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ABSTRACT

Employee experience is gaining much higher attention in recent years and it has the
potential to become as important or even more important than customer experience.
This Master Thesis focuses on understanding the different aspects of employee
experience, which factors influence employee satisfaction, and how these impact

overall customer satisfaction.

The first part of this master thesis brings an academic view for specific areas of
employee experience and describes the main aspects of human satisfaction,
employee engagement, subjective wellbeing, main drivers, and methodology used to

measure all the mentioned aspects of employee experience.

The second part explains the methodology used by the author in research on
employee experience and Net Promoter Score. The author describes surveys used
on the studied company, Atlas Copco, and research three main markets: The United
States, China, and Europe. The employee experience survey focused on capturing
employee satisfaction across the whole employee journey and researched different
aspects of EX divided into main areas of employee engagement, wellbeing, culture,
leadership, learning and development, with the addition of recruitment and
onboarding. The Net Promoter score survey was conducted with Atlas Copco
customers in different regions and focused on their loyalty and satisfaction with

products and services.

In the third part, the author analyzes the data from both surveys and investigates
relationships between different areas of employee experience in connection with
customer satisfaction. A third variable is introduced in this part in the form of
consolidated operational and financial metrics from the three main markets, providing

an analysis of the relationships between EX, NPS, and financial outcome.

Results of this master thesis show that there exists a strong, statistically significant
relationship between employee experience and customer satisfaction and confirms
the main hypothesis that positive employee experience brings higher customer
satisfaction, generating repeat business no matter the region, ethnicity, religious

persuasion, or gender.
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1. INTRODUCTION TO RESEARCH TOPIC

The author of this Master Thesis research document spent his career in the
automotive industry with fifteen years’ experience in sales, product management,
service management, and global marketing. The relationship between employee
experience and customer satisfaction has always been of professional interest to the
author and it has the potential to become equally as important as customer experience
to many companies. Atlas Copco gives to author the opportunity to be part of an
automotive MBA program and conduct research inside Swedish corporate culture in

the field of employee experience.

1.1. The Objective

The employee experience is recently gaining much higher attention. After the difficult
Covid times and challenging economic environment, companies are realizing the
importance of the employee experience and how affects an organization’s top and
bottom line. This document will help to understand key factors of the employee
experience which influence customer satisfaction, why the employee experience is

important, and what are the roles of employees in the customer satisfaction journey.
The inputs of the research:

a) Using existing publications, books, and articles conducted in the field of the
employee experience, management, and customer satisfaction

b) Individual empirical experience based on professional experience and gained
knowledge in various positions within the automotive industry

c) Research conducted in-company where the author is employed and results

from structured surveys and questionnaires provided within same company
This master thesis should evaluate and consider following the hypothesis:
= Positive employee experience positively impacts customer satisfaction with

direct effect in generation of recurring business

1]
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= Elements of Employee engagement like commitment, pride, achievement,
sense of belonging and company culture are key areas of the employee

experience and play significant role in employee and customer satisfaction

= Based on historical, national, or cultural differences between the United
States, Europe, and Asia, significant differences are expected in the impact of

employee experience in selected regions.

The theoretical part of this master thesis defines the employee experience and how it
impacts the customer experience and business outcomes. In addition, it explains the
relationship between the employee experience and employee engagement and why
they are both very important. The author of this document is mainly inspired by Jacob
Morgan, a well-known speaker, and futurist, 4x best-selling author who researches
employee experience and explores how the workplace is changing. The Master
Thesis research topic is further developed in next section where the research
approach is defined and working methods are described and explained including an
explanation of the data used. The empirical research results are presented in next

section with a critical evaluation of the findings against the hypothesis.

1.2. Today’s challenges

Pandemic, chip shortage, climate change, supply chain crisis, war in Ukraine,
economic instability. These are most frequently discussed topics in our everyday life
that influence human reasoning and change our everyday routines. The pandemic
caused by COVID-19 has had a significant and long-lasting effect on business and
future of work. Unemployment rates have fallen to historic lows, in Europe reported
6,6%, US reported 3,7% (30.8.2022; https://tradingeconomics.com/united-
states/unemployment-rate) and a global talent shortage, also known as the Great
Resignation, is making it difficult for companies to find qualified candidates to fill open
positions. People want to feel that they are more valued and appreciated than
machines and they want a working environment that promotes meaningful work and
personal satisfaction, as well as a growth mindset. On the other side, stated in Gartner
survey, annual voluntary turnover jump by nearly 20% this year. Every fourth

employee want to change his job. (Gartner Inc., 2022)

2 |
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The customer experience is not a new concept at all and it is well known by most
companies. According to a Bonfyre study (Stolpe, 2022), today 89% of companies
focus mainly on delivering a differentiated customer experience. However, the
employee experience is a growing field which has the potential to become equally as
important as the customer experience. In fact, the employee experience controls the
customer experience. Based on a Deloitte survey of executives around the world,
nearly 80% of executives rated the Employee Experience as top priority, as very
important or very important for their business strategy. Only 22% of executives have
been able to successfully implement an employee experience program within their
companies. (Flynn, 2017) A Gartner study on the Top 5 priorities for HR Leaders in
2020 indicates the Employee Experience as one of the key priorities among all HR
initiatives. The biggest challenges, based on a Gartner survey in 2020, the future of
HR is linked to culture where 23% of HR leaders see a struggle and 15% see a

challenge in measuring the impact of investments in the employee experience.

Why are executives giving greater attention to the employee experience? In the
environment we live in today, people have an infinite number of alternatives for what
and where to purchase their desired product and employees also have an infinite
number of possibilities to decide where they want to work and what should be their
profession. A great customer journey is strongly related to employee engagement and
happiness, which has become a key competitive advantage. Customers who are
satisfied with the service they receive are more likely to purchase the product again,
generating additional business, and helping the organization deliver shareholder
value. Simple as it is, when company culture allows employees to grow, where they
are treated well and are happy, employees can engage in their work and find greater
purpose. They are then eager to satisfy their customers and also generate satisfaction

for their shareholders.

1.3. People’s role in the Automotive industry

Although it has been more than a century since Carl Benz, Wilhelm Maybach, and
Gottlieb Daimler designed and manufactured their first vehicle, the fundamental idea
behind passenger automobiles has not changed significantly. Even though car
manufacturing parts have been improved a lot since then, cars in 215t century are still
powered by combustion engines that send power to road through gearboxes,
transmission shafts, and wheels, which, in connection with spring damper units,

provide driving stability and riding comfort. A steering wheel is still used to direct the

3|
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movement of the vehicle's front wheels, and cockpit controls are still positioned near
in front of the person sitting in the driver's seat. Significant changes, however, have
been made to the processes involved in both vehicle design and vehicle production.
What had once been the labor of a single great engineer over many years is now
accomplished by a deeply intertwined cooperative network of specialists from several
fields. All must be coordinated and synchronized on high level. With many of the new
materials and technologies which have been introduced in production, the process of
vehicle development has become much more complex than ever before. Surprisingly,
for many efficient car manufacturers in the world, it is to a very high degree, an ad-
hoc process. In 1908, the average cycle time of the Ford Model T was 514 minutes.
In 1913, Henry Ford introduced a moving assembly line and achieved an average
cycle time of 2,3 minutes. Today it is reduced to 60 seconds. After all, the development
of automobiles depends on humans. The fact that automotive development is so
difficult but also so fascinating is related to the reasons that it requires not only the
technical integration of individual parts in order to construct an entire vehicle, but also
the coordination of the efforts of thousands of individuals who come from a variety of
companies and who come from a variety of different cultural, social, and professional
backgrounds. (Weber, 2009)

1.4. Atlas Copco group

Atlas Copco is a Swedish industrial group founded in 1873 in Stockholm and is a
world-leading manufacturer of sustainable solutions for automotive and general
industry. In its early beginnings, Atlas Copco worked in railway construction where it
manufactured and sold all types of materials and tools, but began developing the first
air compressors after they were hit hard by the recession of the 1880’s. Over the years
the compressor business grew and became strong foundation for the company.
Several strategic acquisitions brought Atlas Copco the status of a world-leading
company in compressor technique. Expansion continued in other industrial segments
and Atlas Copco expanded the portfolio to include assembly tools, drilling machines,
vacuum technology, adhesive dispensing, and riveting technology for the automotive
industry. The company become strong partner for carmakers and a leading provider

of products with significant joining knowledge for car manufacturing.

4|
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1.4.1. Vision, Mission and Strategy

The Atlas Copco vision “First in Mind, first in Choice” is not meant only for customers,

but it cascades down to all employees and other stakeholders. The corresponding

mission is to “Achieve sustainable, profitable growth”, meaning that all of our efforts

are directed to producing long-lasting results while protecting people, profit, and the

environment. On a corporate level, there are six focus areas which group financial

and non-financial goals and they are separated into the objectives which help

accomplish and maintain the company vision and mission. All six focus areas have

their own targets on a group level which can vary from the targets of each specific

division. However, all divisions contribute to the overall group targets.
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Non-financial areas are important ingredients to reach financial growth goals. Atlas
Copco has developed culture where employees have the possibility to grow their
knowledge and career and feel safe and motivated to bring new innovative products
to the market. It is not just a phrase: “The most valuable asset of the company are the
people”. The company provides many initiatives to drive the employee experience
journey. “The company believes that diversity and inclusion promote innovation,
strengthen employee engagement and lead to better decision making. Creating an
atmosphere where all employee feels appreciated where they can align their
individual purpose with the organizational purpose, bringing their true selves to work
every day” (Atlas Copco, 2021, p. 42)

Safety and Wellbeing is also a key part of the employee experience journey where
the company has set high priority. Covid-19 challenged all organizations and led them
to a new reality with a focus on safety and well-being by eliminating hazards and

reducing occupational health and safety risks.

Atlas Copco operates in four business areas decentralized across all continents and
serving customers in 180 countries, however corporate culture is characterized by a
commitment to people, customers, products, and innovations. The company ensures
that group culture cascades down to each employee everywhere in the world. Atlas
Copco believes “there is always a better way” and in many areas of our work we help
the company improve products or processes, but this meaning also has deeper social
aspects. For example, the company signs up for scientific targets to decrease CO2
emissions. According to CEO Mats Rahmstrom: “Our Science-based targets will lead
the way. They are the link between the Paris agreement and real actions to limit the
global warming in the world. As a leading industrial innovator and global supplier, we
can make a huge difference, also when it comes to battling climate change. We are
engaged in this race, there is no turning point”. (Atlas Copco, 2021, p. 3) Atlas Copco
with other well-known companies is fully committed and engaged to improve quality

of life and make difference for all humankind.

6|
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2. THEORETICAL VIEW ON EMPLOYEE
EXPERIENCE

21. Importance of Employee Experience (EX)

Every day, 365 days a year, employee experiences influence the customer
experiences, top line, and bottom line of a business in at least eight categories. An
employee exposed to exceptional experiences may take fewer sick days, be more
productive and innovative, provide superior customer experiences, and increase
sales. Additionally, this person is more of an advocate for the business and the

product and is more adaptable to organizational changes. (Smit, 2020)

reater Customer
7] retention
and quality TOP
LINE
Excellent o p Excellent !
At More fdeas FAF R Custamer new!
S MLy es § custome|
i and creativicy i cross sales
expariences SXpErences
BOTTOM
Workplace LIME
recanimen New custamers
{ation fram
recommendations

More ready on
organizational
changes

Fig. 2 The effects resulting from good employee experiences (Smit, 2020)

Three studies endeavored to find some correlations.

Based on findings in research that was conducted in the HRB about the employee
experience, companies with good employee experiences outperform their competitors
by 2,3% - 3,8% per year in long-term equity returns. (Edmans, 2016). Glassdoor.com

is one of many available web sites for job seekers, employees, and others who

7|
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evaluate companies and other organizations. They have developed a measurement
for their experiences as the well-known Glassdoor rating. Each organization
evaluated in this website is paired with its American Customer Satisfaction Index
score, in short ACSI. Figure. 3 shows a positive correlation: if company has a high
rating on Glassdoor, customers are happier with their service and customer

satisfaction is on higher level.

85
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55

AMERICAN CUSTOMER SATISFACTION INDEX

2.0 2.5 3.0 3.5 4.0 4.5

GLASSDOOR RATING

Fig. 3 The relationship between a business’s Glassdoor rating and its ACSI rating (Smit, 2020, p. 18)

This finding is also reflected in the third research part of project, which was conducted
by Answers Corp. It demonstrates the existing relationship between employee
engagement which is key element of EX and customer satisfaction for retail
companies. The trend line for this study is steeper than the trend line for Glassdoor's

study.
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Fig. 4 Relationship between selected business’s employee engagement and customer satisfaction (Smit, 2020)
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2.1.1. Key EX facts from available materials

Different studies show that companies focusing on employee experience deliver two
times higher average revenue and four times higher profit on average while their
organization was smaller by 25 percent, driven by innovation, and much more
productive than companies lacking this focus. (Morgan, 2017) Companies which

invested heavily in EX were:

e Included 11.5 times more often in Glassdoor’s Best Places to Work

e 28 times more often listed as Fats Company’s Most Innovative Companies

e Listed 2.1 times as often on the Forbes list of the World’s Most Innovative
Companies

e Twice more often found in the ACSI

e Listed 4.4 times more often in LinkedIn’s list of North America’s Most In-

demand Employers

Willis Towers Watson, a leading global advisory, brokering, and solutions company
conducted a 2021 Employee Experience Survey. The study represents 1550
employers and 9.45 million of employees around the world who participated between
March and April. (wtwco.com/employee experience survey, 2021). According to their
study, organizational awareness of importance of the EX increased dramatically over
last few years. 9 out 10 employers (92%) indicate that EX will be a priority in next
three years, while only 52% said that EX was priority in their organization even before
the pandemic. This shift in priority corresponds to employer views that EX drives
engagement (81%) and employee well-being (80%), as well as driving productivity
(79%) and overall business performance (78%), and that means it is creating value
for both the employee and the business. When Wilson Tower Watson surveyed
employers about the impact of the covid outbreak and associated measures, 52% of
them stated that it had a significant operating income impact, 43% that it had a serious
impact on the EX, 35% that job performance had decreased, and 37% that there had
been a negative transition in corporate culture. Research also confirms the fact that
organizations which focus on and have a strategy for EX report a 2.7-time higher
productivity and 90% of them report higher annual revenue than their peers in the

industry.

9|
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2.2, Evolution of Employee Experience

Today we can’t imagine a life without a notebook, a car, internet, or phones. But
decades ago, the relationship between employer and employee was straightforward.
Employers had a job to be done, the employee had a bills to be paid and certain level
of abilities or skills they could offer to employer. There was no focus on getting people
involved, inspiring them, giving them power, making their workplaces look nice, using
modern technology, or anything of that sort. Typically, the workplace was fixed place
with a computer or notepad with a pen. In the past, people specialized in one area,
so for them was enough just to have a hammer and nails. Usually, it was a job for
one’s whole life. Jacob Morgan in his book The Employee Experience Advantage
identifies four different employment era’s (Morgan, 2017). The first one, already
described, is Ultility. After the utility era came the Productivity era. In this era, we could
see the first attempts to optimize how employees worked. Everything was designed
to maximize productivity and output, the typical concept being assembly lines.
Basically, managers used stopwatches to measure every single process and how
much time it takes to complete each task. At that time, there were no robots which
would be better suited to this productivity era. As in the Ultility era, there was little focus
on employee feelings or design of comfortable workplaces. In both, productivity and

output were the only focus areas.

Utilty Productivty 5

What do employees - How can we create s
need to work better " e S company where people
and Faster? o want to show up vs. need
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-« Company has a reasen

for being

Fig. 5 Evolution of Employee Experience

Then came the Engagement, a completely new idea that showed the business world
that it's more important to pay attention to employees than to get the most out of them.
This ground-breaking strategy switched attention from how companies can help their
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workers to why and how their people work. For the last two or three decades, this has
been our status quo. Although employee experience is sometimes seen as a
replacement for employee engagement, the two concepts complement one another.
Employee engagement refers to programs and incentives that are implemented in the

near term, while employee experience focuses on cultural shifts and reorganization.

2.3. Definition of Employee Experience

There are many interpretations and explanations for what employee experience is
and how it is different compared to employee engagement, which are better known
terms today. Soren Smith in his book Mastering employee experience defined
Employee Experience: “The sum of all the experiences a person has as a candidate,
employee, manager, freelancer, alumnus, and so on at or with an organization
throughout their working life and personal life (exposed, observed, felt, and sensed)
from the time the person hears about the organization, is employed, and has an
everyday experience of the organization until the time the person leaves, becomes an

alumnus, and perhaps is employed again at a later time”. (Smit, 2020)

Jacob Morgan wanted to avoid the simplistic definition of employee experience and
he described it as strong connection between an organization and employee. He sees
it as important to look from couple of different angles. The first is to look at employee
experience though the perspective of the employee, the second puts us in the shoes
of the organization, and the third is the connection between the first and second points
of view. “For the people who are a part of your organization, their experience is simply
the reality of what it's like to work there. From the perspective of the organization,
employee experience is what is designed and created for employees, or put another
way, it's what the organization believes the employee reality should be like”. (Morgan,
2017). He defines employee experience as “the intersection of employee
expectations, needs, and wants and the organizational design of those expectations,

needs, and wants” which he shows in figure 6.
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Fig. 6 Employee experience definition

According to the definition provided in the book "The Employee Experience," which
was written by Tracy Maylett and Matthew Wride and released in 2017, “The
Employee Experience" refers to the combination of employees' subjective
impressions and feelings about company and team which they work. (Wride & Maylett,
2017). They describe the center of EX from the employee’s perspective and explain
their behavior and engagement towards the company. The value of the Employee
Experience is determined by both the written and unwritten contracts between

employee and employer, as well as what each party expects from the other.

Leadership expert Denise Lee Yohn, who is also an EX-content writer for Forbes, has
written, The Year of Employee Experience. She defines EX as everything an
employee encounters throughout his or her relationship to the organization, from the
first contact as a potential recruit to the final interaction after employment.(Yohn,
2018)

According to company Bonfyre, which provides an employee experience platform,
Employee Experience reflects how a company treats its employees. (Stolpe, 2022) In
their framework they define three different types of experience which are connected

to each other and create the overall Employee Experience:

1) The Procedural Employee Experience, meaning what the work
experience is like. It comprises both the design of the work and the
organization of the procedures and processes that employees apply to
execute their tasks and fulfill their duties.

2) The Textural Employee Experience, describing the environment around
the work. It includes how organizations build their cultures, how they
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arrange their workspaces, and the technology they give to their

employees.

3) The Emotional Employee Experience, explaining how employees'
feelings and emotions affect how they act and think about the company
every day. It looks at how employees, both as individuals and as a group,
think about the company, interact with their peers and leaders, and

understand and deal with their emotional environment at work.

2.3.1. The Procedural Employee Experience

Matthew Stolpe (Stolpe, 2022) describes the Procedural Employee Experience as the
systems and processes that employees use while working for the company including
the actual work they are doing and how the company evaluates performance. The
phenomenon described below is universal, occurring in companies of all sizes and
across all sectors. With all the good things that new technology has brought to the
modern workplace, there has been an unintended and perhaps inevitable side effect:
employees everywhere are stressed out. Deloitte summarized their findings from
survey in Human Capital Trends (Schwarz, 2014) where 65% of executives rated
overwhelmed employees as most important trend and 44% explained that they were
not ready to deal with it. In addition to that, the companies who are attempting to deal
with it are not doing a great job as well. The Procedural EX suffers mainly from work
interruptions from social media according to 57% of employee who participate on this
research, and 72% reported that they lack access to the necessary data inside the
constraints of their own organization. Based on available research and existing
literature, the Procedural EX is the area of EX which is focused on the most. Many
companies are maximizing their outcomes by improving their processes and
structures, and implementing new technologies, realizing that great Procedural EX
motivates employees to be real-time problem solvers in field, no matter what their role

and where they are located in the organizational structure.
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2.3.2. The Textural Employee Experience

The concept of "Textural Employee Experience" refers to the process of building work

environments to meet the intrinsic experiential demands of employees, such as the

need for flexibility, accessibility, inclusion, and agility. Jacob Morgan in his book The

Employee Experience Advantage (Morgan, 2017) describes three different

environment within Textural EX.

a)

b)

CULTURAL
ENVIRONMENT

' TECHNOLOGICAL

i PHYSICAL
| ENVIRONMENT

ENVIRONMENT

Fig. 7 The three Employee Experience environment

Physical Environment

The key element of the physical environment is workplace design and it
contributes to 30% of employee experience. According to Jacob Morgan
physical space matters and includes everything from company design of
offices, meals that the company offers, coffee break areas, organization
values and, of growing importance today, workplace flexibility: providing

the opportunity to work from home.

Technological Environment

This area is linked to the technology aspect of EX and the ease of use of
company tech tools, how they are maintained, and accessibility. According
to a Workforce Institute of Kronos International (Stolpe, 2022, p. 28)
survey, 48% of employees wish their personal technology would match
their workplace utilities and 35% of employees report obstacles in their

work because of outdated technology
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c¢) Cultural Environment
According to Peter Drucker, considered to be one of the most well-known
and important philosophers on management, “Culture eats strategy for
breakfast”. The cultural aspect of EX is the perspective of how
organizations treat their employees, how products or services are
developed, the partnership established, and how employees actually get

their job done.

2.3.3. The Emotional Employee Experience

Employee experience is greatly influenced by employee feelings and emotions.
Author Lance Gibbs in his book Not my Circus, Not My Monkeys, describes the
emotional aspects of the customer experience. In a single phrase, the customer
experience is all about how the customer feels. It's all about emotions, feelings,
experiences what customer has with company during his interaction. If operations are
effective and employees are satisfied, then customers will have a favorable
impression.” (Gibbs, 2017). The Emotional Employee Experience is critical and one
of the most important elements of EX, relating directly to how employees see the
organization, both individually and collectively, how they relate to coworkers and
managers, and how they comprehend and use their workplace. The average return
on assets for businesses with CEOs and management teams that lead with
emotionally intelligent traits like compassion, forgiveness, and integrity is roughly five
times greater than for those with "poor character" leaders. When compared to
dissatisfied employees, happy employees are up to 20% more productive on the
opposite side of the organizational structure. In the end, the ideas and feelings that
employees have every single day cascade into those that they have over their
collective experiences. (Stolpe, 2022) This dissonance that arises when an
organization simply ignores its Emotional Employee Experience has a formal name.
It is known as a perception gap. It is formed when the experiences between leaders,
management and employees are misaligned. PwC and The Katzenbach Center’s in
their 2018 Global Culture Survey (PwC & Katzenbach, 2018) exposed these
perceptual gaps in practice in a comprehensive way. The C-Suite and Board of
Directors will typically be pleased with the organization's situation, but employees will
often feel disconnected from what is really happening at the company. For example,

63% of leaders feel that they have strong cultures, however this is perceived by
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employees to be only 41%. An even more interesting statistic explains that 87% of
leaders felt proud to be a part of their organization but only 57% of employees feel
the same. According to Larry Senn’s theory, the characteristics of a leader are carried
on through the organization. Executive leaders "cast a shadow" on the organization's
lower levels by exhibiting the behaviors necessary for success in the company
ecosystem.

Based on a Bonfyre study, there are five feelings that may be found at the heart of
any emotionally significant culture: Inclusion, Accomplishment, Happiness, Altruism,
Trust. (Stolpe, 2022)

24. Drivers and factors influencing EX

By reviewing available literature from different areas and sources such as positive,
humanistic, and behavioral psychology, the present research found the concept of
employee experience to be the whole perspective of employee life at work and it
demands regular and authentic feedback, action, and monitoring. Belonging, purpose,
accomplishment, happiness, and vigor have been recognized as the fundamental
aspects of employee experience. These aspects are a starting point for determining
drivers and results of EX. Based on Jacob Morgan, EX consists of seventeen
characteristics that may be categorized into three groups: "ACE technology, COOL
physical environments, and CELEBRATED culture." (Morgan, 2017, p. 13) More than
150 companies around the world had their top executives interviewed for this study,
and the researchers looked at 17 different aspects of employee experience. These
included: accessibility, products, organizational needs versus company needs, the
ability to invite guests, possibility for flexibility, a commitment to employees' health
and well-being and the role of leaders at all levels as coaches and mentors. In this
research, the multiplicity of culture, technology, and physical space is linked to a
positive employee experience. The researcher emphasized that "technology can

either empower people or make them powerless"
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Fig. 8 The 17 Employee Experience Attributes

Jacob Morgan also specified main drivers of employee experience into The War for
Talent, Technology, Poor success with Engagement, Alternative Work Arrangements,
People Analytics and Transparency. Jason Flynn and Arthur Mazor identified several
factors which contribute to positive employee experience. According to their model
represent in figure 9 — factors that contribute to a positive employee experience, the
journey starts from recruitment and continues until retirement. “Models such as this
one describing variety of factors such as meaningful work, the purpose of the

organization, employee talent development a growth, rewards and wellness, fairness

and inclusion or authenticity among management and leadership” (Flynn, 2017)

Simply Irresistible Organization™ model

. Supportive Positive work Growth Trust in
MeaningTubvari management environment opportunity leadership
aitGin Clear and Flexible work Training and Mission and
Y transparent goals environment support on the job purpose
o e Continuous
S it Coaching Humanistic Facilitated talent investmentin
workplace mobility people

Investment in
development of
managers

Culture of Self-directed, Transparency and
recognition dynamic learning honesty

Small, empowered
teams

Fair, inclusive,
diverse work
environment

Agile performance
management

High-impact

: Inspiration
learning culture

Time for slack

Cross-organization collaboration and communication

Fig. 9 Factors that contribute to a positive employee experience
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On further review of scientific literature, many factors of employee experience have a
common denominator, and that is satisfaction or happiness and psychological wealth.
This refers collectively as subjective well-being. According to Ed Diener and Robert
Biswas-Diener who research life satisfaction and psychical wealth in their book
Happiness “Psychological wealth includes life satisfaction, the feeling that life is full
of meaning, a sense of engagement in interesting activities, the pursuit of important
goals, the experience of positive emotional feelings, and a sense of spirituality that

connects people to things larger than themselves.” (Diener & Diener, 2008)

2.4.1. Satisfaction

The definition of life satisfaction is more complicated than it first seems to be and
sometimes is used interchangeably with happiness, but in reality, they mean two
different things. Life satisfaction is how a person feels about their life, not just how
happy they are right now. Another popular definition of life satisfaction comes from
Stuart and Hamilton, satisfaction with life is how happy someone is with the way they
live. (Stuart & Hamilton, 1995) David Meyers is his book The Pursuit of Happiness
defining Life Satisfaction as a desirable goal in and of itself. This comes from the
Aristotelian ethical model called eudaimonism (from the Greek word for happiness,
eudaimonia), which says that good actions lead to happiness, which is the highest
good. (Myers, 1993) Satisfaction is defined by American psychologist Edwin Locke
as an emotional response or affection toward an object. (Locke, 1993) Based on Ruut
Veenhoven, Life Satisfaction is the degree to which a person positively evaluates the
overall quality of his/her life. In other words, how much the person likes the life he/she
leads. (Veenhoven & Saris, 1996) Life Satisfaction is a part of a person's subjective
well-being and life quality in perspective of the events that take place in it. (Dikmen,
1995) Diener has done substantial research on this topic, and he has concluded that

there are four essential components to life satisfaction:

= Psychological wealth includes attitude, aspirations, and level of participation at
work in addition to financial riches

= Happiness is good for health, relationships, and work

= Setting realistic goals and expectations can be helpful for happiness. No one is
always completely happy

= Thinking is a crucial component of happiness; if done properly, improving our

cognition may also improve our happiness
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2.4.2. Subjective Well-being

A good working definition of subjective well-being is “the experience of joy,
contentment, or positive well-being, combined with a sense that one’s life is good,
meaningful, and worthwhile.” (Lyubomirsky, 2014) Another research document based
on Diener, Oishi and Lucas in their journal article Personality, culture, and subjective
well-being explains well-being as “the scientific analysis of how people evaluate their
lives—both at the moment and for longer periods such as for the past year [including]
people’s emotional reactions to events, their moods, and judgments they form about
their life satisfaction, fulfillment, and satisfaction with domains such as marriage and
work”. (Diener, Oishi, & Lucas, 2003). According to different studies, subjective well-
being distinguishes between a person's subjective assessments of and emotions
about his or her life and the real circumstances of that person's existence. Many
relatively healthy, wealthy individuals are dissatisfied, and many comparatively poor
or sick people have meaningful and fulfilling lives. In some relatively poor nations, the
average subjective well-being is higher than in some relatively prosperous ones. In
addition, some nations become richer over past several decades, but the life of their
citizens has not improved. (Myers D. , 2000) Based on Ed Diener and Robert Biswas-
Diener, higher SWB individuals are likely to make more money. In general, they enjoy
better physical health and outlive those with lower SWB. (Diener & Diener, 2008)
James E. Maddux defines happiness in terms of the subjective well-being (Maddux,
2018) paradigm, which describes the different positive ways that individuals assess
and experience their life. Positive emotions should be felt often, unpleasant emotions
should be felt seldom, and overall life satisfaction should be high for someone with
high levels of SWB. SWB thus includes both emotive experiences and cognitive

judgements (life satisfaction or life evaluation).

24.21. Influences of Well-being and Life Satisfactions

James E. Maddux in his book Subjective Well-Being and Life Satisfaction defines
influences of well-being and life satisfaction as Interpersonal and Intrapersonal, Self-

Related influences.
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. Interpersonal Influences

Nearly all theoretical thinkers believe that interpersonal connection can impact overall
happiness for each individual. Strong relationships help people live longer, happier,
and more meaningful lives. Interpersonal influences have different types of
relationships, for example romantic relationships, friendships, social media
relationships as well as a variety of types if interactions with others such as
forgiveness, humility, gratitude, helping behavior or the psychology of employee well-

being known as job satisfaction.

Job satisfaction

Voluminous research has investigated the factors that contribute to global work
satisfaction, the most well-known definition of employee well-being. According to
these studies, a number of environmental factors, such as job responsibilities, the
structure of job roles, how people are treated at work, and pay levels, are linked to
overall job satisfaction. Locke defines job satisfaction as “a pleasurable or positive
emotional state resulting from the appraisal of one’s job or job experiences.” (Locke,
1993) Robert Albanese explains, job satisfaction at work is a state of mind. It is both
how a person feels about their job and how they feel about different parts of their job,
like the pay or working conditions. (Albanese, 1978) Job satisfaction is a mixture of
good and negative emotions that employees have towards their jobs. Meanwhile,
when an employee is recruited, he brings with him his individual preferences,
ambitions, and motivations, which shape his expectations and aspirations. Job
satisfaction reflects the degree to which expectations and actual rewards correspond.
An individual's behavior in the workplace is intimately related to his or her job
happiness. (Davis & Newstrom, 1989) In another document written by Burton Kaliski
“job satisfaction is a worker’s sense of achievement and success on the job. It is
generally perceived to be directly linked to productivity as well as to personal well-
being. Job satisfaction implies doing a job one enjoys, doing it well and being
rewarded for one’s efforts. Job satisfaction further implies enthusiasm and happiness
with one’s work. Job satisfaction is the key ingredient that leads to recognition,
income, promotion, and the achievement of other goals that lead to a feeling of
fulfillment” (Kaliski, 2003)
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Factors influencing Job Satisfaction

Several studies were conducted on factors influencing job satisfaction over the past
fifty years which highlighted a series of factors such as: The nature of the work, the
pay, the chances for advancement, the management, the work groups, and the
working conditions. Figure 10 by Rue and Byars offers a slightly different perspective

on the characteristics that influence work satisfaction. (Rue & Byars, 2003)

- Manager's concern for people

- Job design {scope, depth interest perceived valug)
- Compensation (external and internal consistency)
- Working conditions

- Social relationships

- Perceived long-range opportunifies

- Perceived oppurtunities elsewhere

- Levels of aspiration and need achievement

Job satisfaction/dissatisfaction

Commitment to Tumover, absenteeism,

organization tardiness, accidents, strikes,

grievances, sabotage etc.

Fig. 10 Determinants of Satisfaction and Dissatisfaction (Rue & Byars, 2003, p. 259)

This study explains that every human has different intrinsic motivators directly
influencing person behavior and this has an effect on overall satisfaction. Therefore,
factors which influence job satisfaction can also cause dissatisfaction in a different
person. Herzberg's Two Factor Theory (Herzberg, 1993) is perhaps the most often
quoted perspective. In reality, the core principle is that workers' work environments
are influenced by two elements, one that plays a significant part in job satisfaction and
one that does not. Accordingly, all elements determined from extensive empirical
study have been categorized as factors that lead to job satisfaction (motivators) and

ones that cause job dissatisfaction (hygiene factors), Table 1.
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Hygiene factors Motivators
Company policies Achievement
Supervision Recognition
Interpersonal relations Work itself
Work conditions Responsibility
Salary Advancement
Statuse Growth
Job security

Table 1 Job Satisfaction Factors (Herzberg, 1993)

The theory explains that motivators arising from intrinsic conditions of the job itself,
such as personal growth, achievement or recognition and hygiene factors such as job
security, salary, working conditions are extrinsic to the work itself. Dissatisfaction

results from absence of hygiene factors.

Il. Intrapersonal and Self-Related Influences

Intrapersonal influences include different types of individual characteristics that
influence behavior such as meaning in life, self-awareness and self-acceptance,
religion or spirituality, materialistic value orientation or sexual orientation. James
Maddux in his book Subjective Well-Being and Life Satisfaction (Maddux, 2018, p.
294) explaining, the meaning of life is a significant part of psychological well-being,
yet it is still a separate concept when compared to other aspects of well-being. By
Baumeister's perspective, meaning in life is an indicator of optimal psychological
wellbeing; people are intrinsically motivated to feel that their lives have meaning.
Another important thing that has come out of empirical research on this topic is a
clearer definition of what "meaning in life" means in human experience. According to
one such definition, “Lives may be experienced as meaningful when they are felt to
have a significance beyond the trivial or momentary, to have purpose, or to have a
coherence that transcends chaos.” (King, Krull, & Hicks, 2006) This definition
highlights three main aspects of the subjective feeling that one's life has meaning:
purpose, significance, and coherence. First, purpose related to engagement in goal-
oriented activities: Spending time and effort pursuing personally meaningful goals is
related with a feeling that one's life is more worth living. Second, significance covers
the level to which an individual thinks that life is valuable, that they will make a mark
on the world and leave a legacy that goes far beyond. Last but not least, coherence
is the level to which stimuli, events and one’s life make sense. (Maddux, 2018).

Other important parts of intrapersonal influences are motivation, goal pursuit, and

achievement where research says when someone isn't happy, it can be because they
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don't have enough opportunities, don't have enough control over their goals, or are
not making as much progress as they want. Motivation also has a direct effect on well-
being because it helps people reach their goals. Well-being may be considered a main

or secondary outcome of motivation, as well as a source or driver of motivation.

2.5. The Employee Journey

In chapter 2.3 author already described definition of employee experience as sum of
all an employee's interactions with an employer, from the time they are hired until they
leave. It includes everything from major events and personal relationships to the use
of technology and the physical work environment. Soren Smit in his book Mastering
Employee Experience defines Employee life cycle as “An employee journey (EJ) is
the path an employee takes through an organization, from A to Z, that is, from the
time they hear about the organization, get an interview, and are hired through their
everyday lives as employees until they leave and become alumni.” (Smit, 2020, p. 34)
He explains that during the employee journey there are +250 employee touchpoints,
for example: first impression on an interview, lunch, or first day at a work. One
subjourney can contain hundreds of small touchpoints. Smit also identified and
described the high emotional value of touchpoints which are critical to the employee
experience. He called them employee moments of truth (eMOT), typically
development conversations and one-on-one talks. An employee has +50 eMOT’s
during their employment cycle. If an organization performs well during these special
moments, it will result in strong engagement and loyalty. Smit also identified
touchpoints which lead to inefficiency with no value creation, calling them Employee
Friction Points (EFPs). These could be bad IT systems, difficult interfaces, bad and
inefficient meetings, or email culture. An organization typically has more than 25
significant friction points. Employee Continuous Listening (ECL) is a base for
collecting insight about employees’ experiences during employee journey. This

includes all small journeys, touchpoints, and moment of truth.

23 |



Die approbierte gedruckte Originalversion dieser Masterarbeit ist an der TU Wien Bibliothek verfligbar.

The approved original version of this thesis is available in print at TU Wien Bibliothek.

m Sibliothek,
Your knowledge hub

+25 | just heard  I'm It’s my | have a It's my
%Ub' about the applying first day daily life last day
journeys organization  for a job here

) MaAnaAgamant — g, _ Working from home
C;realrrs.te e :" Chanding roles

+250 deb posting - Laptap
| Ontaarding LR S o e
touch- — plan {__ 'I_} ““\.,
3 - FR iy e L ASSIINMERT et
pr:nnts ‘ "'\.H Collaboration., :.
—

eyt ngs -

First

+50 . First impression First 1njter-'|ew day o .
special Ly =g @ 4 I = Lact cay
moments Warking pressure
ok Puweraint:
35 ihaics TN R it searches
. » . x
friction X « x i 3 L EeSystems  w «
paints System ® 3 e ¥ ’
Aroess e
Meetings  Mails
Glasfsdr.lur data Engagamant i Facial Esit
i (3 = urvey 3 (7 recognition SHovy
Continuous & g i Gl reon i
listening @ U Y e M€ e @ g
& [ thrnntoicat T 1 > o
Candidate survey .r'so‘_lz\;l.‘og kS o {[Q
PEQPIE Cross-anaysk
% 1] ] [l ok bl th
analytics :
Sile a!:al',uus

Fig. 11 Employee journey

The best explanation of employee journey is based on a study from Gallup, a global
analytics and advice firm. Gallup defines the Seven Essential Stages of the Employee
Life Cycle, the stages an employee goes through with an organization, from being
interested to being hired to working there to leaving at some point, and interaction that

employee has with managers and colleagues at each stage. (Gallup, 2021)
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Fig. 12 The Journey of Employee Experience

Jacob Morgan believes that is good to consider the moments that matter as moments
of biggest influence and impact on individual. Moments that matter can be the first
day at work, having a child, getting married, or promoted. It can be also buying new
house or car, leaving a company, or anything in between. These are specific moments

do not occur all the time. By concentrating on these moments, the company is able to
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see employees as whole individuals with unique traits rather than just employees who

are there to carry out a simple task.
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The first day of work The continued

or the birth of a child relationship that an
employee has with a
manager

Moments

Fun events.
hackathons, or
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Fig. 13 Types of Moments that matter (Morgan, 2017, p. 202)

Ongoing moments that matter are continued relationships with peers or managers
also including how employees interact with technology and physical workspaces.
Created moments are those special events like team building, innovation challenges,
which the organization creates because they feel it is important and are often focused

on specific business needs or challenges. (Morgan, 2017)

2.6. Measurements of Employee Experience

Many Employee Engagement metrics are available in existing literature, the most
widely used metrics are global in scale. Surveys typically measure satisfaction and
willingness to recommend. Employee experience is a much wider area, employee
engagement surveys are not enough to capture the entire employee journey since
they typically cover daily life but do not include experiences in small subjourneys that
influence EX. This element needs to be gathered using another method. Soren Smit
recommends using the same approach as used in Customer Experience by using
recommendation, satisfaction, and effort-based questions across the whole employee
journey. He also specifies and calculates overall EX index as a simple average of the
EX-scores through the whole employee journey. EX index, overall = (EX index “I just
heard about this organization") + (EX index “I'm applying for a job”) + (EX index “It's
my first day") + (EX index “I have a daily life here") + (EX index “It's my last day") / 5.
In order to get more accurate results for specific organization preference, he also

applied weights to different areas to get an overall EX index relative to employee
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turnover or importance of the journey. For example, EX index, overall = (EX index “I

just heard about this organization”) x weight%.
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= Ease of finding information on the site (survey)
Reputation score (survey)
« Glassdoor score (social media)

| just heard
about this
organization \,_/

» Positive/ negative posts (social media)

Willingness to recommend the organization (survey)

|
I'm applying K—-‘\ = Overall satisfaction with recruitment process (survey)

for a job

Ease of being a candidate (survey)

|
= Hiring managers satisfaction (survey)

= Willingness to recommend the organization (survey)

1
It's my first 1 * Overall satisfaction with onboarding process {survey)
day ) - Ease of performing my work as a new employee (survey)
f_-“; = Turngver, 90 days + 1 year (HRIS)
P .
\ » Willingness to recommend the organization (survey)
| have a daily = Overall satisfaction as an employee (survey)

life here - Ease of performing my work (survey)
Employee engagement (survey)

| = Turngver (HRIS)

| Sick leave f health (HRIS survey)

[ 'fj Willingness to recommend the organization (survey)
It's my last o ay V& * Overall satisfaction with my last period in the company

Ease of being an employee in my last period in the company

Fig. 14 Examples of overall EX metrics across the employee journey

Another methodology and set of metrics was selected by Jacob Morgan. He was
evaluating 252 organizations with 17 questions in scale from 1 through 5 where 1
means strongly disagree and 5 means strongly agree. The whole survey was
constructed in way to capture the physical environment, starting with four questions,
then the next ten questions are dedicated to cultural environment, and finally three
questions analyze the technological environment. He also added weight to each
applied environment to get total comparable scores.

2.6.1. Employee Engagement

Employee engagement (EE) is biggest contributor to the employee experience
journey and is typical measurement point for most companies. It evaluates how

committed an employee is to supporting their organization to achieve its goals. The
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definition refers to the psychological and emotional engagement employees have to
their company, their tasks or activities, and their colleagues. The rise of engagement
started in 1990’s, first appearing in an academic journal published by the Institute of
Employment Studies (IES) in article “From People to Profits, the HR link to the service-
profit chain” which demonstrates how employee behavior and attitude can improve
customer loyalty and, thus, sales performance (Barber, Hayday, & Bevan, 1999).
According to IES, customer happiness alone is insufficient to increase corporate
success without also fostering customer loyalty. Over time, employee engagement
became the most important measurement metric with the rise of importance of
tracking the whole employee life cycle from recruiting, onboarding, retaining, until
exiting the company. A new aspect of measurement had to be added for employee

engagement.

2.6.1.1. Employee Engagement Measurement

Employee engagement is measured by Gallup based on employees' answers to its
survey of 12 questions. The q12 survey is comprised of 12 actionable workplace
aspects that have been shown to have demonstrated connections to performance
results. Gallup spent years and thousands of hours conducting interviews at every
level of several companies, across a wide range of sectors, and in a number of
different countries in order to uncover these aspects. The surveys and publications
produced by Hay Group consulting, highly encourage looking not only at engagement
drivers as an essential aspect for the development of the workplace and performance,
but also at the "enablers." People who are driven but are unable to transform their
excitement into action may have an even more destructive influence on the
performance of a company than individuals who are not motivated. Over the period of
the last three decades, research has shown that businesses have dramatically better
performance when high levels of employee engagement are joined with high levels of
employee enablement. To achieve the maximum levels of financial success, staff
retention, and employee performance, it is crucial to simultaneously prioritize

engagement drivers and empowerment drivers. (Hay, 2012)
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Employee Effectiveness Framework Financial
performance
= Clear and promising direction improved 4.5X%

= Confidence in leaders
= Quality and customer focus E“memem Customer
ol @ Commitment satisfaction

* Respectand recognition 3 - : ) _
- Development opportunities “wa”  Discretionary effort ) improved 89%

= Pay and benefits

Business
Drivers 2
p Effectiveness
= Performance management
= Autherity and empowerment Enablement
- Resources 4 e Employee turnover
« Training e :7 Optimized roles decreased 54%
= Collaboration Supportive e A
= Work, structure, and process / Employee

performance

improved 50%

Fig. 15 Employee effectiveness framework (Tobing, 2017)

PwC developed the Employee Engagement Index to assist businesses in using
employee engagement as a way to achieve organizational objectives. Through factor,
regression, and correlation analysis, the EEIl has shown a connection to operational
and workforce indicators. The PwC believes that every company and organization is
unique. Attributes that might impact employee engagement, like Advocacy,
Commitment, Pride, Achievement, Alignment, Effort remain consistent.
Consequently, the model is constructed to also assess the aspects or dimensions of
the employee experience and, through statistical analysis, identify the organization-

specific driver of engagement with the highest impact. (PwC, 2014)

Alignment Lo
S - “I would recommend the company
to friends and family as a great
place to work.”

“| understand how
my job contributes
to the success of
the company.”

..Commitment
Employee “Il intend to stay with
Engagement Index the company for
Achievement (EEI) another 12 months.”

“My colleagues are
passionate about
providing exceptional i
customer service." : “My colleagues are willing
: to go beyond what is
i expected for the success
e of the company.”

Discretionary effort

“l am proud to work
for the company.”

Fig. 16 Employee engagement Index (EEI) (PwC, PwC.com/Employee Engagement Index, 2014)
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2.6.2. Net Promoter Score

2.6.21. Employee Net Promoter Scores (eNPS)

Employee Net Promoter Score (eNPS) is measurement how likely employees are to
recommend the organization as good place to work. It is usually built into the
Employee Engagement survey because a single question is insufficient to reveal all
the aspects of employee needs and feelings. eNPS contains only one simple
question: How likely are you to recommend your company as a place to work?
Measurement is on a scale of 0-10. eNPS has roots in traditional customer satisfaction
survey NPS which companies asking their companies “how likely they will recommend

product or services to their family or friends”.

Calculating eNPS

eNPS responses on satisfaction scale 0-10 are divide into three categories:

= 9-10-Promoters: these are the most satisfied, happy, and motivated employees
= 7 - 08 - Passives: employees who are satisfied but not passionate
= 0 — 6 — Detractors: dissatisfied employees, bad relationship, they would not

recommend the company

eNPS does not take Passives into consideration, so we get the eNPS score from

subtracting the percentage of Detractors from percentage of Promoters.

% Promoters - % Detractors = eNPS

A good eNPS score is between 10 and 30 and above 30 is excellent. The average

global eNPS score across all industries is 12.

2.6.2.2. Employee Satisfaction (eSAT)

Employee satisfaction (eSAT) measures the level of happiness of employee in their

work or in their company. This metric will generally track factors such as company
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culture, relationship with management, or job itself. These usually use scale questions

for rating eSAT using an interval between 1 to 5 or “least likely” to “most likely”.

2.6.2.3. Net Promoter Score (NPS)

Net Promoter Score is the leading metric used for measurement of customer loyalty
to a company. According to research, a high NPS score correlates directly to
increased business growth. Based on available studies, more than two-thirds of the
Fortune 1000 list currently use Net Promoter Score (NPS) to evaluate the
performance of their customer experience initiatives, and this percentage continues
to rise daily. The history of NPS is not that long. Fred Reichheld and his team in 2003
identified that the challenge with the traditional survey is that they have only a limited
possibility of capturing customer emotions and feelings or how companies can take
responsibility for their satisfaction, and they identified the most effective single
measure of customer lifetime value. One sentence: “How likely are you to recommend

company to a friend or colleague?”

Calculating NPS

NPS respondents give a rating between 0 (not a likely) and 10 (extremely likely) and,

responses are divided into three categories:

= 9 -10 - Promoters: typical for loyal and enthusiastic customers
= 7 — 8 — Passives: customers satisfied but not loyal

= 0-6—Detractors: not happy customer, not loyal, probably they will not buy again

NPS does not take Passives into consideration, so we get the NPS score from

subtracting the percentage of Detractors from percentage of Promoters.

% Promoters - % Detractors = NPS

A good NPS score is between 0 and 30, above 50 is excellent.
0 50 75

Needs improvement World Class
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3. EMPIRICAL RESEARCH

3.1. Goal for surveys

Every company would like to become a strong partner for their customers and deliver
excellent customer experience, great products and service. It is essential that all
discussions begin from a customer’s point of view but also consider aspects of
employees and their impact on customer experience. It demands major change in

approach, mindset, and processes in many parts of the organization.

The benefits will be:
¢ Real time input from customers and the ability to respond quickly to early
warnings
¢ Real time feedback from employees and understanding the main drivers of

employee experience and satisfaction

Empirical research consists of three elements, Employee Experience metric,
Customer Experience metric, and Operational Data like revenue, consolidated profit,
EBIT and headcount. In the research section, we will compare different aspects of
employee experience based an EX-survey constructed by the author between three
markets, the United States, China, and Europe, in total 105 employees from field of
sales and service. Customer satisfaction is represented by the NPS survey for those
specific markets and the author has added operational data, which should indicate
relationship between these three elements, into the research. To begin, the author
conducted personal interviews through application teams with respected Human
Resources personnel in all three markets to determine the maturity of their EX
initiatives and how Atlas Copco scores against the benchmark. The questionnaire is
based on Ennova’s EX study from the Soren Smith book Mastering Employee
Experience (Smit, 2020, p. 59) and measures the average rank of maturity level on
scale from 0 to 100 in four different areas, EX strategical framework, data-driven
culture, implementation of a new way of working, and transformation to employee
experience. Answers are compared with 548 HR staff members who participated on

Ennova study.
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ATLAS COPCO BENCHMARK
HOW EX-MATURE IS ATLAS COPCO SCORE BENCHRMARK PROPORTION
AVERAGE
0-100 =85
76 G0 22%

The employee experience is a top-three strategic
priority for upper management at our organization

We have a vision for the future employee

experience at out organization 82 61 20%

We have an EX program that includes an array of
measures aimed at improving the experience 57 50 13%
throughout the employee journey

We continuosly measure all of the significant
experiences in the employee journey in order to 61 51 14%
identify root cause and unsatisfactory results

We conduct continuous analyses throughout the
employee journey in order to identify root causes 62 52 13%
and unsatisfactory results

Cluick, agile action is taken to address challenges

identified in EX analyses, efc. 55 54 15%

We consider both our employees’ personal and
waork lives when designing good employee 65 62 22%
experiences

We have uncovered the employee journey at our
organization and indetified the experiences that are 65 49 10%
most significant to employees

We use new technologies to create a good
employee experiences (e.g., arificial intelligence, 33 37 8%
virtual reality, location-aware, efc.)

We use such methods as design thinking,
employee journey mapping, personas, and “wow™ 45 42 10%
design when dealing with employee experiences

We mobilize, help, and continually educate the
entire organization with regard to creating excellent G0 Ll 11%
employee experiences

Table 2 Atlas Copco EX maturity level

The Atlas Copco scores are in table 2 where the Atlas Copco EX maturity level is
based on the average of the three regions. According to the HR management team,
the strongest results are linked to questions one and two, which reflect the people
management strategy and vision towards employee experience. In this area Atlas
Copco outperformed the benchmark average significantly. On the other side of the
metrics, Atlas Copco’s performance in measuring employee experience and using
new technologies are below benchmark average. Comparison between markets
shows China as leading market for maturity EX with average score 66 points, US
scores 63, and Europe 51 while the industry benchmark average is 52 points.

Calculation is based on the total scores divided by the total number of questions.

3.2. Construction of Survey

3.2.1. Employee Experience

The author constructed the Employee Experience survey based on 30 questions in

different aspects of the employee life cycle covering recruiting, onboarding, and
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employee engagement. The survey also covered elements of eNPS and eSAT, well-
being, culture, learning and development, purpose, belonging, leadership, and
physical safety. The survey was fully anonymous and distributed via email with link to
make it possible to use a mobile phone or web browser for the questions. The
Qualtrics platform was used for survey creation and collection. The survey took place
in June 2022 and was distributed to an Atlas Copco team, representative sample of
sales, project managers, and service management in the three regions, Americas
represented by US HUB, Europe represented by Germany and Asia represented by
China.

3.21.1. Methodology of evaluation

Q1: What is your experience with Atlas Copco during recruitment process? —
representing recruitment and the evaluation is based on the feeling of employees
during recruitment, measures are a % between positive, neutral, and negative

experiences.

Q10: I would recommend this company to people | know as a great place to work —is
the eNPS question. The methodology of the eNPS question is explained in 2.6.2.1,

however the main metrics are calculated:

% Promoters - % Detractors = eNPS

The remainder of the survey is questions related to satisfaction, engagement, and
wellbeing of employees, which are evaluated on scale from 1 “strongly disagree” up
to 5 “strongly agree” or 1 “not satisfied” to 5 “strongly satisfied”. Note that score(s) are
converted to a scale of 1-100 (as illustrated below) for easier comparison (fig. 17)
where the answer of 1 (“not at all” or “strongly disagree”) represents 1 point and the
answer 5 (“completely happy” or “strongly agree”) represents 100 points. The total
score in different areas of employee experience is measured as their average score

from questions related to the employee experience area.
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01.
How happy are you with this example

question?
Mot at all Completely happy
1 2 3 ) 5
Score ] 25 50 75 100

Fig. 17 Example of calculation survey questions

3.2.1.2. KPI’s measurement

Answers to the thirty questions are compiled into eight key performance indicators
(KPIs). They provide perspectives on the employee experience for the whole
company as well as individual organizational units and also provide information about
the most important aspects of the mutual relationship. Questions are based on internal

Atlas Copco Insight survey for employee engagement.

EMPLOYEE NET PROMOTER SCORE
Q10: | would recommend the company to people | know as a great place to work
(eNPS)

EMPLOYEE ENGAGEMENT SCORE

Q11: 1 am proud to work for this company

Q12: How happy are you working at your company? (eSAT)

Q23: The work that | do is meaningful to me.

Q24: | feel a sense of belonging at my company.

Q25: | feel satisfied with the recognition or praise | receive for my work.

Q26: People at my company behave ethically.
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EMPLOYEE WELL-BEING SCORE

Q19: | can manage my job duties in a way that enable a healthy work-life balance
Q20: | have the flexibility | need in my work schedule to meet work and personal needs
Q21: My workload is manageable

Q22: My company takes a genuine interest in my wellbeing (physical, mental).

Q27: | feel safe at my workplace.

Q30: Your organization offers flexible work options (such as the ability to work your

own hours wherever you want) and encourages autonomy.

LEADERSHIP SCORE

Q7: My manager provides me with feedback that helps me improve
Q8: | feel empowered to make decisions regarding my work.

Q9: | would recommend my manager to others.

Q28: Teams at my company collaborate effectively to get things done.

CULTURE SCORE

Q16: | feel free to speak my mind without fear of negative consequences

Q17: | am treated with respect and dignity

Q18: You feel that the organization you work for is diverse and inclusive

Q29: Your organization offers employees multiple workspace options The physical

space reflects the values of your organization

LEARNING & DEVELOPMENT SCORE
Q13: | have good opportunities to learn and grow at my company.
Q14: | know what skill | will need in future to be a valuable contributor to this company

Q15: | have the training | need to do my job effectively

RECRUITMENT SCORE

Q1: What is your experience with Atlas Copco during recruitment process?

ONBOARDING SCORE
Q2: How accurate was your role described to you during your interview process?

Q5: Were you given an overview of your career path and progress in the company?
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3.2.2. Net Promoter Score

The author constructed the Net Promoter Score survey based on 8 questions in
different aspects of customer satisfaction. The survey was fully anonymous and
distributed via email with link to facilitate use of a mobile phone or web browser. The
Qualtrics platform was used for survey creation and collection and it took place from
April 2022 to June 2022, distributed to customer contacts in three regions, Americas
represented by US HUB, Europe represented by Germany, and Asia represented by
China.

3.2.21. Methodology of evaluation

Q1: How likely are you to recommend Atlas Copco company to a friend or colleague?
— is the NPS question. The methodology of NPS question was explained in 2.6.2.3,

however main metrics are calculated:

% Promoters - % Detractors = NPS

Detractors (score 0-6) — those are customers who are not loyal to company, a high
probability that they will not buy products or services again, and do not consider Atlas
Copco as potential supplier. They can potentially damage the brand reputation
Passives (score 7-8) — those are neutral customers, typically satisfied but
unenthusiastic and who are open to competitive offerings.

Promoters (score 9-10) — loyal customer who intent to promote Atlas Copco, they will

keep buying products and services and have strong partnership behavior

Atlas Copco uses both metrics of NPS, Relational NPS and Transactional. The
emphasis of this study will be on relational NPS. Q3 - Q7 are related to customer
satisfaction with following areas:

= Purchasing Experiences

= Project Management

= Delivery of Products and services

= |Installation & start up

= Product performance

= Service performance
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3.3. Research Analysis

3.3.1. Employee Experience Analysis

eNPS Atlas Copco

11

b5

mPromoters m Passive mDetractors

Fig. 18 Employee Net Promoter Score Atlas Copco

Typically, one of the most essential indicators used to asses employee satisfaction
and employee engagement is the eNPS which is based on question 10 in the author’s
survey, “| would recommend this company to people | know as a great place to work”.
Representative sample of 105 employees from sales, project management and field
service who responded to the author’s survey, 65 employees would recommend Atlas
Copco to their friends as a good company to work with, 29 are passive or neutral
employees, and 11 employees are detractors who would not recommend the
company. They might potentially resign and they represent certain risks for the
company. An eNPS score 51 is excellent and, among 1260 similar sized companies
compared on web portal comparably.com, represents the top 5% and 1%t place versus

5 competitors rated on comparably. (Comparably, 2022)

(Source: https://www.comparably.com/companies/atlas-copco)
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eNPS Atlas Copco EUROPE eNPS Atlas Copco US eNPS Atlas Copco China
q 3
7

- eNPS =63

27

WPromoters M Passive mDetractors WPromoters WPassive M Dewartors WPromaters WPassve M Detractors

Fig. 19 eNPS Atlas Copco in region Europe, US and China

In Europe, an eNPS = 37 shows a big difference compare to the other two markets.
17 employees would recommend the company to their friends to become coworkers,
while 4 are detractors. However, 14 employees out of 35 have neutral opinion, this
represents 40%. In other markets, size of detractors is similar to the European one,
but the biggest differences are linked to the number of passive employees. The US
has 20% and China has 23% passive or neutral employees, while the number of
promoters represents 71% of employees in US and 66% of employees in China. The
eNPS score in all three markets is higher than the industrial benchmark, however
significant differences are visible mainly between Europe eNPS=37 and US eNPS=
63.

EMPLOYEE EXPERIENCE ANALYSIS

() 50 a8
aa BS 85
EL 1 1 51 81 a0

80 75

EMPLOYEE EMPLOYEE LEADERSHIP CULTURE LEARNING AND RECRUITMENT ONEOARDING
ENGAGEMENT WELLBEING DEVELOPMENT

MAC NEU HUS HEN

Fig. 20 Employee Experience comparison

The Employee Experience survey is constructed to measure aspects of the whole
employee life cycle from recruiting, onboarding, and daily employee life measured
with the employee engagement index. A detailed score comparison is shown in figure
20 — Employee Experience comparison. The construction of the survey and
measurement method was described in part 3.1.1.1. The first metrics influencing EX

are recruiting experience and onboarding.
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Recruitment and On-boarding

Employees participating in the survey ranked recruitment experience as positive was
84, while neutral was 17 employees and 4 were negative. This statistic represents
successful candidates who are now part of Atlas Copco; an external comparison

needs to be evaluated.

Interviews at Atlas Copco Interviews at Atlas Copco
3%
‘ Experience
« Positive B FPositive 64%
R = Meutral
28 * Negative B Negative 18%
oe% B Neutral 18%

Fig. 22 Interview Experience from survey Fig. 21 Interview Experience from web source

Interview experience from web glasdoor.com shows a statistical difference in negative

experiences. (source: https://www.glassdoor.com/Interview/Atlas-Copco-Interview-

Questions-E10368.htm). While the internal Atlas Copco survey shows a 66% positive

experience, participants on glasdoor.com surveys (total number of respondent is 208)
shows 64%. The biggest difference represents a negative experience with the
recruitment process: where 9% of existing Atlas Copco employees experienced
negative interviews, in glasdoor.com number represents 18%. The process following
the interview and recruitment is on-boarding, described in Q2 in the author’s survey:
“How accurate was your role described to you during your interview process? (i.e.,
Are you doing what you expected you'd be doing)?” And Q5: “Were you given an
overview of your career path and progress in the company?” According to the study,
onboarding at Atlas Copco is the most challenging aspect of the employee experience
since results show overall score of 66 points, which is significant lower compared to
other areas of EX. Question 5 is ranked as the worst from all questions measured in
the author’s survey and a relationship between Q5 and Q14 was evaluated. According

to the study:

Q5: Were you given an overview of your career path and progress in the company is
positively correlated with Q74: | know what skills | will need in the future to be a

valuable contributor to this company?
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Correlation = (Recommended) Effect size indicates whether a relationship

is meaningful in a practical sense,

P-Value < 0.00001
regardless of the amount of data. In this
Effect Size (Pearson's r) 0.475 . .
case, 0.475 which is a large effect.
Confidence Interval of Effect Size 0.313 to 0.610
Sample Size 107
R-squared is a measure of how well a
Table 3 Correlation Q5 and Q14 value for one variable could be predicted

by entering a value for the other in the
below formula: Q5: Were you given an overview of your career path and progress in
the company? = (0.745 x Q14: | know what skills | will need in the future to be a
valuable contributor to this company) +1.11 which shows a strong relationship
between Q5 and Q14.

Frequency

a 20

Q5: Were you given an overvi...

1 2 3 4
Q14: 1 know what skill | will need in future to be a valuable contributo...

Figure 23 Correlation between Q5 and Q14

In quadrant 1 (Strongly agree) Q14: | know what skills | will need in the future to be a
valuable contributor to this company and (Definitely yes) Q5: Were you given an
overview of your career path and progress in to company? shows 20 of 105 datapoints

which correspond to 19%.

Employee Engagement

EE consist of six questions in the author’s survey related to employee satisfaction,
belonging, and purpose. According to research from the internal survey, the best

employee engagement is in US, with a score of 89. China follows with a score of 83
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and Europe with 79. (fig.24—Employee Engagement Index in the three different

markets)
EMPLOYEE ENGAGEMENT ATLAS COPCO

2% 1%

B% —
il

~ 50%
EE=84
.f
39%
15 wd 23 =m2 ml
EMPLOYEE ENGAGEMENT EUROPE EMPLOYEE ENGAGEMENT US EMPLOYEE ENGAGEMENT CHINA
3% 3% 3% 0%
% ‘ 11% '

_— 38%
— 47%

EE=79 EE=383

39%

50%

m5 54 n3m2 m]l 25 w4 «3 =2 ml 25 w4 «3 =2 ml

Fig. 24 Employee Engagement Index in the three different markets

Q10: How happy are you working at your company?

11% 27% 62%

Detractor Passive Promoter

B Devractor [ Passive [ Promoter

Fig. 25 eSAT: Q10 How happy are you working at your company?

Using the same metrics as eNPS, eSAT indicates that 62% of employees are
extremely satisfied, 27% are passive and 11% are negative employees or not satisfied
at all. A very similar statistic is shown in Q11: | am proud to work for this company
where 91% of scores strongly agree or somewhat agree with this statement and the
author of this document evaluated the relationship between this question and Q25: |
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feel satisfied with the recognition or praise | receive for my work. The Qualtrics

platform was used for the analysis. According to the study:

Q11:1am proud to work for this company is strongly positively correlated with Q25:

| feel satisfied with the recognition or praise | receive for my work.

Effect size indicates whether a relationship is meaningful in a practical sense,
regardless of the amount of data. In this case represent 0.512 which is large effect.

Correlation = (Recommended)

P-Value < 0.00001
Effect Size (Pearson's r) 0.512
Confidence Interval of Effect Size 0.358 to 0.639
Sample Size 108

Table 4 Correlation between Q11 and Q25

R-squared is a measure of how well a value for one variable could be predicted by
entering a value for the other in the below formula:

Q25: | feel satisfied with the recognition or praise | receive for my work = (0.611 x
Q11: | am proud to work in Atlas Copco Group) + 0.997 which shows strong relation
between Q11 and Q25.

Q25: | feel satisfied with the recognition or praise | ...

Q11:1am proud to work in Atlas Copco Group

Fig. 26 Correlation between Q11 and Q25
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In quadrant 1 (Strongly agree) Q11: “I am proud to work in Atlas Copco Group” and
(Strongly agree) Q25: “| feel satisfied with the recognition or praise | receive for my

work” shows 26 of 105 datapoints which correspond to 24,7%.

Adding a regression analysis into this model: cumulatively, the drivers in this model
explain a moderate proportion of / feel satisfied with the recognition or praise |
receive for my work. This statement is based off of r-squared: the researcher consider
an r-squared between 20% and 45% to be fairly typical for this survey research,

indicating that the model is good enough to base a decision off of R-squared = 26.2%

Relative Importance is a modern extension of regression that calculates the proportion
of the r-squared contributed by each driver in the model. It accounts for situations
where the input variables are correlated with one another, a very common issue in
survey research (known as "multicollinearity")

Relative Importance

Q11: 1am proud to work in Atlas Copco Group
100%

Recode Category Frequency
1 Strongly agree 51% _—»
2 Somewhat agree 40% _—n
3 Meither agree nor disagree 6% .—)
4 Somewhat disagree 3% l—)

20% 48 6%

Fig. 27 Regression between Q11 and Q25

Q11: 1 am proud to work in Atlas Copco Group

This variable accounts for 100% of what the model tells us about Q25: | feel satisfied
with the recognition or praise | receive for my work. Controlling for other variables in
this model, anincreaseof 0.10in this variable is associated with
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an increase of 0.061 in Q25: | feel satisfied with the recognition or praise | receive for

my work shows

Employee Well-being

This area of EX consists of six questions. Atlas Copco overall scored 80, whereas
Europe scored 75, US scored 85, which is best result, and 81 was scored China.
Nearly 50 out of 105 respondents ranked Employee Wellbeing in the highest position.
One of the highest rated questions from survey is Q27: “| feel safe at my workplace”,

where the average score was 91.

EMPLOYEE WELL-BEING ATLAS COPCO

4% 1%
12% W
45%
EW = 80
37%
25 =4 =3 =2 ml
EMPLOYEE WELL-BEING EUROPE EMPLOYEE WELL-BEING US EMPLOYEE WELL-BEING CHINA
- 3% 3% 0% 3% 0%
" 1% | | 1% 1

14% 37% 305
EW=75 EW =85 EW =81
26%

4%
37%

#5 =4 «3 =l ml 25 =4 =3 =2 wl 55 =4 23 =2 ml

Figure 28 Employee Well-being Index in three different markets

The lowest scored question was Q21: “My workload is manageable”, shows significant
differences in comparison between the three markets. The lowest score, 66, is in the
European market, while the US scored 79 and China with 71. In Europe, 14 out of 35
employees defined their answers as neither agree or disagree and somewhat

disagree.
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Q19: “I can manage my job responsibilities in a way that enable a healthy work-life
balance” is strongly positively correlated with Q20: “I have the flexibility | need in

my work schedule to meet both work and personal needs”

Correlation = (Recommended)

P-Value < 0.00001
Effect Size (Pearson's r) 0.537
Confidence Interval of Effect Size 0.387 to 0.659
Sample Size 108

Table 5 Correlation between Q19 and Q20

Effect size indicates whether a relationship is meaningful in a practical sense,

regardless of the amount of data. In this case represent 0.537 which is large effect.

R-squared is a measure of how well a value for one variable could be predicted by
entering a value for the other in the below formula:

Q19: “I can manage my job responsibilities in a way that enable a healthy work-life
balance” = (0.609 x Q20: “I have the flexibility | need in my work schedule to meet
both work and personal needs”) + 0.858 which shows strong statistical relationship
between Q19 and Q20.

Q19: | can manage my job responsibilities in a way that...

Q20: | have the flexibllity | need in my work schedule to meet both work and persanal needs

Fig. 29 Correlation between Q19 and Q20

In quadrant 1 (Strongly agree) Q20: “I have the flexibility | need in my work schedule

to meet both work and personal needs” and (Strongly agree) Q19: “I can manage my
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job responsibilities in a way that enable a healthy work-life balance” shows 28 of 105

datapoints which correspond to 26,6%.

Adding into this mode Q24: “| feel a sense of belonging at my company”. Cumulatively,
the drivers in this model explain a high proportion of Q19 “I can manage my job
responsibilities in a way that enable a healthy work-life balance”. Q21: “My workload
is manageable” is the primary driver of Q19: ”’I can manage my job responsibilities in
a way that enable a healthy work-life balance” and Q24: “I feel a sense of belonging
at my company” is a secondary driver.

R-squared = 45.7%

Relative Importance

Q21: My workload is manageable
68%

Figure 30 Regression between Q21, Q24 and Q19

21: My workload is manageable

This variable accounts for 68% of what the model tells us about Q719: “/ can manage
my job responsibilities in a way that enable a healthy work-life balance”

Each category is statistically significantly different. Controlling for other variables in
this model, the value of Q19: ‘I can manage my job...healthy work-life

balance” depends on the value of this variable in the following manner:

Change in

Q21: My worklo...is manageable Q19: I can...fe balance Frequency
Strongly agree -0.46 30% _—P
Somewhat agree 8] 380 _—'
Meither agree nor disagree +0.46 23% _—l
Somewhat disagree +0.67 7% -—l
Strongly disagree +1.86 206 I—'

% 16% 20% 30% 48%

Fig. 31 Regression between Q21, Q24 and Q19
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24: “| feel a sense of belonging at my company”

This variable accounts for 32% of what the model tells us about Q79: “I can manage
my job...healthy work-life balance”

That there is a significant difference between Strongly agree

Controlling for other variables in this model, the value of Q79: “/ can manage my
job...healthy work-life balance” depends on the value of this variable in the following

manner:

Change in

Q24: | feel a se...ng at my company Q19: Ican..fe balance Frequency
Strongly agree 0 530 -
Somewhat agree +0.22 36% _—)
Neither agree nor disagree +0.46 7% -—’
Somewhat disagree +1.13 3% I—b
Strongly disagree +1.74 1% l—r
o% 28% 48% 60%

Fig. 32 Regression between Q21, Q24 and Q19
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Fig. 33 Prediction model actual vs predicted values

The model for the figure on the left is not very accurate; there’s a not strong correlation
between the model’s predictions and its actual result. The accuracy distribution is too

wide.

Leadership Index

The next important metric which is influencing Employee Experience is Leadership.
This part consists of four questions. The Atlas Copco overall score is 79, whereas the
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European market scored an average 73, US was 83, and China ranked leadership in

82 points.
LEADERSHIP INDEX ATLAS COPCO
6% 1%
13% “I
42%
CU=79
38%
85 wd 23 =2 ml
LEADERSHIP INDEX EUROPE LEADERSHIP INDEX US LEADERSHIP INDEX CHINA

8% 3% 6% 0% 3% 0%

9% 14%
’l 285 \ | |
17%
49%
cu=73 cu=s3 sL cu=32

34%
34%

w5 =4 =3 =2 ml w5 =4 =3 =2 ml 25 =4 =3 =2 ml

Fig. 34 Leadership Index in three different markets

According to the author’s survey, leadership index in the European market is
significantly lower, ranked CLI=73 compared to US or China market. Specially Q28:
“Teams at my company collaborate effectively to get things done”, only scored 58 in
the European market, which is the lowest score in the whole survey. No average was
in the high end of the scale, and nearly half of people indicated dissatisfaction with
cooperation between teams. In the total score, only 22% of employees out of 105

responded to this question positively.

There is a strong statistically significant relationship between Q9:” | would recommend
my manager to the others” and Q28: “Teams at my company collaborate effectively

to get things done”
For statistical research, the author used ANOVA tests to determine whether the two

variables are statistically related, which typically means at least one group tends to

have higher values than at least one other group.
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P-value = 0.0046 and Effect Size (Cohen’s f) = 0.446

Q9: | woul...the others Count Average Median \ % | N |

Strongly agree 61 1.97 2.00 . p— .
Somewhat agree 38 2.66 2.50 " " )
Neither agree nor disagree 7 3.00 3.0 S e
Somewhat disagree 1 4.00 4.00

Strongly disagree i 3.00 3.00

Table 6 Statistical relationship figures for Q9 and Q28
Culture Index

Culture is another of the most significant aspects of Employee Experience and
represents a high priority at Atlas Copco. The author’s internal survey contained 4
question related to the Cultural Index. The overall Atlas Copco average score is very
high, in this case 85 points, whereas employees in the European market scored 81,
US market shows best results among three markets with a score of 90, and China
scored 83. Itis interesting is to compare Atlas Copco with external sources. Based on
comparably.com, Atlas Copco scored 81/100 across all culture dimensions according

to 95 employees (source: htips://www.comparably.com/companies/atlas-copco).

Based on glasdoor.com, Atlas Copco scores 4,1 out of 5 possible points.

CULTURE INDEX ATLAS COPCO

6% 1%
13% “l

4%
Cl=85

38%
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CULTURE INDEX EUROPE CULTURE INDEX US CULTURE INDEX CHINA
s 3% % 0% 0% 0%

6%
14%
14% "

46%

= Cl=90 =
Cl=81 8% Cc1=83
66%

40%

28%

w5 =4 53 =2 ml =5 =4 23 =2 ml #5 =4 23 =2 ml

Fig. 35 Culture Index in three different markets

Learning and Development Index

Learning and Development is one of the critical areas of Employee Experience and
differentiates companies from good to great. Each employee requires a certain level
of on-the-job training and classroom training. Top companies arrange activities to
keep employees motivated to learn and it is no different for Atlas Copco. This last
area of the author’s survey is constructed to evaluate the Learning and Development
index and consists of 3 questions. Overall, the Atlas Copco average score in Learning
and Development is 78, whereas US and China scored the same 81, but Europe has

a large gap with a score of only 72 points.

LEARNING & DEVELOPMENT INDEX AC

4% 1%

17% ‘l

41%
37%
m5 w4 =3 =2 =]
LEARNING & DEVELOPMENT INDEX EUROPE LEARNING & DEVELOPMENT INDEX US LEARNING & DEVELOPMENT INDEX CHINA
g 3% ™ 0% ™ 0%
R 15% | | 4% 1

LDI =72 LDI =81 0% LDI =81

™%
#5 24 «3 =2 w1 #5 =4 «3 w2 wl #5 =4 «3 w2 wl

Figure 36 Learning and Development Index in three different markets
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Statistical correlation between Q13: “I have a good opportunities to learn and grow at
Atlas Copco group” and Q14: “I know what skill | will need in future to be a valuable
contributor to this company”, is strongly positive. Simple linear regression R-
squared=0.262 and line of the best fit - Q13: “I| have a good opportunities to learn and
grow at Atlas Copco Group” = (0.508 x Q14: “I know what skill | will need in future to
be a valuable contributor to this company”) + 0.759

Correlation © (Recommended)

Palue < 0.00001
Effect Size (Pearson's r) 0.512
Confidence Interval of Effect Size 0.358 to 0.639
Sample Size 108

Table 7 Correlation between Q13 and Q14

Frequency

Q13: 1 have a good opportunities to learn and grow at A...

Q14: 1 know what skill 1 will need in future to be a valuable contributor to this company

Fig. 37 Correlation between Q13 and Q14
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3.3.2. Net Promoter Score Analysis

NPS ATLAS COPCO

19

37

HPromoters B Passive B Detractors

Fig. 38 Net Promoter Score Atlas Copco

The Net Promoter Score is a well-known customer metric which measures level of
customer satisfaction with the company and their level of loyalty. The author
constructed a customer survey based on seven questions which generate an NPS
score and customer touchpoints. The NPS question measures customer loyalty to
Atlas Copco company through Q1- “How likely are you to recommend Atlas Copco
company to a friend or colleague?” From 90 customers who responded to the author’s
survey, 37 are loyal customers who intend to promote Atlas Copco, keep buying
products and services, and have strong partnership behavior, 34 customers are
neutral, typically satisfied but unenthusiastic and who are open to competitive
offerings, and 19 customers are not loyal to company, there is a high probability that
they will not buy products or services in the future, and do not consider Atlas Copco
as potential future supplier. They can potentially damage brand reputation. In the
author's NPS survey, the Atlas Copco score of 20 is a good result based on the
industrial average, whereas European customers ranked experience with Atlas Copco
company the worst, scored at 3.23. US and China customers evaluate the company
significantly better where the NPS score for US market is 23.33 and in China 33.33.
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NPS EUROPE NPS US NPS CHINA

B T

14 14
14

W promoters MPassive M Detractors M Promoters M Passive M Detractors W promoters W Passive M Detractors

Figure 39 Net Promoter Score Europe, US, and China

In the European market, Atlas Copco has only 29% promoters, and a similar number
of detractors at 26%. In both the US and China, customer loyalty and satisfaction
show significant differences. Both markets have 47% promoters with 23% detractors

in the US and an even smaller number of detractors in China.

Customer touchpoints performance on table 8 shows a comparison of different areas
of Net Promoter scores based on question 3 of author's NPS survey Q3: “Based on
your working relationship with Atlas Copco over last 12 months, please rate how
satisfied you are with each of the following experiences:” Purchasing, Project
Management, Delivery of products, Installation and startup, Product performance, and

service performance.

Touchpoints performance Atlas Copco

10

80 79 81 80

8,6
7,9 8,0
7,4
|||| I|II III | ||I| “ ‘ ‘ ‘l
s — _1 3 1

Experience  Project Management Delivery of Pmdu::ts Installation & Startup Product Perfnrr‘r'lﬂn::e Service Performance

mAC mCN mUS mEU

Table 8 Touchpoint’s performance

Significantly lower results are linked to “Delivery of products”, which caused the
largest part of customer dissatisfaction from Atlas Copco performance The average

score is 5 points whereas European market ranked it at 4,6 points. On other side,
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Product performance and Service performance show positive customer experience
and satisfaction where the Atlas Copco average score in product performance is 8,0

points and service performance in 7,9 points.

Touchpoints performance Service Touchpoints performance Product

10
) 88
3 BA 87 82 8.2 J
77 50 Bl B0 g 75
8 73 LIS 74 74 1.5 - 8 . 5
I 63 69 . } A ga .
3 . 63 ' 3
I 69 o o4 5
! ) It
0 0
Tumarourd Lrme of repair ol Commmuncation with you Abdtly te sabve problem Ay 4 """‘-‘““"“!:m’\""““ﬂ’n-‘ Faimbitny ol dr peoducts:
mAC WON il mAC mCH wUS mEY

Cuakty of servce siabsbly ol sice persanel

£

Table 9 Touchpoint’s performance Service and Products

More detailed analysis is shown in table 9, the touchpoint performance of Service and
Product. Communication with customers outscored other performance in the service
part with very strong results seen in the China score of 8,8, while US and Europe
scored 8,2. The lowest scoring part of the service performance is availability of service
personnel where Atlas Copco average is 6,0 points. Performance in products shown
in table 9, product capability to improve customer productivity scored an average of 8
points, while reliability has significant gap with an average score of 7,1 and where

Europe shows the worst reliability of products with score of 6,7.

3.3.3. Statistic correlations analysis

The first section of scientific work has been dedicated to simple research and
comparison the two author surveys, Employee Experience and Net Promoter score
conducted in three different regions. In this section, the author researches factors
which impact Employee experience and the relative importance to employee
satisfaction with question in survey, “How happy are you working at Atlas Copco”. The
second part links Relative Importance Analysis to NPS where the author researches
which part of Employee experience has a significant impact on customer satisfaction,
relative to the importance of the question “/ would recommend this company to people
| know as a great place to work”. The third part of the analysis is a comparison
between the three regions and as last part of the research, the author considers the
business implications of EX and NPS. Linear regression has been used for the

analysis.
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How Happy are you working at your company?

Relative Importance Analysis (Linear Regression): How happy are you working at your company?

Raw Standard

Importance score Error t P
What Is your experience with Atlas Copco during recruitment process? 087 0006 0005 113 262
How accurate was your role described to you during your Interview process? (i.e., Are you doing what you expected you'd be doing)? 1.76 0.012 0.011 1.08 .283
Do you feel the materials and equipment provided in your start been adequate for you to perform your job effectively? 1.57 0.010 0.007 1.39 .169
Overall, how well do you understand your role, including the responsibilities of your job? 089 0005 0006 0.80 426
Were you given an overview of your career path and progress in the company? 1.69 0.011 0.009 1.24 .219
How satisfied are you with the training that you have received for you new role? 4.80 0.030 0.015 2.06 .043
My manager (the person you report to) provides me with feedback that helps me improve 1.16 0.008 0.007 1.02 311
| feel empowered to make decisions regarding my work. 299 0.020 0.011 1.78 .079
| would recommend my manager to the others 227 0.015 0.011 1.33 .187
| 'am proud to work in Atlas Copco Group 16.47 0.108 0.033 3.32 .001
| have a good opportunities 1o learn and grow at Atlas Copco Group 437 0029 0015 189 063
| know what skill | will need in future to be a valuable contributor to this company 369 0.024 0016 1.51 .134
| have the training | need to do my job effectively 1.87 0.012 0.008 1.60 .14
| foal fres to speak my mind without fear of negative consequsnces. 295 0019 0.011 1.72 .090
| am treated with respect and dignity 276 0.018 0.010 1.77 .080
You feel that the organization you work for is diverse and inclusive. 1.30 0.009 0.004 2.02 .047
| can manage my job responsibllities in a way that enable a healthy work-life balance 294 0018 0012 1.55 125
| have the flexibility | need in my work schedule to meet both work and personal needs 1.62 0.011 0.009 1.22 .228
My workload is manageable 2.14 0.014 0.009 1.56 .122
My company takes a genuine interest in my well-being (physical, mental) 2.82 0.018 0012 161 .12
The work that | do is meaningful to me 1.08 0.007 0.005 1.29 .201
| feel a sense of belonging at my company 11.41 0.075 0.026 2.84 .006
| feel satisfied with the recognition or praise | receive for my work 2.26 0.015 0.008 1.79 .077
People at my company behave ethically 813 0053 0023 2.32 .023
| feel safe at my workplace N 0.047 0022 214 .035
Teams at my company collaborate effectively to get things done 283 0.019 0.009 2.00 .048

Your organization offers employees multiple workspace options (e.g., open spaces, conference rooms, quiet areas, collaboration spaces, caffe style
environments, etc.). The physical space reflects the values of your organization

3.35 0.022 0012 190 .062

Your organization offers flexible work options (such as the ability o work your own hours wherever you want) and encourages autonomy. 3.30 0.022 0.015 1.40 .164

ases contai

n = 106 cases used in estimation of a fotal sample size of values have been excluded, R-squared: 06555

tiple comparisons correction: None

Table 10 Relative Importance Analysis: How happy are you working at your company

Based on research (table 10 — Relative Importance Analysis: How happy are you
working at your company), the most important area of Employee experience
influencing employee satisfaction is employee engagement. Linear regression shows
that employee pride in being part of Atlas Copco company (16.47%), belonging
(11.41%), acting ethically (8.13%) and safety has statistically significantly higher
importance and higher impact on employee happiness (R-squared = 0.6555, n=106).
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| feel a sense of belonging at my company: 11%.‘

\ People at my company behave ethically: 8%

| feel safe at my workplace: 7%

| am proud to work in Atlas Copeco Group: 16%

How satisfied are you with the training that you
have received for you new role?: 5%

| have a good opportunities to learn and grow at
|~ Atlas Copco Group: 4%
I know what skill 1 will need in future to be a
valuable contributor to this company: 4%
Your organization offers employees multiple
workspace options (e.g., open spaces, conference
rooms, quiet areas, collaboration spaces, caffe
style environments, etc.). The physical space

I have the training | need to do my job effectively: reflects the values of your organization: 3%
2%

Your organization offers flexible work options (such
as the ability to work your own hours wherever you

My workload is manageable: 2%
want) and encourages autonomy.: 3%

| feel salisfied with the recognition or praise |
receive for my work: 2%
| would recommend my manager to the others: 2%/_
| am treated with respect and dignity: 3%
My company takes a genuine interest in my negative consequences: 3%
well-being (physical, mental): 3% | can manage my job responsibilities in a way that
Teams at my company collaborate effectively to gal enable a healthy work-life balance: 3%
things done: 3%

AN

| feel empowered to make decisions regarding my
work.: 3%

| feel free to speak my mind without fear of

Fig. 40 Relative Importance: How happy are you working at your company

The second part of the author’s statistical verification is linked to Net Promoter Score
analysis and factors which have relative importance and impact on customer

satisfaction. Linear regression was used for this analysis (table 11, Fig. 41)

| am proud to work in Atlas Copco Group: 13%,

\ People at my company behave ethically: 7%

| feel safe at my workplace: 6%

| feel a sense of belonging at my company: 16%
How satisfied are you with the training that you have
_received for you new role?: 5%

My AR08 (1 PErSON YO FS0OHT 10} PTOwIAS 4 WAT 1680DACK IN3L 415 M IMpFoHs: 1%

The work inat | 60 is Meaningful 1o me: 1%

Whatis your experience with Alias Copoo during recruiiment process?: 1%

1 have the flexiility | need in my work schedule fo meet bolh work and personal

needs; 1%

How acousate was you i descried 10y durng you lerview process? . A
ATE you 00mg Whal You Expected you'd be daing) 7

Ware you given an overview of your career nalh and prograss in the

company?; 1%

| have a good opportunities to learn and grow at Atlas
Copco Group: 5%

My workload is manageable: 2%
Your organization offers flexible work cptians (such as the ability to work
your awn hours wherever you want) and encourages autanomy.
You feel that the organization you work for is diverse and inclusive : 2%
| feel salisfled with the recognitien or praise | receive for my work:
2%

| am treated with respect and dignity: 5%

| feel free to speak my mind without fear of negative
consequences: 4%

~—Your organization offers employees multiple workspace
/ options (e.g., open spaces, conference rooms, quiet
areas, collaboration spaces, caffe style environments,
etc.). The physical space reflects the values of your
organization: 4%

Teams at my company collaborate effectively to get things
done: 3%

I know what skill I will need in future to be a valuable

contributor to this company: 3%

| can manage my job responsibilities in a way that enable a
healthy work-life balance: 3%

Overall, how well do you understand your rols, including the -
responsibilities of your job?: 2%

My cumpany1akes a genine interest in my well-being (physical,

mental). 2

Do you feel the malerials and equipment provided in your startboen
adequale for you ta perform your job effectively?: 2

| feel empowered to make decisions regsrdlng my work.: 2067
I have the training | need to do my jab effectively: 3%
| would recommend my manager to the others: 3%/

Fig. 41 Relative Importance Analysis: | would recommend this company to people | know

Research of 106 responds from employees in three different markets are correlated
with the Net Promoter score. Significantly higher importance and higher impact on
customer satisfaction of 15.93% is linked to question: “I feel a sense of belonging”,
followed by the question “| am proud to work in Atlas Copco” with relative importance
of 13,13%, both are Employee Engagement aspects of EX. On the other end, the
interview or recruitment process and onboarding has a significantly lower importance

and impact on customer satisfaction (R-squared = 0.6913, n=106)
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Relative Importance Analysis (Linear Regression): | would recommend this company to people | know as a
great place to work

Raw Standard

Importance score Error t P
‘What is your experience with Atlas Copco during recruitment process? 1.08 0.007 0.006 127 .210
How accurate was your role described to you during your interview process? (i.e., Are you doing what you expected you'd be doing)? 1.41 0.010 0.009 112 267
Do you feel the materials and equipment provided in your start been adequate for you to perform your job effectively? 207 0.014 0.010 147 147
Overall, how well do you understand your role, including the responsibilities of your job? 173 0.012 0.011 1.09 .278
Were you given an overview of your caresr path and progress In the company? 142 0010 0.007 136 179
How salisfied are you with the training that you have received for you new role? 516 0036 0.015 2.33 .022
My manager (the person you report to) provides me with feedback that helps me improve 105 0007 0.005 145 150
| feel empowered to make decisions regarding my work. 238 0.016 0.008 2.02 .047
| would recommend my manager to the others 2.80 0.019 0012 156 123
| am proud to werk in Atlas Copco Group 13.13 0.091 0.028 329 .001
| have a good opportunitiss 1o learn and grow &t Atlas Copco Group 494 0034 0016 2.09 .038
| know what skill | will need in future to be a valuable contributor to this company 323 0.022 0.014 158 119
| have the training | nesd to do my job effectively 268 0019 0010 1.77 081
| feel free to speak my mind without fear of negative consequences amn 0.026 0.013 1.96 .053
| am treated with respect and dignity 460 0.032 0015 214 .035
You feel that the organization you work for is diverse and inclusive, 1.55 0.011 0.005 2.13 .036
| can manage my job responsibilities in a way that enable a healthy work-life balance 3.04 0.021 0.012 1.72 .089
| have the flexibility | need in my work schedule to meet both work and personal needs 1.13 0.008 0.006 1.36 77
My workload is manageable 1.50 0.010 0.006 1.68 .098
My company takes a genuine interest in my well-being (physical, mental) 1.80 0.013 0.007 1.80 .076
The work that | do Is meaningful to me 1.08 0.007 0.004 1.71 .09
| feel a sense of belonging at my company 15.83 0.110 0.031 3.52 .Dn:
| feel satisfied with the recognition or praise | receive for my work 1.58 0.011 0.004 2.71 .008
People at my company behave ethically 6.67 0.046 0.019 240 .019
| feel safe at my workplace 6.01 0.042 0.019 219 .032
Teams at my company collaborate effectively to get things done 323 0.022 0.011 2.07 .042

Your organization offers employees multiple workspace options (e.g.. open spaces. conference rooms, quiet areas, collaboration spaces, caffe style
environments, etc.). The physical space reflects the values of your organization

351 0.024 0.012 2.04 .045

Your organization offers flexible work options (such as the ability to work your own hours wherever you want) and encourages autonomy. 152 001 0.008 130 .198

values have been e

n = 106 cases mation of a fotal sample size of 108; cases contair -squared: 0.6913; multiple comparisons correction: None,

Table 11 Relative Importance Analysis: NPS

Differences between regions

The author of the research compared three main regions of Atlas Copco, Europe,
Asia, and Americas and analyzed main differences between them (Fig. 42). Sample
size = 108, 95% confidence level.

Based on research, a statistically significantly higher difference than the average in
recruitment & onboarding aspect of Employee experience is seen in the US market
and this is represented by the question of “What is you experience with Atlas Copco
during recruitment process?” and “Where you given an overview of your career path
and progress in the company” with score of 2,9 and 3,9. The same statistically
significant higher difference is visible in question 22: “My company takes a genuine
interest in my wellbeing (physical, mental)” whereas US score averages 4,5 but

Europe scores much lower as their average is 3,8
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Fig. 42 Difference between regions

Economic parameters linked into research

Analysis of economic parameters of the studied company are not the subject of this
document and it represents a consolidated view of three different regions. Limited
availability of raw data of Net Promoter scores by region for respected years led to
the author’'s subjective point of view of the business implication of Employee
Experience and NPS. Further statistical analysis was not possible to execute. The
attached table contains selected economic parameters taken from the researched
time period and represents all three regions. Economic results are heavily impacted
by the global economic situation influenced by covid-19, war in Ukraine, and the global
supply chain crisis. Based on table 12 — economic parameters of the studied
company, Atlas Copco company revenue reached pre-covid figures by 2021, however
significant improvements in efficiency in terms of functional cost development led to
better profitability compared to 2018 or 2019. A high statistical difference is visible in
Employee Experience where all aspects of EX have had significant improvement
when compared with the years 2017 or 2019. Net Promoter Score, which is the
customer satisfaction index, also significantly improved compared to previous years
whereas 2017 NPS = 16.15 and NPS in the author’s survey reached a score of 20.
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OPERATIONAL METRICS

REVENUE (kEUR) 313 100,44 333 019,99 349 318,31 283 452,10 355 375,93 353 520,39
FC - 26334,96 |- 2808391 |- 2824936 |- 2349282 |- 26144,02 |- 25547,62
MACO 135 635,24 142 148,80 138 147,04 102 653,67 142 476,56 141712,84
REVENUE PER EMPLOYEE (kEUR) 284174 2636,87 2918,64 2 635,90 3416,65 3160,70
PROFIT PER EMPLOYEE (kEUR) 1210,06 1106,35 1152,28 959,38 1385,97 127728
HEADCOUNT 322,5 377,9 367,6 335,0 338,0 362,5
TIME TO HIRE 31 34 37 41 52 55
EMPLOYEE FLUCTUATION RATIO 6,7% 8,7% 7,4% 8,1% 7,3% 5,8%

EMPLOYEE EXPERIENCE 2017 2018 2019 2020 2021 2022
eNPS 76 75 77 86
Employee Engagement 77 77 79 84
Employee Wellbeing 72 73 78 80
Culture 80 81 82 85
Leadership 76 75 78 79
Learning and Development 72 74 75 78
NPS [ 1615 ] [ 1625 ] [ 1750 | 2000

Table 12 Economic parameters of studied company
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4. FINDINGS, CONCLUSION, PRACTICAL
IMPLICATIONS

4.1.1. Findings

The main objective of this Master Thesis was to research the impact of Employee
Experience on customer satisfaction. The author conducted Employee experience
surveys in different regions in addition to Net Promoter Score surveys with respected
customers. Employees who participated in the survey interact directly with the
customers who were measured by NPS. The author of this document researched the
relationship between different aspects of EX and determined which factors of
employee experience influence employee satisfaction the most. Published literature
sources used in combination with author’s scientific research in Atlas Copco indicates
that positive employee experience brings higher customer satisfaction. This trend is
clearly visible with the matching of Operational Metric data with Employee Experience
and NPS data. Difficult global economic situations impacted by the pandemic, war,
and the supply chain management crisis influenced economic results of the studied
company where revenue increase is not in correlation with EX and NPS improvement,
however significant improvements are visible mainly in functional costs development
which led to higher efficiency and profit of the company. Significantly higher
improvement is linked to Employee Experience and Net Promoter Score. This
assumption confirms the first hypothesis that positive employee experience brings

higher customer satisfaction and also generates repeating business.

Some of the strongest factors influencing employee satisfaction are sense of
belonging, purpose, and psychological safety which leads employees to feel proud to
be working at Atlas Copco. Published literature and author research also confirms
that feelings and emotions are critical areas which impact the whole employee journey
from recruiting, daily working life, until the employee leaves the company. Employee
engagement and company culture in Atlas Copco is significantly higher than most of
the companies used as a benchmark. This also confirms the second hypothesis that
Employee engagement and company culture plays significant role in the Employee

experience and directly influences employee and customer satisfaction.
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The third hypothesis is differences between regions. Research shows significant
differences between the European market and US or China. Published literature
sources describe main behavioral differences between the European, American, or
Chinese mentality. By nature, Europeans are more conservative, which can partially
influence employee and customer evaluation of questions during both surveys.
However, main regional differences confirm the hypothesis where Europe has EX
index much lower than the US and this has a visible impact on NPS where the

European market scored worst among those three regions.

4.1.2. Practical Implications

The main objective of this document was to understand the relationship between
employee experience and customer satisfaction, and whether regional cultural,
historical, or national differences can influence employee happiness in their whole
employment journey. The author studied many published works, used his professional
experience, and conduct empirical research with the author's model of Employee
experience and Net promoter score surveys in three different regions. All findings are
summarized in this document and few practical recommendations for Atlas Copco are

described in following section.

Recruitment and On-boarding

This area of EX was one the worst rated among all questions from author specific
survey. Based on this statistic, company has a significant gap starting with interview
setup. A suggestion is to educate managers and HR personal on how to conduct
interviews to give the potential employee the best feeling about the company culture
and leadership style. Emotions and feelings play a significant role in employee
experience and participants of the recruitment process have to feel comfortable in
order to match their personal values with their potential organization. The onboarding
process also has a gap where analysis shows that employees did not have
opportunities for career progression explained sufficiently. During f2f meetings and
regular personal & development reviews during the onboarding phase, the author
suggests inclusion of employee potential career path discussions and an explanation

of which skills are needed for specific positions.
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Physical environment

The Covid-19 outbreak challenged the physical space expectations of each
organization the most. Based on published literature and author research, employees’
expectations on office workspace and availability of hybrid working time are significant
different compared to the time before the pandemic. Offering workplace flexibility is
becoming critical part of employee satisfaction. The author strongly suggests offering
Atlas Copco employees a flexible workplace, meaning that employee can choose
whether they come to the office or work from home, or anywhere else where the job
can be done. If coming to an office, this physical space needs to represent company
core values and company culture. Jacob Morgan nicely described in his book “The
Employee Experience Advantage”, the physical environment and the author of this
master thesis recommends a rethink or redesign of physical workplaces into
employee experience centers where employees are happy to work and collaborate

with their coworkers.

Technological Environment

A recommendation for a technological environment is based on the author’s 15 years
of professional experience in Atlas Copco company. Currently, Atlas Copco uses too
many platforms across different parts of organization. SAP and more versions of this
system in different customer centers, Cloud for customer, SharePoint, Teams,
Yammer, Workfront, Clevork. While most of them should make life easier for
employees, it leads to inefficiency and employee frustration. A suggestion is to review
available platforms and see from employee’s perspective which platforms are the
most efficient for them and unify their usage. A second suggestion is link to employee
expectation regarding technological platforms to the available working device. The
author strongly recommends that employees working equipment should match their

private equipment, which today is not the case in every market.

Cultural Environment

Despite the fact that research shows culture and employee engagement are very
strong areas of employee experience and strong motivators for Atlas Copco, scored
high above industry standard, the author recommends that the company should better
communicate company strategy, core values, and business principles. The author
personally experienced cultural differences during his employment in Germany and
strongly suggests that culture has to cascade down from top management to every

single employee and it is recommended that few channels are used. Sense of purpose
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and meaningful work should be linked to personal and development review with the
respective manager, and each employee should agree on their mission and role in
the company. Though Atlas Copco has a strong KPi’'s and drive in diversity and
inclusion, the company is perceived not be attractive for women. Diversity must be
supported by middle management and a recommendation is to establish diversity

ambassadors’ programs in each of customer centers.

Customer Experience

Customer experience reflects employee experience. Based on published literature
and author research, positive customer experience is essential for an organization’s
success and begins with its first customers, the people who work there. It is strongly
recommended to establish a CX strategy. As a first, ensuring that employees
understand their roles in customer experience and how customer experience affects
employees. The right set up of goals and mission are very important factors. It is
suggested to the organization that the process of annual targets should be built from
financial and customer experience aspects. Secondly, the Net promoters score and
Employee Experience survey should run regularly, a minimum on annual basis. Third,
combining NPS data and EX data, building a comprehensive 360-degree view of

experiences and value delivery.

The integrated data may bring benefit in two key ways:

a) generating a matrix of employee and customer key performance indicators
according to main organizational groups will allow the organization to target
above average performance areas both for generating and sharing the best
examples, and for directing additional resources and training to areas below

average performance.

b) Identifying the employee experience drivers of the relational customer

experience can help to improve both EX and customer relationship.
Great business results can come from just having a strong EX strategy which drives

employee experience and a CX strategy which drives customer centricity and the best

experiences. When you put the two together, it goes to the next level.
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4.1.3. Conclusion

The global economic situation, post pandemic challenges, war of talents, and energy
crisis. These are the most critical challenges which each organization needs to deal
with. Every leader who is leading an organization during and after the pandemic
realized that the traditional view on the workplace and how work is structured is no
longer applicable. Every company must adapt to new way of working and the area of
human resources and Employee experience are becoming more important than ever
before. While some companies are open to flexible work arrangements, many others
are hoping to get employees back to the offices, widening the gap between employee
and employer expectations. Employees seek a sense of belonging, better working
community, collaboration, and a higher purpose of their work. They need to know that
their efforts are appreciated and valued by high level management and recognized by
their colleagues. They desire that their personal ambitions and achievements will
match those of their company. This all needs to match the digital and physical
environment which help employees achieve a better work-life balance. If the
organization wants to stop exodus of people and win the war of talent, employee
feelings, needs, and emotions must be taken seriously during the entire employee
journey. Delivering state-of-the-art Employee Experience requires a radical shift from
the standard top-down approach to one that is based on design thinking principles.
This change makes possible a company that puts its employees first to find out how
they see their own employee journey, and then offers targeted interventions that
concentrate on important moments that matter in order to enhance happiness, boost

performance, and productivity.

The author of this Master Thesis researched how employee experience impacts
customer satisfaction and the author used Atlas Copco as the studied company.
Available materials used in this document and the author’s scientific work confirm the
hypothesis that positive employee experience brings higher customer satisfaction and
also generates repeat business. Research also confirms that sense of belonging,
purpose, psychological safety, and well-being play a significant role in employee

satisfaction, no matter the region, ethnicity, religious persuasion, or gender.

Companies cannot claim to know and understand their customers unless they know
the employees who directly interact with them. If a company cares for its employees,

and they feel motivated and encouraged, they will treat customers the best. If a
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company does not care for its employees and customers interact with unmotivated,

unsatisfied employees, he will remember only a negative experience, which is difficult

to overcome.
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Appendix

Employee Experience survey

“

‘ EMPLOYEE NET PROMOTER SCORE H 10 HI would recommend this company to people | know as a great place to work

11 | am proud to work for this company
12 How happy are you working at your company?
23 | |The work that | do is ingful to me.

EMPLOYEE ENGAGEMENT

24 |l feel a sense of belonging at my company.
25 ||| feel satisfied with the recognition or praise | receive for my work.
26 | People at my company behave ethically.

19 | can manage my job ibilities in a way that enable a healthy work-life balance

20 ||| have the flexibility | need in my work schedule to meet both work and personal needs
EMPLOYEE WELL-BEING 21 My s e : : :

22 | My company takes a genuine interest in my (physical, mental).

27 ||| feel safe at my workplace.
30 | Your organization offers flexible work options (such as the ability to work your own hours wherever you want) and encourages autonomy.

7 My manager (the person you report to) provides me with feedback that helps me improve

LEADERSHIP | feel to make my work.
9 | would recommend my manager to others.
28 | Teams at my company collaborate effectively to get things done.
16 | feel free to speak my mind without fear of negative consequences.
CULTURE 17 |l am treated with respect and dignity.

18 | You feel that the ¢ ization you work for is diverse and inclusive
29 | Your organization offers employees multiple workspace options The physical space reflects the values of your organization

13 | have good opportunities to leam and grow at my company.
LEARNING AND DEVELOPMENT 14 | know what skill | will need in future to be a valuable contributor to this company
15 | hawe the training | need to do my job effectively

‘ RECRUITMENT H 1 HWhat is your i with Atlas Copco during recruitment process? ‘

ONBOARDING |2 |[How accurate was your role described to you during your interview process? (i.e., Are you doing what you you'd be doing)? |
H 5 HWere you given an ovenview of your career path and progress in the company? ‘

Employee Experience survey - scores

-“ SHEm -“nn“-

(14

|11 |[1am proud to work far this company. = 7&{:' )

12 || How happy are you working st your company? " [ 8

~ e 21 || The work that | do is meaningful to me. = & i n [ 1
24 |1 feel a sense of belonging at my company. m a2 84

25 2 wih for my wark. n 80 s

2 ||Peapie at my company behave sthicaly. L_88 9 85

19 |[1can manage my job in 8 way thet enabie a healihy work-ife balsnce ) 8 m

20 |(Inave tne flexiity | need in my work schedule 1o meet both work [ [ 8

80 EMPLOYEE WELL-BEING 21| [Mywioricod i mitangettie - 5 85 a1 L L o
22 ||y company takes a genuine interestin my wellbeng (physical, mental). 3 [ [

27| ifeelsate at my workplace. [0 [ %0

30| Your organization offers fisxis banz (such a3 the abiey to wark your own hours whersver you want) and encaurages autono L3 il L

7 ||y manager (tne person you repart 1) provides me wih feedback that heips me mprove | M [

g A — 8 ||| eel empowiered to make decisions regarding my werk. o 5 e |7 [ 81
9 ||| woul recommeng my manager to othars 8 9 [

28 | Teams atmy company collinorate & ffectiely to get tnings dons. 58 i 68

L. \lmmmmlnmwmwmwuwnlnewe 7% [ 7

a5 CULTURE respect and dgnity. 81 0 87 L) 9% 86
1 \.vuu feeltnat g you work for i iy 7 [ 82

28 ||our organization offers emplo tple warkspace aptans reflects the values of your organization ) [12

) |1 nave good opportuniies o learn and grow at my company. B 3 a5

£ LEARNING AND DEVELOPMENT 14 | 1know what skil| wil need n future fo be & valable contributor to this company. 72 n LA L mn
|1have the training | need to do my job effectively 65 % 8

[ e | RECRUITMENT [ 1_|[wnat s your experence weh Atas Copca during recrutment process? | e & | a0 |[ e | s | es
L H DRSS |,L [How accurate was vour rok described to you during your inferview process? (L., Are you doing whal you expected youd be doing)? | & 7 | = ‘7:& 75 7%
5 || Were you given an overview of your career path and progress in the company? | 42 69 i)

72| Page



Die approbierte gedruckte Originalversion dieser Masterarbeit ist an der TU Wien Bibliothek verfligbar.

The approved original version of this thesis is available in print at TU Wien Bibliothek.

m Sibliothek,
Your knowledge hub

Descriptive statistic summary — EX vs NPS

Descriptic statistic summary

Ave. N Mss.  StDev. Range Sum Min. 725%  Med. 75%  Max.
What is your experience with Atlas Copco during recruitment process? 28 108,0 0,0 0,5 2 298 1,0 3,0 3,0 3,0 3,0
How accurate was your role described to you during your interview process? (i.e., Are you doing wk 39 108,0 0,0 0,7 3 416 2,0 3,0 4,0 4,0 5,0
Do you feel the materials and equipment provided in your start been adequate for you to perform yo 4,0 108,0 0,0 0,9 4 437 1,0 4,0 4,0 5,0 5,0
Were you given an overview of your career path and progress in the company? 3,5 107,0 1,0 13 4 373 1,0 2,0 4,0 50 5,0
How satisfied are you with the training that you have received for you new role? 39 107,0 1,0 0,9 4 421 1,0 3,0 4,0 5,0 5,0
My manager (the person you report to) provides me with feedback that helps me improve 43  108,0 0,0 038 3 467 2,0 4,0 4,0 5,0 5,0
| feel empowered to make decisions regarding my work. 43 108,0 0,0 0.8 3 462 2,0 4,0 4,0 5,0 5,0
| would recommend my manager to the others 45 108,0 0,0 0,7 4 481 1,0 4,0 5,0 5,0 5,0
I would recommend this company to people | know as a great place to work 84 108,0 0,0 20 9 908 1,0 8,0 9,0 10,0 10,0
' am proud to work in Atlas Copco Group 44 108,0 0,0 0,7 3 474 2,0 4,0 5,0 5,0 5,0
I have a good opportunities to learn and grow at Atlas Copco Group 43 108,0 0,0 0,8 4 463 1,0 4,0 4,0 5,0 50
| know what skill | will need in future to be a valuable contributor to this company 41 108,0 0,0 0,8 3 445 2,0 4,0 4,0 5,0 5,0
I have the training | need to do my job effectively 4,0 108,0 0,0 1,0 4 428 1,0 3,0 4,0 5,0 5,0
| feel free to speak my mind without fear of negative consequences 42 108,0 0,0 0,8 3 450 2,0 4,0 4,0 5,0 5,0
|'am treated with respect and dignity 4,6 108,0 0,0 0,7 3 497 2,0 4,0 5,0 5,0 5,0
You feel that the organization you work for is diverse and inclusive. 43 108,0 0,0 0.8 4 465 1,0 4,0 5,0 5,0 5,0
| can manage my job responsibilities in a way that enable a healthy work-life balance 41 108,0 0,0 0,9 3 442 2,0 4,0 4,0 5,0 5,0
I have the flexibility | need in my work schedule to meet both work and personal needs 43 108,0 0,0 0.8 4 462 1,0 4,0 4,0 5,0 5,0
My workload is manageable 39 108,0 0,0 1,0 4 417 1,0 3,0 4,0 5,0 5,0
My company takes a genuine interest in my well-being (physical, mental) 41 108,0 0,0 0,9 4 446 1,0 4,0 4,0 5,0 5,0
The work that | do is meaningful to me 44 108,0 0,0 0,7 3 475 2,0 4,0 45 5,0 5,0
| feel a sense of belonging at my company 44 108,0 0,0 0.8 4 472 1,0 4,0 5,0 5,0 5,0
| feel satisfied with the recognition or praise | receive for my work 4,0 108,0 0,0 0,9 4 434 1,0 4,0 4,0 5,0 5,0
People at my company behave ethically 45 108,0 0,0 0,7 4 488 1,0 4,0 5,0 5,0 5,0
| feel safe at my workplace 46 108,0 0,0 0,6 3 502 2,0 4,0 5,0 5,0 5,0
Teams at my company collaborate effectively to get things done 37 108,0 0,0 1.0 4 399 1,0 3,0 4,0 4,0 5,0
Your ization offers multiple options (e.g., open spaces, conference roc 45 108,0 0,0 0,8 4 484 1,0 4,0 5,0 5,0 5,0
Your organization offers flexible work options (such as the ability to work your own hours wherever 4.4 108,0 0,0 0,7 3 475 2,0 4,0 5,0 5,0 5,0
Overall, how well do you understand your role, including the responsibilities of your job? 42 108,0 0,0 0,8 3 458 2,0 4,0 4,0 5,0 5,0

Difference between regions — average score

CN EU us NET
What is your experience with Atlas Copco during recruitment process? 2,7 2,7 29 2,8
How accurate was your role described to you during your interview process? (i.e., Are you doing what yo 3,7 3,8 4,1 3,9
Do you feel the materials and equipment provided in your start been adequate for you to perform your j 4,1 3,9 4,2 4,0
Overall, how well do you understand your role, including the responsibilities of your job? 4,2 4,3 4,3 4,2
Were you given an overview of your career path and progress in the company? 33 3,2 3,9 3,5
How satisfied are you with the training that you have received for you new role? 3,9 3,8 4,1 3,9
My manager (the person you report to) provides me with feedback that helps me improve 4,3 4,3 4,4 4,3
| feel empowered to make decisions regarding my work. 4,3 4,3 4,3 4,3
I would recommend my manager to the others 4,4 4,4 4,5 4,5
| would recommend this company to people | know as a great place to work 8,2 8,6 8,4 8,4
I am proud to work in Atlas Copco Group 4,3 4,4 4,4 4,4
How happy are you working at your company? 8,0 8,6 8,4 8,4
I have a good opportunities to learn and grow at Atlas Copco Group 4,3 4,4 4,2 4,3
I know what skill I will need in future to be a valuable contributor to this company 4,0 4,1 4,3 4,1
I have the training | need to do my job effectively 3,9 3,8 4,2 4,0
| feel free to speak my mind without fear of negative consequences 4,1 4,1 4,4 4,2
| am treated with respect and dignity 4,6 4,5 4,7 4,6
You feel that the organization you work for is diverse and inclusive. 4,3 4,1 4,5 4,3
| can manage my job responsibilities in a way that enable a healthy work-life balance 3,9 3,9 4,4 4,1
I have the flexibility | need in my work schedule to meet both work and personal needs 4,2 4,2 4,4 4,3
My workload is manageable 3,6 38 4,2 3,9
My company takes a genuine interest in my well-being (physical, mental) 4,1 3,8 4,5 4,1
The work that | do is meaningful to me 4,4 4,3 4,5 4,4
| feel a sense of belonging at my company 4,3 4,4 4,5 4,4
| feel satisfied with the recognition or praise | receive for my work 3,9 3,9 4,2 4,0
People at my company behave ethically 4,5 4,4 4,6 4,5
| feel safe at my workplace 4,6 4,6 4,7 4,6
Teams at my company collaborate effectively to get things done 3,6 3,5 3,9 3,7
Your organization offers employees multiple workspace options (e.g., open spaces, conference rooms, q 4,4 4,4 4,6 4,5
Your organization offers flexible work options (such as the ability to work your own hours wherever you 4,3 4,4 4,4 4,4
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Relative Importance Analysis in details

Relative Importance Analysis 1 (Linear Regression)

RIA1
Factors of | would recommend Atlas Copco to people | know

model.2

Importance in %

What is your experience with Atlas Copco during recruitment process?
How accurate was your role described to you during your interview proce:
Do you feel the materials and equipment provided in your start been ade
Overall, how well do you understand your role, including the responsibili
Were you given an overview of your career path and progress in the comg
How satisfied are you with the training that you have received for you ne\
My manager (the person you report to) provides me with feedback that h
| feel empowered to make decisions regarding my work.

I would recommend my manager to the others

1 am proud to work in Atlas Copco Group

| have a good opportunities to learn and grow at Atlas Copco Group

I know what skill I will need in future to be a valuable contributor to this c
| have the training | need to do my job effectively

| feel free to speak my mind without fear of negative consequences

| am treated with respect and dignity

You feel that the organization you work for is diverse and inclusive.

| can manage my job responsibilities in a way that enable a healthy work-!
I have the flexibility | need in my work schedule to meet both work and p:
My workload is manageable

My company takes a genuine interest in my well-being (physical, mental)
The work that | do is meaningful to me

| feel a sense of belonging at my company

| feel satisfied with the recognition or praise | receive for my work
People at my company behave ethically

| feel safe at my workplace

Teams at my company collaborate effectively to get things done

Your organization offers employees multiple workspace options (e.g., op¢
Your organization offers flexible work options (such as the ability to work

R-squared 0.6913

Factors of How happy are you working at Atlas Copco?

model.3

What is your experience with Atlas Copco during recruitment process?

How accurate was your role described to you during your interview process? (i.e., Are you doing what you e
Do you feel the materials and equipment provided in your start been adequate for you to perform your job

Overall, how well do you understand your role, including the responsibilities of your job?
Were you given an overview of your career path and progress in the company?

How satisfied are you with the training that you have received for you new role?

My manager (the person you report to) provides me with feedback that helps me improve
| feel empowered to make decisions regarding my work.

I would recommend my manager to the others

I am proud to work in Atlas Copco Group

I have a good opportunities to learn and grow at Atlas Copco Group

I know what skill I will need in future to be a valuable contributor to this company

I have the training | need to do my job effectively

| feel free to speak my mind without fear of negative consequences

I am treated with respect and dignity

You feel that the organization you work for is diverse and inclusive.

| can manage my job responsibilities in a way that enable a healthy work-life balance

I have the flexibility I need in my work schedule to meet both work and personal needs
My workload is manageable

My company takes a genuine interest in my well-being (physical, mental)

The work that | do is meaningful to me

| feel a sense of belonging at my company

| feel satisfied with the recognition or praise | receive for my work

People at my company behave ethically

| feel safe at my workplace

Teams at my company collaborate effectively to get things done

Your organization offers employees multiple workspace options (e.g., open spaces, conference rooms, quie
Your organization offers flexible work options (such as the ability to work your own hours wherever you wa

R-squared 0.6555

1,1
1,4
2,1
1,7
1,4
5.2
1,1
2,4
2,8

13,1
4,9
32
2,7
3,7
4,6
1,5
3,0
1,1
1,5
19
1,1

15,9
1,6
6,7
6,0
3.2
35
15

Importance in %

Raw score

0,0075
0,0097
0,0143
0,0120
0,0098
0,0357
0,0073
0,0164
0,0193
0,0907
0,0341
0,0224
0,0185
0,0257
0,0318
0,0107
0,0210
0,0078
0,0104
0,0131
0,0075
0,1101
0,0107
0,0461
0,0415
0,0224
0,0243
0,0105

Standard
Error t statistic p-value
0,01 13 0,210
0,01 11 0,267
0,01 15 0,147
0,01 11 0,278
0,01 1,4 0,179
0,02 2,3 0,022
0,01 15 0,150
0,01 2,0 0,047
0,01 16 0,123
0,03 33 0,001
0,02 2,1 0,039
0,01 1,6 0,119
0,01 18 0,081
0,01 2,0 0,053
0,01 2,1 0,035
0,01 2,1 0,036
0,01 17 0,089
0,01 14 0,177
0,01 17 0,098
0,01 18 0,076
0,00 17 0,091
0,03 35 0,001
0,00 2,7 0,008
0,02 2,4 0,019
0,02 2,2 0,032
0,01 2,1 0,042
0,01 2,0 0,045
0,01 13 0,198
Standard
Raw score Error
0,9 0,0057 0,01
18 0,0115 0,01
1,6 0,0103 0,01
0,7 0,0045 0,01
1,7 0,0111 0,01
4,6 0,0302 0,01
12 0,0076 0,01
3,0 0,0196 0,01
23 0,0149 0,01
16,5 0,1080 0,03
4,4 0,0286 0,02
3,7 0,0242 0,02
19 0,0123 0,01
2,9 0,0193 0,01
2,8 0,0181 0,01
13 0,0085 0,00
2,9 0,0192 0,01
1,6 0,0106 0,01
2,1 0,0140 0,01
2,8 0,0185 0,01
1,1 0,0069 0,01
11,4 0,0748 0,03
23 0,0148 0,01
81 0,0533 0,02
71 0,0466 0,02
2,8 0,0186 0,01
33 0,0219 0,01
33 0,0216 0,02

t statistic

1,1
11
14
038
12
21
1,0
18
13
33
19
15
16
17
1,8
2,0
16
12
16
16
13
2,8
18
23
2,1
2,0
19
14

p-value

0,262
0,283
0,169
0,426
0,219
0,043
0,311
0,079
0,187
0,001
0,063
0,134

0,049

0,164
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Atlas Copco employee experience survey

ATLAS COPCO EMPLOYEE EXPERIENCE SURVEY

Q1. What is your experience with Atlas Copco during recruitment process?
O Ppositive
QO Neutral
O Negative

Q2. How accurate was your role described to you during your interview process? (i.e.,
Are you doing what you expected you'd be doing)?

O Extremely accurately

Q Very accurately

O Moderately accurately

O Shightly accurately

 Not accurately at all

Q3. Do you feel the materials and equipment provided in your start been adequate for
you to perform your job effectively?

O Swongly agree

QO Somewhat agree

O Neither agree nor disagree

O Somewhat disagree

Q) Strongly disagree

4. Overall, how well do you understand your role, including the responsibilities of your
job?
O Extremely well

QO Very well

O Moderately well
Q Shightly well
O Not well at all

Q5. Were you given an overview of your career path and progress in the company?

O Strongly disagree

Q10. | would recommend this company to people | know as a great place to work
(o]
(o]

[e]elelelelele]ele]
Mm@t bWk

@11, | am proud to work in Atlas Copeo Group
o Strongly agree
(0 Somewhat agree
O Neither agree nor disagree
(O Somewhat disagree
(O Strongly disagree

@12, How happy are you working at your company?
[/}

Q0000000000
e o g W R e

E

@12. | have a good oppertunities to leamn and grow at Atlas Copeo Group

O swongly agree
O Somewhat agree

O Definitely yes
O Probably yes
O Might or might not
O Probatiy not
O Definitely not

Q6. How satisfied are you with the training that you have received for you new role?
‘O Strongly satished
O Somewnat satisfied
© Moderate satisfed
O Slightly dissatisfied
(O Mot safisfied at all

@7. My manager (the person you report o) provides me with feedback that helps me
improve

O Strongly agree

O Somewhat agres

O Neither agree nor disagree

) Somewhat disagree

O Strongly disagree.

QE. | fesl empowered to make decisions regarding my work.
O Stongly agres
© Somewhat agree
(© Neither agree nor disagree
O Somewhat disagree
(O Strengly disagree

Q8. | would recommend my manager to the others

O MNeither agree nor disagree
O Somewhat disagree

O Neither agree nor disagree
QO Somewhat disagres
O Stongly disagree

Q14. | know what skill | will need in future to be a valuable contributor to this company
O swongly agree
© Somewhat agree
O Neither agree nor disagree
O Somewhat disagree
O Strongly disagree

@15. | have the training | need to do my job effectively

O swongly agree

O Somewhat agree

O Neither agree nor disagree
O Somewhat disagree

O Strongly disagree

Q16 | feel fre to speak my mind withaut fear of negative consequences
O swongly agree
O Somewhat agree
O Neithes agree nor disagree
O Somewhat disagree
O Stongly disagree

Q17. | am treated with respect and dignity
O Strongly agree
O Somewhat agree
) Neither agree nor disagree
O Somewhat disagree
O Stongly disagree

Q12. You feel that the organization you work for is diverse and inclusive.
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© Stongly agree

O Somewhat agree

(O Neither agree nor disagree
) Somewhat disagree

(O Strongly disagree

@19. | can manage my job responsibilities in a way that enable a healthy work-life
balance

O stongly agree

© Somewhat agree

(O Neither agree nor disagree

© Scmewnat disagree

(O Strongly disagree

Q20. | have the flexibility | need in my work schadule to meat both work and personal
needs

O Strongly agree

) Somewhat agree

(O Neither agree nor disagres

) Somewhat disagree

(O Stongly disagree

Q21. My workload is manageable

O Strongly agree

(O Somewhat agree

O Neither agree nor disagree
O Somewhat disagree

O Strongly disagree

Q22. My company takes a genuine interest in my well-being (physical, mental)

O stongly agree
(O} Somewhat agree
O Neither agree nor disagree

0 Strongly agree

(O Somewhat agree

(O Neither agree nor disagree
(O Somewhat disagree

(O Strongly disagree

Q28. Teams at my company collaborate effectively to get things done

(8] Strongly agree

(O Somewhat agree

(O Neither agree nor disagree
(O Somewhat disagree

(O Strongly disagree

Q29. Your

offers multiple workspace options (e.g.. open
spaces, conference rooms, quiet areas, collaboration spaces, caffs style environments,

etc ). The physical space reflects the values of your organization
© swongly agree
O Somewhat agree
O Neither agree nor disagree
O Somewhat disagree
© Stongly disagres

‘Q30. Your organization offers flexible work options (such as the ability to work your own
hours wherever you want) and encourages autonomy.

O Strongly agree

O Somewhat agree

(O Neither agree nor disagree

(O Somewhat disagree

O Strongly disagree

Fowared by QUanncs

() Somewhat disagree
() Strongly disagree

Q23. The work that | do is meaningful to me
O Strongly agree
(O Somewhat agree
) Neither agree nor disagree
) Somewhat disagree
) Strongly disagree

@24. | feel a sense of belonging at my company
O Stongly agree
O Somewhat agree
(O Neither agree nor disagree
O Somewhat disagree
(O Strongly disagree

Q@25. | feel salisfied with the recognition or praise | receive for my work
O Stongly agres
O Somewhat agree
{0 Neither agree nor disagree
© Somewhat disagree
() Strongly disagree

Q26. People at my company behave ethically
0 Strongly agree
) Somewhat agree
) Neither agree nor disagree
) Somewhat disagree
) Strongly disagres

Q27. | feel safe at my workplace
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Customer NPS survey

Relationship NP5 Europe

How likely are you to recommend Atlas Copco company to a friend or colleague?

Not at all likely Extremely likety

0 0 £ 0 £ O 0O 0O WO

How likely are you to recommend Atlas Copco company to a friend or colleague?

Mot at all likely Exctremely llkety

0 0 £ 0 £ O 0O 0O WO

Please tell us why you gave a ${g://@ID1/Choi hoices] rating.

Based on your working relationship with Atlas Copce over last 12 months, please rate
how satisfied you are with each of the following experiences:

NfA 1 2 3 4 B L] T 8 k] w
puchesngeperence O O O O O O O © O O O
Progotmanagemenrt O O O O O O O © O © O
Delivery of product 0 0O0O0CO0OO0OO0OO0OO0OO0
nsmiatonsstatey O O O O O O O O O O O
poguctpeomance. O O O O O O O O O O O
sevcepeomance O O O O © O O O O O O

Thinking about your experience with Atlas Copco. please rate your satisfaction with
each of the following areas:

Communication with you MMWE
Fibility to sofve problem 0O 0O000000C

0 0O000000C

FAuallsbllity of service personel

Is there anything specific that our company can do to improve your experience?

Powered by Gualtrics

Purchasing experience

NA1234687T8E
Sales team knowlege 0 00000000C
Sales team ablity to understand your needs O O0000000C
Ability to provide solutions that help you optmize your performance. () OO0 00000C

Thinking about your experience with Atlas Copeo, pleass rate your satisfaction with
each of the following areas:

Product performance

MA123468T8E
Products capability to improve productivity 0 00000000C
Reliability of our products 0 00000000C

v

Thinking about your experience with Atlas Copco, please rate your satisfaction with
each of the following areas:

Delivery of products

MA1Z234667T8E
MEETING OUr promesed deilvery Tmes 0 O0000000C
Overall delivery lead times O OOO00O000C
Providing you delivery status updates 0 00000000C

Thinking about your experience with Atlas Copoo, please rate your satisfaction with
each of the following areas:

Service performance
MA12346678E
Tumaround tme of repalr 0 00000000C

Quallty of service 0 O0000000C

i~
Fel
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