
Together with Enlighten, the client was able to achieve the following within six months:

VISIBILITY BREEDS SUCCESS: 
HOW WE MAXIMSED PRODUCTIVITY 
LEVELS TO ACHIEVE EMPLOYEE AND 
FINANCIAL IMPROVEMENTS 
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Employee engagement 
increased from a score of 
4.01/5 in the first survey, run 
in the third week of the 
project, to 4.16/5 in the 
second survey, run in the 
sixteenth week of the project.

Increased employee Productivity
engagement boost

Net
 savings

for a key business division 
increased from 1.56 hours 
to 2.35 hours per day per 
FTE, while another division 
increased from 2.03 hours to 
2.23 hours.

 
in a saving of $2.69 million 
annuali�ed from cost of 

 yet employee 
sed from a 

score of 4.01 to 4.16 out of 5.

:



Prior to engaging Enlighten’
client lacked efficient resources to quantify 
performance and analyse a range of data, such 
as productivity. The company was struggling to 

and needed to reduce shrinkage while achieving 
service levels. 

Achieving results across key business metrics 
By employing Enlighten’
Control, managers were able to determine 
current work output, per team member and per 

y.  To eliminate 

Moreover, the managers used the intra-day 
scheduler to calculate how many reps were 
required to take inbound calls during each hour 

EMPLOYEE EMPOWERMENT DELIVERS RETURNS

improvement.
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of the day in order to reach service levels. 
When an excess or shortfall of capacity was 
realised during certain hours of the day, they 
utilised the Loan/Borrow tool in Enlighten to 
shift resource hours to and from the hotline 
and processing teams.  During a shortfall of 
capacity, this ensured that service levels were 
maintained.  During hours of excess capacity, 
this ensured that waiting times remained low 
and efficiency remained high. 

With these tools and knowledge, the 

higher performing team, the company has 
enthusiastically seen an increase in customer 
satisfaction levels while realising net savings. 


