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I From SSC Report: Challenges We Face
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I From SSC Report: Enhance HRSSC Core Value
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I From SSC Report: Limited Career Path
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* ROBOT process automation and
ARTIFICIAL INTELLIGENCE

* DATA Analytics for Customer Behavior

* SERVICE QUALITY is key product and
branding for future




If We Delight Employees?y
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What People Need in VUCA?

e Customer
— Customized Service
— Know me well not only service

b X

Customer
Experience

Data Usage
& Analysis

e Team
— Customized Career Development
— Aimed self-growth plan

People Knowledge
Retention Accumulation




Start with Competency — Culture\Capability\Future
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Roadmap of Competency Model

oryim

Organization Diagnose

Current status

>

Development Plan

Put into practice

.
.
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FARY

Job Analysis

Strategy and Culture

Competency Model

Final version by POSITION

Market Benchmark

Something we can learn



Competency Output — Result/Definition/Description

- Work as ONE team, with team interest come first
- Proud in membership of the team
- Treat all people with dignity and respect regardless of background

Team Work

Awareness

Proactive Learning

Team Work

- Proactive in participation of team activities
- Willingness in helping others when assistance is needed

e Think/act with customer first
« Solution/Decisions with high quality

+ Effective and proactive learning
Learning » Accumulate experience from work and back to work

- In-corporate team member work toward mutual goal pre-aligned with
3- all team members

Intermediate - Proactively encourage and enhance team member achieving

recognizable collaboration

* Work as One HRSC team
* Team benefits come first

|
|
m « Various solution towards final goal effectively & efficiently
|
|
|
|
|
|
|
|
|
|
|
|

4- - Proficient in partnership with cross-team members in daily operation or

Quick response Advanced through joint projects

« Skillful communication to be effective and efficient

- Effective & Efficient in corporation with cross-function and/or global
team in joint projects or routine operation
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Talent Portrait and Growth

Customer Focus

—e—[2F —e—Lync agent —e—Agent-Tom — L nc/CalI

Key Competency: Key Competency:
» Customer Focus - L3 * Customer Focus - L3
» Communication — L1 « Communication — L2
Team work communication * Learning—L2 e Learning - L3

» Agility — L2 e Agility — L2

r e Teamwork — L1 * Teamwork — L2
Duration Preferred Duration Preferred
1-2yr Abut 2 yrs
Necessary Training Necessary Training

If Tom want to grow himself to Lync agent?

Agility Learning



Lync/Call

Teamlead

B6-BJ

China HR B 6 - Reg.
Service

Head

Regional
Ops
B7-BJ

B 7-Reg

B6-BJ

B 6 - Reg.

B7-BJ

Effective Proactive
Customer Focus .
Comms Learning
2 1 1
Customer Focus Effective Comms  Team Work
2 2 2
Customer Focus Effective Comms Proactllve
Learning
3 3 3
Leadership  Effective Comms Customer Focus
1.167 3 3
Customer Focus Effective Comms Agility
1 2 1
Customer Focus Effective Comms Proact.lve
Learning
1 2 2

Effective Comms Customer Focus Strategic Mindset

3 2 1
Customer Focus Effective Comms Agility

2 3 2
Customer Focus Effective Comms Agility

1 2 1
Customer Focus  Team work  Effective Comms

1 2 2
Customer Focus Effective Comms Agility

3 3 3
Customer Focus Team Work  Effective Comms

2 3 3

Agility
1
Proactive

Learning
2

Agility
3

Team Work
3

Proactive
Learning
2

Agility
1
Proactive

Learning
2

Proactive
Learning
2
Proactive
Learning
2

Proactive
Learning
2

Team work
3

Agility
3

Team Work
1
Agility
2
Team Work
2

Agility
8

Team Work
2

Team Work
2
Agility
2
Team Work
3

Team Work
2

Agility
1

Strategic Mindset

2

Innovation
2

Innovation
2

Innovation
2

Innovation
1
Innovation
1

Team Work
2

Innovation

2

Innovation
2

Strategic Mindset

2

Biz Acumen Strateg.Md
1 1

Innovation

2

Strategic Mindset
1
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China HR Service Talent Career Path

Key Competency: Key Competency:
Customer Focus - L1 e Effective Comms - L3

e Customer Focus - L2

Key Competency:
e Customer Focus - L1

. * Effective Comms - L2 N
e Effective Comms - L1 g . Agillity-11 === & |aall* Strategic Mindset - L1
* Proactive Learning - . - — O] ive L ing - L2
BN . Proactive Learning - roactive Learning
L2 © N, Agility - L2 >

. k-LT™ c c
. ;eia“r:v\iol_rl fo)° Teamwork-12  <¢— e Teamwork-L2

stiity terred ¢ Innovation - L1 SYa]*  Innovation - 12
Duration Preferred () Duration Preferred g Duration Preferred
1-2yr 23 \bout 2 yrs Abut 2-3 yrs

Necessary Training

Necessary Training
¢ HR knowledge

Necessary Training

! * HR knowledge * Projects
*  Service manner X
s Service manner Key Competency:

L2 <«
e Teamwork - L2

Duration Preferred Abut 2-3 yrs

About 2 yrs ..
.. Necessary Training
Necessary Training .

Proactive Learning - e Strategic Mindset - L2
¢ Innovation - L2
Duration Preferred

\ p \'A
Key Competenc e Customer Focus - L3
* Customer Focus - L1 * Effective Comms - L3
Effective Comms - 22— . Agility-13
(o} Agility - L1 ~R )
pre) o0 Teamwork - L3
(10} ©
0 Al
>

HR knowledge

Visa knowledge . Proiects g
* VIP service manner ! Key Competency: 0]
Key Competency: Key Competency: * Leadership - L1 >
* Customer Focus - L2 Key Competency: * Customer Focus - L3 e Customer Focus - L3 -
e Effective Comms - L1 ¢ CUStOI:ner Focus -12 ¢ Effective Comms - L3 -c e Effective Comms -
+ Proactive Learning - : gif:;t“i,:eioe?rr:i:gl:z * Proactive Learning - 8 e Agility- L4
L1 L3 — 5 &4 -« Teamwork-L3
o Agility-t1 T > L2 * Agility - L4 @l * Innovation - L2
e Teamwork - L1 * Agility- 12 * Teamwork - L2 (o) * Business Acumen -A1
Duration Preferred : Te:amwork L2 * Innovation - L2 () « Strategic Mindset’- L1
1-2yr— W Duration Preferred = Duration Preferred
Necessary Tralning Necessary Training Abut 2 yrs . Abut 2 yrs ..
¢ HR knowledge « HR knowledge Necessary Training Necessary Tr_amlng
* Service manner . ¢ HRknowledge * Leadership management
* Emotion management «  Analytical skill « Projects
* Projects * Talent review




Customer
Focus

Effective

Team Work Comnaility

Proactive

Proactive

' Learning
Learning

Agility
F2

Customer Focus

Effective

Agility Communication

Proactive

Team Work Learning

Regional Ops Contractor

Job as Entry level

Intermediate level

- Management/Expert within HRS

Customer

Focus

Effective

Effective
Communication

Customer Focus
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Innovation

Regional Ops B6

Customer
Focus

Effective

Team work
Comms

Proactive
Learning

Visa B6



Competency Model Can be Found in

Culture/Branding Talent Hiring
Which kind of talent should we hire?
» Clear explained in JD
‘ - Well communicated with TA/HRP/Leader

-~
-

. /,r’ \-...\.1‘
Org/Job Review ' Performance Review

How to better evaluate our talent?

« Compare the individual status with competency
model through self rating, supervisor review, 360,
to have the gaps identified

Talent Development

How to develop our talent? — role base
» Customized trainings/development channel upon
performance review
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