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Protecting
your most
Valuable Assets

“The first step to retentionis to ask how are
you doing”



Protecting your Assets

Well trained, quality employees are one of your company’s
greatest assets. Measuring your employees’ perceptions of
your organization on aregular survey cycle can help you to
reduce turnover rates and avoid costly training of new
employees.

Knowing the perceptions of your employees about training and
policy issues such as safety, discrimination and harassment
can provide the information you need to proactively educate
employees and perhaps prevent costly legal matters.

Quite simply, employees represent your company, your
products and your services — they are the face of your business.
Employees also influence the perceptions, attitudes and buying
behaviors of your customers

Your organization is evolving everyday. Think about all the
changes that have occurred within your organization over the
last 12 months. Your superstar managers are being promoted;
their replacements may or may not be up to the job. New
policies and procedures are being implemented that may be
counterproductive. Have your new hires received the same
guality training given in the past? Are you going to lose
employees and customers to the competition?

Itisgood business to have aprogramto keep youintouch
with your employees and customers on ayearly basis. The
correlation between Guest Satisfaction and Employee
Satisfaction is undeniable. Too often in this fast paced
environment, guests will be asked daily for their input and
employees,(the ones responsible for satisfying the
guests),are never asked. Itis notimpossible, but highly
improbable for an unhappy employee to deliver a high level
of service to your guest.

Business today is dynamic with a steadily increasing pace of
change. Timely and actionable information is the best way to
combat the elements.



Employee Opinion Surveys

............Actionable Data

Employee Opinion Surveys

Successful organizations all have key characteristicsincommon —
they work together to address problems and create a positive work
environment. An employee Opinion survey enables asuccessful
organization to operate more efficiently through the use of worker
input and satisfaction ratings.

Employee Opinion surveys are studies of employees’ perceptions and
perspectives of an organization. The surveys address attitudes and
concerns that help the organization work with employees to instill positive
changes.

Employee Opinions are Reality

...in their minds
.untilitis changed

Employee Opinion surveys increase productivity. Thisis necessary during
periods of decreased productivity, for organizations with a limited budget,
or generally anytime management believes organizational output can and
should be improved. Furthermore, if there us a specific reason for low
productivity, such as high staff turnover or poor communication, an
employee Opinion survey can help identify possible solutions to these
problems.

Employee Opinion surveys are valuable tools when thereis a change in the
status quo. These changesinclude areorganization of the company, an
introduction of a new product or service, company relocation, a change in
policies, or a period of rapid growth. Inthese situations, organizations
must learn to work and communicate with employees to insure that the
results of these changes will be positive. Opinion surveys give employees
avoice to assistin making these transitions as smooth as possible.

Additionally, Opinion surveys can set benchmarks for the future surveys,
which will allow more in-depth data and the ability to measure
improvments.



Results from Surveys

Through these surveys, organizations can become more productive, plus
serve as a basis for quality improvements. By identifying areas of inefficiency
and acting on performance barriers identified by employees of all levels, an
organization gains a fresh and different perspective.

Furthermore, when an employee Opinion survey is conducted in
conjunction with acustomer satisfaction survey, disjoints between
employee viewpoints and customer viewpoints can be identified.

Research has proven that wholly engaged employees tend to be more self-
motivated, reliable, and have higher levels of organizational loyalty.
Additionally, studies have revealed that an engaged personnel tends to retain
employment and has fewer absences. Plus, these engaged employees have
higher levels of customer approval and service quality and they regularly
achieve, and often surpass, goals.

The information garnered from employee satisfaction surveys can give you the
management knowledge that directly impacts the bottom line and fosters
positive employee relations in any or all of the following ways:

Identify cost-saving opportunities

Improving productivity

Reducing turnover

Curbing absenteeism

Strengthening supervision

Evaluating customer-service issues

Assessing training needs

Streamlining communication

Benchmarking the organization’s process in relation to the industry
Gauging employees’ understanding of, and agreement with, the company
mission

Guest and Employee Satisfaction

are directly Linked!




Employment Trends

A number of key workforce trends have emerged and recently
published;

e Theincrease inthe number of new employees entering
the workforce each year versus those retiring is
declining steadily. America will experience its first net
decrease in 2012.

e The national unemployment ratesinclude 16-19 year
olds, a group with rates typically three times higher
than the national numbers. Yet, college graduates have
unemployment rates that are typically half the national
numbers.

e Acrossthe country, 750,000 employees voluntarily quit
their jobs every month.

e Onaverage, employees stay at a job for 3.4 years —a
declining term in every industry except government.
What's more, employers should note that retention
does not equal loyalty.

And what about the ROI?
e |tcostsapproximately six months’ salary to replace an
hourly employee.

e |tcostsapproximately 18 months’ salary toreplace a
salaried employee.

When companies understand employees’ concerns,
employees stay longer because they want to and the company
avoids costly turnover, allocating more resources for growth
in areas such as marketing, sales and customer service.
What’s more, truly engaged employees will go the extra mile
to make customers happy and recommend the organization to
prospective employees.




SURVEY

PROCESS

Although each employee Opinion study is tailored to meet the needs of an individual
organization, in general, they are aimed at all aspects of the employees’ jobs. The study
analyzes everything from an employee’s workload to their relationships with coworkers
and superiors to their salary to company policies and anything in between. Studies can
range from focused (targeting specific problem areas) to general (overall employee
input).

The survey process is defined by six primary steps;

Survey Step 1: Clarify Scope & Purpose

Survey Step 2: Survey Design

Survey Step 3: Survey Administration

Survey Step 4: Processing & Report Generation

Survey Step 5: Management Review-Understanding Survey Results
Survey Step 6: Feedback to Staff/Improvement Planning

Step 1: Clarify Scope & Purpose and Communicate

CST International will work with you to lay down the foundation for a successful survey
process. Thisincludes: understanding your expectations, recommending the survey
best suited for your needs, confirming related costs, and establishing a timeline.

The survey process and timeline should be clearly communicated to all employees.

One important factor in deciding to conduct and EOS is management’s willingness to
support the survey and to respond appropriately to feedback. Management must clearly
articulate why the survey is being conducted and how the information will be used.
Failure to do so may limit responses and/or bias results.

Step 2: Survey Design

This is the most detailed part of the process. The final document must be one that each
employee, from General Manager to each member of line staff feel completely
comfortable completing.

Some General Design Aspects to be Considered are;

Client Survey Methodology (Paper/Pen, Internet, Mail Service)
Survey Cycle Commitment (e.g. all locations, Baseline, Quarterly)
Number of Locations and Employees to be Surveyed

Number of Questions/Categories/Work Groups on Survey

Linkage of Survey to Internal Organizational Program

Foreign Language Translations

Reporting Structure (Number of Corporate, Divisional and Location Reports
and Custom Reports)

9. Feedback and Action Planning Processes

10.Timeline for Completion of all Processes
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