Wrong Treatment
	
	-2.0%

	
	Not achieving calls handled target
	
	-2%

	
	Using transfer status
	
	-2%

	
	Absent without planning
	
	-1%

	
	Y…….
	
	…..

	
	Z…….
	
	…..

	P&S Score
	
	
	<99.9%>


	Customer Care Agent
	Components
	Target
	Average

	Productivity
	Handling minor complaints 92%
Major complaints 80%
	
	

	Quality
	
	80%
	

	Deductions
	Late Coming
	
	More than 10 minutes with -0.5%

	
	Customer Complaints
	
	-5.0%

	
	Invalid Tickets
	
	-1.0%

	
	Spot Check
	
	-2.0%

	
	Wrong Treatment
	
	-2.0%

	
	Early Leaving
	
	-0.5%

	
	Leave: Sick Leave/Absent
	
	-1.0%

	
	Y…….
	
	…..

	
	Z…….
	
	…..

	P&S Score
	
	
	<99.9%>


	Customer Support Agent 
	Components
	Target
	Avg.

	Productivity 
	*Answering and support 95% of incoming support calls from CS agents. Weight 30%
*98% of Core tickets assigned to SUP agent to be resolved.  20%
*95% of tickets to be resolved within 2 business days.  20%
*4 agents to be trained monthly ( 1 agent per week )   30%
	90%
	90%

	Deductions 
	Late Coming
	
	More than 10 minutes with -0.5%

	
	Customer Complaints 
	
	-5.0%

	
	Invalid Tickets
	
	-1.0%

	
	Absence
	
	-1.0% 

	
	Wrong Treatment
	
	-2.0%

	
	Mystery Caller 
	
	-5.0%

	
	Early Leaving
	
	-0.5%

	
	Leave: Sick Leave/Absent
	
	-1.0%

	
	Y…….
	
	…..

	
	Z…….
	
	…..

	P&S Score
	
	
	<99.9%>


	Trace Officers
	Components
	Target
	Avg.

	Productivity 
	Ticketing system
	90%
	90%

	Quality
	Response Rate
	10 Days 
	10 Days 

	Deductions 
	Late Coming
	
	More than 10 minutes with -0.5%

	
	Customer Complaints 
	
	-5.0%

	
	Invalid Comments
	
	-1.0%

	
	Mystery Caller
	
	-5.0%

	
	Wrong Treatment
	
	-2.0%

	
	Early Leaving
	
	-0.5%

	
	Leave: Sick Leave/Absent
	
	-1.0%

	
	X…….
	
	…..

	P&S Score
	
	
	<99.9%>


	E- Care Agents
	Components
	Target
	Avg.

	Productivity 
	Answering 92% of incoming tweets ,mention and comments from Social Media channels (Twitter, Facebook ---ets)
	
	Avg. Response rate:   92%

Avg. Response time:  30 minutes

	Deductions 
	Late Coming
	
	More than 10 minutes with -0.5%

	
	Customer Complaints 
	
	-5.0%

	
	Invalid Tickets
	
	-1.0%

	
	Leave: Sick Leave/Absent
	
	-1.0% 

	
	Wrong Treatment
	
	-2.0%

	
	Mystery Caller 
	
	-5.0%

	
	Early Leaving
	
	-0.5%

	
	Leave: Sick Leave/Absent
	
	-1%

	
	Y…….
	
	…..

	
	Z…….
	
	…..

	P&S Score
	
	
	<99.9%>


Deduction Components 
(Trace, Support, E-Care agent)
	SN
	Components
	Points

	1.
	Leave: Sick Leave/Absent/Vacation/Emergency Leave
	Annual Vacation/Emergency Leave deduction with 0.5%  /SL minimal deduction 

-1%/Absent deduction -1%

	2.
	Punctuality: Late coming based on "Login Report"/ "Finger Prints"
	more than 10 minutes with 

-0.5%

	3.
	Misbehavior 
	-5.0%

	4.
	Clean Desk Policy: Paperwork, Trashcans  , Trays , pending issues 
	-1.0%

	5.
	Image/Appearance 
	-1.0% 

	6.
	Customer Complaint
	-1.0%

	7.
	System Misuse 
	-5.0%

	8.
	Invalid Tickets
	-100%

	9.
	Mystery Call
	-2.0%

	10.
	Spot Check
	-5.0%

	11.
	Wrong Treatment
	-2.0%

	12.
	Early Leaving
	-2.0%

	
	
	


Criteria for Assessment - Trace

	Overall Percentage
	Amount

	90 & above
	SAR 400.00

	80 up to 89
	SAR 300.00

	Below 80
	NIL


Note: - Figure in fraction will be adjusted to round figure.

Measurement formula for Overall Percentage

{(Callback % + Case resolution %) / 2} – Deduction %

Conversion table for Case Resolution Average
Area – 1
	Closure Percentage (Based on Core Report

	Assessment Percentage



	90 and above
	100%

	85 - 89
	95

	80 - 84
	90

	75 - 79
	85

	70 - 74
	80

	65 - 69
	75

	60 - 64
	70


Area - 2
	Closure Average Days 
	Assessment Percentage

	Less than 10 days ((based on CORE report)
	100%

	10.1 – 11 days
	95

	11.1 - 12
	90

	12.1 - 13
	85

	13.1 - 14
	80

	14.1 - 15
	75

	15.1 - 16
	70


Overall percentage = (Area 1 + Area 2)/2
Incentive Policy Exceptions
· When staff called within duty hours for training, meeting or any department needs, 
0.5 % will be compensated for each 1 hr. 

· Staff should achieve Target of 130 calls as monthly average of handled calls (calls average/130) ,non-compliance to this target lead to 2% deduction.

· Staff failure to achieve monthly incentive will be subject to disciplinary action: 
1st failure = counselling letter, 2nd failure = 1st warning letter …etc.)

· 0.5 % deduction from staff incentive for each personal call found within the monthly quality checks. 

       

In the existing incentive policy, the following points has been reviewed and approved:

1. Unify weight in all deduction tables.

2. Average Hold Time should be applied in next phase effective from June 1, 2013  and keep Average Handling Time 150 Sec because it is already included in Average Handling Time

3. On-Floor Agent not eligible for Top 5.

4. Contact Center Agent has to Logout with Supervisor Permission and Permission Sheet should be provided for audit.

5. Trace Target Table should be included.
6. Web Manifest Target Table should be included.

7. Leaving early and reporting late deduction 0.5%. (Deduction Table)
8. In case of annual vacation in between 2 months, the month with more days leave will be considered not eligible for incentive. (e.g., 10 Days from March and 15 days from April. Month of April will be considered as not eligible).

9. Absent without planning – 1% (Deduction Table)
10. Annual Vacation should be deducted with weight 0.5%/day and to be covered by 10% from company bonus.

11. Sick Leave Minimal Deduction 1% (Deduction Table)
12. Late Reporting more than 10 Minutes  deduction will be -0.5% (Deduction Table)
13. Need to set-up criteria for On-Floor Agent (Measurement)

14.  If more than 1 agent having the equal performance will be entitled for TOP 5 category.

15. If there is any fractural result 0.5 or more will be considered 1 as round figure.

Other Areas
· The policy is 100% based on Individual KPIs and replaces the existing policy

· The incentives will be calculated on monthly basis and will be paid in the following month’s salary. E.g.: December 2012 incentives will be paid in January 2013.

· The policy will be reviewed every six month and will be subject to change/modification/enhancement
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