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Group Workplace Management

Nordeom

Ambition

To develop and provide
modern facilities and
exceed end-user
expectations to our
services — hereby fully
supporting Nordea’s
Relationship Banking
activities.
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Baggrund

At overga Nordea medarbejdernes forventninger til de services de oplever pa
arbejdspladsen:

« Samarbejdets primeere KPI er relateret til medarbejdernes oplevede tilfredshed med Facility
Services

* Service leverancen er bygget op omkring en Output baseret lgsning

Pa en gennemsnitsdag har medarbejderen 9 Work Journey Touch Points:

CONSUMER FOCUS

Having
Being in the Getting Working at Going for meetings,

building hot drinks your desk lunch conferences,
events

Receiving &
sending mail
& packages

Leaving

Arriving Entering
work

at work the building

Touch Points

Work journey

THE POWER OF THE HUMAN TOUCH




Agenda

Nordea Group Workplace Management Strategi
Baggrund

Konceptet - Work Journey Touch Points

Rapportering - Consumer Experience Survey via Insight@ISS

Handling - Consumer Experience Survey

THE POWER OF THE HUMAN TOUCH 3




Konceptet

Work Journey Touch Points

« Tilfredshedsundersggelsen er opbygget sa den afspejler de Touch Points medarbejderen oplever
| deres dagligdag

« Forskellige serviceleverancer influerer pa medarbejdernes oplevelse hvilket er indarbejdet i
undersggelsen

Work journey

|CONSUMER FOCUS

Having
Entering Being in the Getting Weorking at Going for meetings,
the building building hot drinks your desk lunch conferences,
events

Receiving &
sending mail
& packages

Leaving
work

Eksempel

Cleaning Catering Canteen Maintenance Security Mail Reception Landscaping

| SERVICE/CUSTOMER FOCUS |
Facility Services
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Konceptet

Consumer Experience Survey (CXS)

Qualifying question ﬂ Survey question Free text field - Importance question
GOING FOR LUNCH
Going for
lunch
Yes
Do you eat the food served/offered in the canteen? No

No canteen on site

‘Why do you not eat the food served/offered in the canteen?

Neither | don’t
. N e f q satisfied " Very on
How satisfied are you with: Dissatisfied Satisfied , knowi/not
dissa ed nor satisfied

applicable

dissatisfied

The presentation of the food?

>0l The tastiness of the food?

The variety of the food?

The service-mindedness of the canteen staff i.e. their attitude, responsiveness,
efficiency?

Please feel free to elaborate:

IMPORTANCE

Neither | don't

know/not

Very

i i i ?
How important are the following services to you? A

Important

applicable

unimportant

Exterior grounds & landscaping

Reception

Cleaning

Hot drink machine

3
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Rapportering

InSight@ISS

dashboards som giver et mere detaljeret indblik.

Satisfaction Matrix [CX5)

Details - Service Area
Comments [CX5)

Development - Work Journey
[CK5)

Work Journey Report - Mordic
(CX5)

Details - Work Journey (CX5)

Development - Service Area
[CXS)

Work Journey Report - Survey
Round [CX5)

Details - Services (CX5)

Control - Data Quality 1 (CX5)

Work Journey Report - Country
(CX5)

Details - Unsatisfied
Respondents (CK5)

...... -
cece0 -0
®@ese - e

Control - Data Quality 2 (CX5)

Work Journey Actions [CXS)

=1

Details - Score Distribution
(CX5)

Control - Data Quality 3 (CX5)

Insight@ISS tilbyder 6 primaere dashboards for at give overblik, samt 14 supporterende

Details - Work Journey

Service Importance Grid [CX5) Comments [CX5)

_—
—_—

Details - User Groups [CX5) Details - Survey (CK5)

1 ‘ L

Basics
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Rapportering

Satisfaction Matrix

* Matrix strukturen giver indblik i resultatet for det enkelte Touch Point i relation til service

omraderne

- Satisfaction Matrix (CXS)

Satisfaction Matrix

Service area

Work Journey

Entering the
building

Working in the
building

Being in the

Arriving at work building

Getting hot drinks

3,54
4,49 3,74 3,71 3,24
415
4,50
4,00 342

3,64
T I S 2 I S

Survey round

2014-Q3 -

Having meetings, SCORE Indicator
Going for lunch conferences, Leaving work - oo
events Service Area 155 [KPI1) -
Country
Denmark -
3,85 Location
User group
3,67 3,04 1A -

/
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KPI score

/

Filtre gor det muligt at forfine data
udtraekket




Rapportering

Country Performance - Overview

« Sammenligning mellem lande, med muligheden for vidensdeling

« Skal ressourcer fordeles anderledes mellem de forskellige Touch Points?

Country
Denmark
48 B Findand
W ooy

- Work Journey Actions (CXS)

Areas for best practice sharing Areas for continuous improvement

3 Highest Scores 3 Lowest Scores

= ! Entering the building - Denmark 4,40 = 1
g 2 Arriving at work - Denmark 415 g 2
H H
=] 3 Leaving werk - Denmark 3,93 a 3
b 1 Entering the building - Finland 418 1 3,13
z 2 Receiving & sending mail & packages - Finland 3,86 = -
g = 3 Being in the building - Finland 3,74 g & 3
é §, I Entering the building - Norway é s. 1 Hav
= 2 Going for lunch - Norway 5 2
- 3 Being in the building - Morway = 3
c 1 Entering the building - Sweden 443 c 1 3,36
; 2 Going for lunch - Sweden 410 § 2
L] 3 Ariving at work - Sweden 4,01 L] 3 Ha en
28
26
Arriving at work Entering the building Beinig in thie building Gotting hot drinks Working in the building Gaoang for unch Having meetings, Receiving & sending mail Leaving work
canferences, events & packapes
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Rapportering

Survey Round

« Malinger over tid, giver mulighed for at validere effekten af initiativer relateret til de enkelte Touch
Points

Work Journey Report Graph - Survey Round

Z\

Survey round

207401

mdevalue KPI

16 M4 (3,58)

Initiativ?

Axmiving at work Entering the buildmg Being in the building Getting hot drinks Working in the buibding Goang for umch Having meetings Feceiving & sending mail Leav

. ing work
conforences, cvents & packapes
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Rapportering

Service Importance Grid

« To-dimensionel perspektiv pa service tilfredshed og vigtighed giver et hurtigt indblik i hvor der

skal prioriteres
Forbedre
| Fasthold
tilfredshed tilfredshed

2014 (3,58

Flyt
ressourcer

24 (3,58)
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Handling

Consumer Experience Survey (CXS)

STEP 1 | Dashboard Insight@ISS

Insight@ISS levere FAKTA:
- Dybere forstaelse for behov
» Identificere forskellen mellem hvor vi er, og hvor vi skal vare

STEP 2 TEAM insight
Resultaterne fra CXS kan ikke sta alene. Kendskabet fra det lokale team er
nagdvendigt for at:

- Analysere og forklare baggrunde for scoren, lave savel som hgj
- Forstaelse for kommentarer og deres implikationer

STEP 3 ' CXS action plan

Identificering af fokusomrader der udmenter sig i:
 Konkrete handlingsplaner
+ Opfelgning via naeste CXS

STEP 4 | Kommunikation

Alle handlinger kommunikeres til medarbejderne for at:
« Synliggere engagement

« Anderkende resultater

+ Oplyse hvilke handlinger der foretages




Handlinger

Eksempler fra virkeligheden
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