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Integrated Operations Model

Philips Lighting HR Services
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Case inflow HR Services Delivery Case fulfillment rate First time right
NPS

In total we

received more 8 2 0/0

than 2.000

promotors! Average
throughput time

per case 19.5

66%
hour (measured

Americas " Asia ™ Europe against center

33228

949%

21576

On average we receive 11.500 cases opening hours)

per month Global Tar

et: 60% Global Target: 80%

Incoming calls Call handling rate Payroll accuracy Data correctness

99.1% [ 99.72%

§ _—y Per month we We perform
we respond R RECGD R produce about checks on
tocalls in 11 A e & 44.700 pay slips. worker data,
secondson b _', g Our on time OM data, job
average 7 payment % is profile data,

B Americas M Asia M Europe (target 12 sec) 99.99% cost center data
On average we answer 3.500 calls
per month Global Target: 98% Global Target: 99.90% Global Target: 99.50%

* Period Q2-3-42016 and Q1-2017 Color coding against target
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HR Services Aisa Kaizen Suggestion Process # of Kaizen

LIGHT UP YEAR 2016
K !! I Z I N Rebecca | Re becca | Jason Lynn Amy Melody
Kl Melod Vick J A

Fiona elody icky ason my
aizen Idea ecord & share i ake it happen
Where you wantto improve Do not et youridea go Putyourideaintolife

N Celebrate & Recognize
i Get recognition for best
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Structure of Monthly Performance Review (MPR)

Agenda
1. Opendecisions & actions previous meeting
2. Highlights, lowlights, challenges

3

4. Currentmonth figures.

5. Financials/ Productivity

6. Concarns- cause- covntarmeasurs
7. Ao

Participants
« Service Center Manager Regional Center
* Service Team managers

* Quality Assurance Lead Regional Center
MR Content Speciaist Regional Center

Structure of bi-Weekly Performance Review (WPR)

Agenda

1. Performance Trend analysis

2. Concerns-Cause-countermeasure

3. Escalations

4. Demand from stakeholders {incl. Market updates
5. Team ARgnment

Participants
+ Service Team managars
*  Team leads f Ops leads
+ Payolilesds

Structure of Daily Performance Review (DPR)

Agenda

Chackin

Absence planning

. Customer Feedback {NPS & detractor fobow up)
Quality (FTR, Feedback from Quality monitoring)
Delivery (Cases and Phone)

Inventory of Work (WD, CMS, untouched emails)

1 Myt e et pRe—

Concerns- cause- countermeasure
. Improvement Suggestions

BNSA RN

Participants

+ Team leads | Ops keads

* R Contact Center Advisors
* Admin & Payrol Speciakists

1 Mzt o st .
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HR Services News
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