fmgsupport - An outstanding story of how employee

surveys have helped build a leading business...

“AW v a day’s work)’

“Communicotions are an essential
poit of e way we work:”’

“Becanse we recognise that...ounr people are owr single most important asset;
we have already made a major commitment by putting people and

resouice Usues ot tive top of ownr priorities.”’

Quote from 2007 Post Survey Communication
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Quote from 2009 Post Survey Communication

Throughout all the surveys, one of the focal
points was customer service. FMG Support is
clear that they need to provide their employees
with everything they need to deliver an
outstanding experience to their customers; they
commit to delivering world-class service.

Therefore, unsurprisingly, survey items across
the years have weighed heavily on gathering
information on what employees need to help
customers further. Initially, in 2006, 65% felt that
FMG Support gave them the support needed to
serve their customers well. With a clear focus on
improving support generally and providing
opportunity to ‘go the extra mile’ to help clients,
this increased to 80% in 2011.

FMG Support is showing a clear commitment to
developing the skills of their employees, at all
levels. Much effort has gone into effective
training programmes to ensure that talent is
harnessed. Back in 2006, just 55% of employees
felt that FMG Support gave them the training to
do their job well, but in 2011 it is a very different
story with 84% in agreement that they receive
the training they need. The introduction of a
Coaching Academy has helped to improve
individual performance and more development
opportunities are planned ahead of the next
annual survey.

The Bottom Line

Itis clear that FMG Support at the start of this
survey process showed some positive results,
but through commitment to action and utilising
the survey as a focus for where action was most
needed, they have become a leading company.
In 2006, comparative norms were used, simply
comparing FMG Support to the average
company. By 2010, results were so high that

upper quartile norms were used, comparing
FMG Support to the top 25% of companies. In
relatively little time, significant changes have
been seen in the survey results, which are
reflected in the bottom line too. Increased levels
of business and the ability to attract customers
from new areas such as the Government, Police
and vehicle manufacturers show that an
engaged workforce is able to embrace new
challenges. In turn, revenue has increased year
on year, going from £46million in 2006 to
£84million in 2010, and employee metrics such
as decreasing absence and attrition rates also
provide further evidence of employee
engagement.

Summary

It is clear that FMG Support employees are
engaged in the workplace: 90% feel positive
about working for the company, 89% are proud
to work there and 85% would recommend it as a
good place to work to family and friends. This is
a marked improvement from the results of the
survey back in 2006. As a result of continued
commitment to the survey process and to
follow-up action, the results show significant
improvements, year on year. FMG Support can
show that all of the effort around running
regular annual surveys and subsequently
implementing required actions reinforces that
the employee voice matters; it is important to
the future of the business and the cornerstone
of great service for the customer.

Employee Feedback has worked closely with
FMG Support to ensure that their surveys provide
them with the data they need to help them take
the business forward.

For more information on how we can help you
with your employee surveys, please contact us:

- info@employee-feedback.co.uk
- 0844 567 5050
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