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A very long

engagement

Top Tactics in Agent
Motivation and
Retention



Key topics

e How they all mix together:
> Engagement,

o

Retention,

o

Motivation,

(0]

Performance
e What drives human behavior and what doesn’t
e What is Flow!?

* How can we drive retention and engagement
o Stay interview
> Retention plan
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So many people checked out...

Actively
engaged
30%

ﬁ Source: Gallup 2010 engagement study



Engagement and business results

Three-year Study of 40 Global Companies
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Engagement Model

Performance

Emotional effort
commitment

Engagement
drivers

Rational
commitment

Intent to stay

Retention
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Maslow’s hierarchy of needs

Achievement Challenging Job

actualizatis

Status Job Title

Friends in
work group

Friendship

Pension

Stability
Plan

A Base
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The three drives

Biological External

needs motivators




Flow

* Intense focus on task

* Deep concentration

e Challenge and skills are high and equal
e Strong focus on the present

 Strong sense of control

 Altered sense of time and self

e Immediate feedback on progress
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The Dynamics of Flow

Anxiety

Challenges

Boredom

Skills/ Capabilities

ﬁmmmm Csikszentmihdlyi Mihdly



The map of everyday experience

(7]
v Arousal
:‘° Anxiety Alert, Focused Flow
o Stressed, Alert Focused, Happy
®
£
O
) Control
Worry | Happy, Confident
Stressed
Relaxation
Apathy Confident Contented
Sad Depressed Boredom

Depressed, contented

Skills/ Capabilities
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People are not circus animals

Extrinsic rewards
decrease
INtrinsic motivation

Remember
hygiene factors?

RTE CONSULTING
ﬁ © Liisa Pursiheimo-Marcks 201 |



The reason we “pay for

)
performance
ErTgagem.e.nt: Performance: Intrinsic Retention:
Mild positive Negative motivation: Strong positive

Negative
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Engagement and retention plan

Alignment

Rewards Growth

Belonging Support
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