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Contact Centres





Background


Global IT products distributor employing 1500 employees in Australia





12 month pilot extended covering all permanent and temporary staff at the National Contact Centre based in Sydney





Key Outcomes


Absence reduction of 50% over the pilot period


85% of employees support he service and consider it a great health benefit to them and family members





Benefits of Early Medical Intervention


70% of employees finding the health advice service helpful


Improved return to work outcomes for workers compensation cases


Early detection of potential work related issues
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Effective Management Tools


Reduced admin allows managers to focus on managing return to work interviews and motivating attendance.  With real-time absence reports individual and group absences are highly visible


Mangers found the Absence Trigger Notifications and Absence Assessments useful tools to support return-to-work interviews and conducting those ‘more difficult’ conversations








Proactive Absence Management


Active assessment of employees with absence patterns


Improved management information to address issues early


Real-time benchmarking of key KPI’s across all teams, departments and divisions, providing an accurate picture of causes and trends











Resource Planning


Effective absence notification improving workforce planning


Managers have access to real-time detailed absence data, including trends via online reporting


Reduced paperwork for managers and HR




















“We have empowered our managers by introducing absence management at ‘Day 1’, and a robust data reporting tool – thus leading to overall financial saving.”   Contact Centre Manager








