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C ARLKHEELTHAANTRE FERE

Bad customer experience on waiting too much fime

on the hotline
* HEEZE LA BHRM A
Sometimes even can not get contacted to HR
Hotline
XHRR 3t
* BEPHEERAESK
Low score on the client satisfaction survey
¢ R EWRER X HRI & RS0 400" A
5] % 7H
The amount of missed calls make a negative impact

on HR Direct performance
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* ERRBEMARENEEET, TIEA[FZ8:30-17:00
HEAREHENE R, X5ERFRAFTRE,

In the hotline, the working time is 8:30-17:00 without break time

information, which is different from the actual situation.

* REWIENSVARERSEERNSNZ N ZHABEX
T, REBANF AT mER LRSS FEER 5 MAR
i EF .

There’s no linkage between hotline extension and tier 1’s own

extension. So the caller has no idea tier 1 is busy on our line.

* EEREHAWREWT) £FEHETHRSE,

Voicemail functionality(EWT*) doesn’t work well.

* AARFEERSWEHEHFERUERSFF.

No backup in HR team activity

® BN ] HE A

Clients can’t know where they are in the queue

Bl B AR AR

® GPDLFiALPDIA fk— 2k, RELLEHF KiLGIM
FHEE LI L. RNBEFZELZRSFCN
R A T 48 MR B A R — B
1) BIRIES &40 o0 B INEWT R & (B34 1% i 1))
2) IR AN FEFHF2BASD W R B, H#%
HNTEH B A
GPD aligns with all LPDs and take necessary steps to
get it in place by GIM. The ambition is to align cross SC
with the recommended set up as follows:
1) Remove EWT (Estimated Waiting Time)
2) Offer voicemail to all clients after 2x45
seconds™®
¢ EHRFNLRE, EHTUEEEE
Re-record the hotline recording
R R E E AT E R AR
Determine the phone calling back SOP

EWT: System calculates it based on average of all calls waiting time from
midnight to midnight (24 hours) last day automatically. It depends on number

of calls per day and how long the waited in the queue
2x45 seconds = 2x30 seconds MOH + ’'agents busy’ recordings
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Have a survey with target employees about their
Q experience about the voicemail
s
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HR
C REBEM, EEABLEFRTAEALE

See if any improvement on Handle Ratio via data analysis

02

c BAREREZTEH

Double check the operation is conducted in the correct way

o B REOR A Rl K — 38 S o

Email notice for every missing call for further track



PROVIDE WORLD CLASS SERVICE

¥ B R G 5] R Low Priority

On time Resolution Tﬁﬁ’ﬁﬁ%é}(

— 2% |B] 7R AR R R Client Satisfaction
i Tier 1 Resolution ' EPHREE




CI: fl% Bﬁ]‘%ﬁ% l\EJ 7@ Total Ticket: 1235

Employment Administration Payrall f Payslip Recruitment & Onboarding

Payroll Calculation & Payment,
52

Payslip, 17 Recruitment Requisition, 127

Payrollf Social Security

. . . Ferformance
Employment Letters, 227 Taxation, 96 Payslip, 26 & Pension, 11 s

Benefits & Health Onboarding, 28

L

Position & Organisational Data,

e Other Benefis, 80

Personal Data, 102 Termination, 11 Lifef Medical Insurance, 93 Pension, 7

B Employment Administration W Payroll / Payslip B Benefits & Health B Recruitment & Onboarding ™ Development B Time & Leave

Mot assigned Other Learning Compensation Relocation & Immigration Global Mobility
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CI: % B # wt [ R

Subcategory Jan | Feb | Mar Total Apr
Taxation | 73 | 14 9 96 10
Compliant 30 11 9 50 10 Jan Feb Mar Apr
Payroll
% | 41% | 79% [100% | 52% | 100% Specialist 14 4] 56 37
b= = —) Compliant 42 20 53 36
. —_— _— —_— _— q
| |
Subcategory I Jan Feb |l Mar Total Apr Total 490 287 408 337
| Ticket % 23% 14% 12% 11%
Time Sheet || 27 | 10 | 21 58 13
I 1 Compliant % 37% | 49% | 95% 97%
% I} 33% | 50% :86% 55% | 100%
h —_— _— —_— _-
Subcategory Jan Feb Mar Total Apr Priority Avg Lead Time(D) Ticket
L'f:é Ut’;i‘i':‘“' 22 | 15 | 56 93 17 Normail 4.08 5
- -
Compliant 17 11 48 76 17 Low 5.13 6
% 77% | 73% | 86% | 82% 100% Low 16.37 6
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Understand the onboarding process and voices from new hires

X

M H R TR
WHE R

Analyze new
hire onboarding
survey result

X

AT R T A

EWFER

Analyze EES
result

X

237 # R LW

HR R 45 & K
Analyze HR

ticket
distribution
from new hire

X

XTHR A 3 A A
RAFHATE R

Interview process

owners within HR

X

A1 XE AT

External
benchmarking
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¥ T BRI A [El B & Response Rate : 66.7% (54/81)

B ¥ % I, Highlight

3k Bk Challenge

« BT RS R44 (1-5)
Overall evaluation score is 4.4(1-5)

* EANHR/ARAR TR HBENRIH R AAHE
Pre-onboarding experience is satisfactory with
communication from HR /people leader

* 98 9 By Pk 20Uk R IR A5 3T R TN
98% buddy assignment and new employee recognize it

c BB AR ERER L AT 98%

Regular review initiated by line manager to support new
employee

& /RENRIEI R E L E(89%
89% online /classroom Induction completion rate

* 83%Y 7 R TN T R TR (11%80 37 7 T An A5 1
i = AN A ERANF R TR
83% new employee recognized NEO(11% joined company
less than 3 months who didn’t join NEO yet)

« B F1 3% A Hardware and authority
© B — RAA20 0 R TR % 3K DA /4 fE -~ S
KA/ B A

42% new employee didn’t get laptop/smart card or
related Authority /software installed at first day

* ﬁ)ﬂﬁﬁﬁ Probation Review
$17%b0 3 B TR B BT SO E AR

17% new employee not clear about his probation
performance target

* N3 | Induction
© LA = BIINERIE ) DLRCE T E R R A5

Feedback for an earlier Induction and additional topics to
be covered
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AN IR 1 5 R
|/ Exomal Trend

e BB & Email contact (82.1%)
NIRRT o KA1 %1 Health check(74.9%)
Pre-\Onboarding o & % iF V4 1 Regular call(60.6%)
o &4 TR At Wb 4T E B AT 52 B V4 3 Business
project update(33.1%)

*  AEl1t %] Onboarding Plan(40.8%) * XA P For managers:
* % F NJER Digital Onboarding(34.6%) e ANHFI#E Pre-onboarding comms
o X% [E FE 21 Meeting with stakeholders o W% Welcome lunch
ANER B o IF A KM R, Formal Welcome(37.6%) s H <7 FE =N T2 Recommend
Onboarding Day R E Welcome letter(49.7%) stakeholders to meet
* R F A&/ U % Welcome lunch/dinner(44.5%)
o ANEIZI| Induction(27.1%) * A E 4 Onboard package:
. ... e WM 1Z Welcome letter
o N7 F H %L i Company custom gift(11.6%) o A4 # Gift package

o AFRIZI Induction(98.9%)
*  TUE#F 2, @ 3% Pre-survey or interview(50.1%)
* R4 X F 3 Blended learning
« Z IR 4T £ 7 L £ AL Diff facilitators
for diff topics
o Z I % Mentorship (42.1%) Fatk buddy (27.9%)

From HREC report ‘ 1 W 37 7 TN\ R & FE Fo i 1)) 5 7 1 7K & /15

AR
After Onboarding
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I E B A%

E TR T BRI

Improve onboarding
experience for new hires

NI &, Onboarding ritual

oERERENSS A

Communication and information
fransparency

NER B2 7+ 2% Induction upgrade
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¥R T PR 2 G/ A E A R
New Hire FAQ quick guide/ Manager Performance/ Probation Review

Checklist Communication

AENRE

Local Induction
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Hr e X

NHR J& After Onboarding

myLink J #y 2 28 & 2 NI By R b 3 B T AR AT R P
Manager Checklist in Welcome letter in C-trip account notification to
my Link @ Onboard Package new hire
X Webex NEO
> A NS N . . .
B, fio A0 AR R VE & NIRRT 7 T H 6] AR A - EHEMFT & Update the framework
PC and smart card New Hire FAQ in Onboard ;;fif,d; R —
. - 1= D1 HY BA N =1
prepa raﬁon PGquge & Orbis G rotated trainers G
: \ F2F #71 7 T N FR &)
;E\ /ﬂij—lﬁ é/g %L Lll'@ /@_\ Refl’eShed - ¥ #H % H Update framework
£t package - %3 :'%Tfé‘éﬂwl Uﬂi)(—fa'—aiiw WA R
gl # LT h il Uﬂiﬁ = En.goge r.1ew hir? and
C/ Lo G
2231 1 T By AR R 2 B B R
Probation review notice to new
hire
 BRA TN ATV 25 B3] B R T 3 L PR AR A N



