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Even before the pandemic, globalization, automation, and 
digitization started to transform the way people work. Hybrid and 
remote are clearly the new standards. Employees now expect this 
level of flexibility, and it has become an important factor in where 
people choose to work.

Hybrid and remote work is here to stay and requires better insights and 
communications on performance expectations, progress, and results

Sources: Frost & Sullivan IT Decision-Makers Global Survey, 2022; CX Trends 2022, Zendesk

20% of organizations are 
extremely likely to empower employees 
with solutions that allow them 
to make their own/better 
decisions in 2022.

of companies will provide flexible 
work locations/remote work options 
in 2022.

of decision-makers believe that adapting 
to new work modes is their key 
digital transformation priority for 2022.

To effectively grasp the diverse ways employees will work, 
organizations must provide their customer-facing teams with 
access to advanced cloud-based communications and coaching 
tools, including streamlined, real-time performance, insights, and 
feedback that can be accessed from any device. Allowing anywhere 
access to crucial work applications and tools is paramount. 
Companies looking to support a growing remote, hybrid, and 
mobile workforce must implement solutions that ensure alignment 
and empower employees to perform at their professional best. 
They must find or build systems that are accessible to and empower 
individual employees and support different team goals.

61%

34%

Work has transformed, with no defined time frame or physical 
boundaries. Training, coaching, and understanding employee 
performance is very different and often difficult when everyone 
is not in the same location. To be successful in the hybrid 
work era, organizations and people need to undergo a cultural 
shift. For companies, this means creating an environment 
of transparency and trust. As businesses adopt innovative 
strategies and data-driven insights to support employees in any 
environment, leaders and employees must fully embrace the 
broad workplace transformation needed to thrive in 2022 and 
beyond. 88.4% of frontline employees 

want performance metrics 
and feedback,                  of them 
aren’t getting it.

84.8%
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The key to thriving amidst the proliferation of CX data and tools: 
Understand the data effectively and take action!
Given that the global expansion of software-as-a-service products is generating 
more and more data, managers are left spending weeks pulling together 
information from dashboards to understand how their teams are doing. What 
is potentially more challenging is that some leaders and executives are still 
relying on spreadsheets to make important decisions. In this context, advanced 
analytics that deliver data-driven insights for all levels of the organization to 
understand real-time performance are becoming increasingly important for 
improving employee experience (EX) and reducing attrition. 

Organizations must invest in the right technology 
to maximize productivity, agility, and scalability. 
As the workforce landscape shifted, so did 
investment priorities. Companies are now looking 
to supply employees with instant access to the 
key information they need to proactively assist 
them, anticipate their needs, and make them more 
efficient and effective.

Employee performance data is everywhere. 
It’s within the CRM, learning, enablement and 
collaboration platforms, contact center software, 
and collaboration platforms. It resides on company’s 
websites, intranets, and in third-party tools and 
databases. It can exist as structured data or as 
unstructured sources such as images or documents. 
So much of this information can positively impact 
the EX, but it is often not easily accessible or 
available to everyone.

Is no secret that customer-facing roles are driven 
and measured by metrics. While there are often 
several key performance indicators (KPIs) being 
tracked by CX teams, only a few are crucial to 
evaluate the success of CX initiatives in any 
organization, such as customer satisfaction (CSAT), 
net promoter score (NPS), customer retention and 
churn rate, and first contact resolution (FCR).

of companies  
plan to upgrade 
or invest in data 
analytics over the 
next year.

of companies consider it 
crucial or very important to 
become more “data-centric” 
over the next year.

65% 

56% 

Sources: Frost & Sullivan IT Decision-Makers Global Survey, 2022
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68% 66%

While it is true that employees in CX functions are sometimes provided with performance data and insights about their work (usually 
weekly, but most frequently on a monthly basis) through an increasing number of applications and tools, it is neither actionable nor 
real-time information. In addition, the current proliferation of tools is adding an additional layer of complexity for not only the frontline, 
but also the leaders of customer-facing teams. This can be distracting, make them less efficient and unable to understand how they are 
performing or where are the opportunities to improve their productivity. The biggest productivity challenge employees and executives 
face is having actionable information and insights on demand.

Combining customer and business metrics with performance data to provide performance intelligence in real-time can drive better 
business outcomes. Knowledge is the essence of what sets best performers on customer-facing teams apart and is the ultimate factor in 
providing a stellar customer experience (CX). Everyone should know exactly where they stand and that information should be easy to find, 
ideally in one single place. 

WHEN LOOKING TO ENHANCE FRONTLINE  
WORKER PERFORMANCE

Source: Frost & Sullivan IT Decision-Makers Global Survey, 2022

of companies recognize it is crucial or very 
important to invest in technology that 

permits access to integrated information 
sources in the next two years.

67%
believe it is crucial or very important 
to invest in technology that permits 

tracking and documenting their work 
in the next two years.

assess that it is crucial or very 
important to invest in technology that 

permits access applications and/ or 
data remotely in the next two years.
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The evidence is clear: Companies must do more to empower their teams 
and individuals with the right tools to motivate and fuel performance

EX directly impacts the efficiency, energy, and productivity of employees. However, the benefits of a positive EX also influence the 
success of managers, a business, and the quality of the CX a company can provide. To drive high performance, organizations should 

start to ask themselves basic questions, such as how are my employees doing, what is important to them, and what performance 
data will help them accomplish their goals. Once they find the answers, they need to act based on that understanding. 

Successful EX strategies need fundamental EX design thinking. Companies need to design something that’s relevant to their 
employees and then bring everyone on board. Investing in solutions and technologies is one positive step, but successfully turning 

those into fruitful and consistent experiences for employees is another challenge. 

of companies 
plan to invest in 

eLearning for agents 
to improve contact 
center performance 

next year.

of companies plan 
to invest in learning 

and performance 
management systems to 
improve frontline worker 

performance.

53% of company leaders expect some increase in the amount of training offered  
to agents, while 28% of leaders plan to undertake major changes to their program. 

of decision-makers 
consider that improving 
employee engagement 
and morale is their key 
digital transformation 

priority for 2022.

of businesses are 
extremely likely to 
implement a career 
growth strategy in 

2022.

of organizations believe 
that disengaged 

employees is the top 
challenge impacting the 

employee experience 
when teams are working 

remotely/from home.

WHAT ARE COMPANIES LIKE YOURS DOING? 

Source:  Frost & Sullivan IT Decision-Makers Global Survey, 2022; CX Trends 2022, Zendesk     

40% 36% 26% 21% 19%
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The enablement gap
Are these investments enough to empower teams and individuals? It seems not, since there is a gap between these planned investments 
and what is really coming to fruition in terms of results and individual performance. Even more, the perception from employees is that 
companies are not spending enough on tools that will enable them to do more, or it’s not driving the intended outcomes.   

While this could be because of poor implementation, it is clear that the result is that individuals and teams are having a hard time 
understanding how they are doing or where they should focus to improve their performance.

In order to improve employee engagement, retention, and performance, companies must find ways to empower people and offer 
flexibility and the necessary tools to promote productivity and avoid burnout. Providing teams and individuals with solid and timely 
data to self-manage is a must to create an efficient and aligned organization.  

17% of agents are
extremely satisfied with the 

frequency of their training, 
while only 14% feel the same 

about the metrics used to 
measure their performance. 

72.5% of employees 
don’t see their employers 
investing in performance 
management technology.

62% of agents report that  
more skills-based training would  

improve their performance.

14% of agents are extremely  
satisfied with the metrics used to  

measure their performance.     

20% of agents are  
extremely satisfied with the quality 
of their training, while 17% feel the 
same about the frequency of it.   

Source: Pathlight; CX Trends 2022, Zendesk
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After realizing that agent empowerment profoundly impacts CX and 
brand consistency, adoption and implementation of much-needed tools to 
support employees has increased globally. Decision-makers also recognize 
the measurable impact that their relationships with their teams have on 
their company’s success, and the fact that understanding how to better 
engage with people is essential. 

Leaders must see themselves less as managers or spreadsheet experts 
and more as enablers of their employees’ performance. A Harvard 
Business Review1 article showcasing Microsoft’s move to develop 
manager-coaches stated “with the availability of powerful digital tools 
that provided everyone with real-time data on key metrics, it no longer 
made sense for managers to spend their time monitoring and controlling 
employees. So, after a restructuring effort… [they] followed up with 
workshops, tools, and an online course designed to help the company’s 
managers develop a coaching style of leadership.” 

Improving outcomes for each employee is possible when organizations 
create personalized goals and coaching actions are optimized to attend 
to their most important development needs. Of utmost importance, 
customer-facing teams must be able to monitor and track their 
performance against crucial metrics and see how they compare to the rest 
of their peers constantly.

Employees and management have historically been underserved when 
it comes to real-time performance metrics. By leveraging effective 
personalized coaching, enhanced employee engagement, and broad 
access to real-time performance data, companies are now able to drive 
better business results by focusing on improving individual performance.

Well-informed management enables superior employee performance

1 https://hbr.org/2019/11/the-leader-as-coach

TOP 5 BEST PRACTICES TO DRIVE 
POSITIVE OUTCOMES FROM EMPLOYEES 

AND REDUCE PERFORMANCE ISSUES

Set clear goals and 
expectations and measure 
performance all the time.

Empower and create 
consistency for success 
(individually and as a team).

Reward great results, and 
motivate and train those falling 
behind with tailored training 
and coaching programs.

Provide access to real-time 
performance data to everyone so 
they can track how they and their 
peers are doing.

Stop using spreadsheets, they are time-
consuming. Employ the right technology 
tools that save your team time and give 
everyone real-time access.
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As organizations invest in innovative talent development and employee performance strategies powered by data-driven insights and 
solutions to support their teams, employees must embrace new tools for digital engagement and performance intelligence. While initial 
setup (including training and setting goals and metrics) is necessary and relevant to create instant alignment, employees do not need to 
be data scientists to know how they are performing on the job. Understanding their performance in real-time should be as easy as pulling 
up their favorite team’s live score on a sports app. Everything they must know to control their career should be just one click away.

Providing constructive, actionable, and helpful feedback lets employees know what they are doing well and what they can improve on. 
Unfortunately, frontline employees are not receiving the feedback they want as frequently as they would like:

of decision-makers 
say that frontline 

workers enablement goals are not met 
due to the tools available to them 
being too complex.

of frontline employees 
say they don’t get weekly 
feedback from their 
managers.

of frontline employees believe they 
would perform better with real-
time performance data insights 
against their goals.

of frontline employees 
mention they would do better 
with real-time data insights 
compared to peers.

of decision-makers 
find that real-time 

reports and dashboards are 
crucial or very important mobile sales 
force capabilities.

Today, employees are getting performance feedback but they are not getting the performance intelligence they need. This discrepancy 
is driving visionary business leaders to acknowledge the opportunity to build a better normal with a strong focus on data transparency, 
while incentivizing productivity and employee engagement. Employees (including frontlines) should understand performance expectations 
and how they are performing against their goals and peers at all times. This approach brings unique benefits, such as greater equity and 
empowerment, as more employees can access data that was previously out of reach. Team leaders can celebrate their team’s performance 
or provide individualized, tailored coaching when they fall behind. With crucial real-time performance information at their fingertips, 
customer service teams have new opportunities to excel, add value for customers, and control their careers.

Real-time data transparency positively impacts results

Sources: Frost & Sullivan IT Decision-Makers Global Survey, 2022; Pathlight

24% 55%

78% 43% 35%
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Performance intelligence is different from human resource performance management solutions because it provides real-time data insights 
into individual performance for goals that the business and team have defined. Also, its openness to everyone, not just managers and 
executives, differentiates it from business intelligence tools. Metrics link to organizational charts so decision-makers can quickly drill up or 
down through the data to assess performance by region, team, or employee. A best-in-class performance intelligence application is easy to 
understand and creates a culture of transparency and trust in which everyone has access to the same information.

Real-time access to performance data improves employee engagement and results through real-time visual insights, training modules, 
and inputs on actions for improvement. When customer service employees have access to their performance data, they are empowered to 
improve themselves and focus on what matters to them, their team, and the business, which drives accountability and increases success.

Visibility into real-time performance increases the likelihood that more employees will meet their annual or quarterly goals, while 
eliminating the need for managers to spend hours pulling reports and allowing them to focus on coaching. They know who deserves 
praise and recognition and who needs training on a specific skill to improve their performance. 

While companies will continue to struggle with employee retention in the short term, developing an environment where teams and 
individuals are able to deliver outstanding results and remarkable customer experiences is critical to their success. A company that cannot 
keep its skilled employees will see a profound impact on its ability to generate revenue and improve customer satisfaction.

With actionable insights and feedback on their productivity, customer-facing employees feel empowered, engaged, and motivated to 
stay in their roles and progress on their career paths. Performance intelligence makes this possible. It helps individuals become their 
professional best by combining real-time data with tailored coaching and intuitive communication and feedback tools.

of decision-makers believe that their field sales
workers are both empowered and
digitally well-equipped to succeed.

Only

Performance Intelligence sets a new bar for productivity

Sources: Frost & Sullivan IT Decision-Makers Global Survey, 2022

41%
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Pair Eyewear is an e-commerce company with annual revenue 
growing 10x year over year since 2020. Ben Segal, Senior 
Director of CX measures success by looking at three key areas:

When he joined the company, customers waited roughly 
48 hours for an email response, there were many days the 
team simply wouldn’t turn on live chat because they couldn’t 
support the channel, and phones were sent to voicemail. 

With Pathlight, the team increased CSAT from under 90% to 
95+%, and customer response times fell to under 24 hours.

Employee engagement and retention is important for growth 
and cost containment.

Spotlight On: Pathlight
CLEAR relies on Pathlight for their 200+ Ambassador Customer 
Experience employees to create consistent and superior member 
experiences. Before Pathlight, GMs had an extremely tedious and time-
consuming process to gather, print, and share performance information.  

When evaluating a performance intelligence solution, the CLEAR team 
wanted five key capabilities:

With Pathlight, CLEAR has seen improvements across several metrics, 
including: promotions, engagement, and retention.

“90% of our ambassadors are checking Pathlight daily, 
which we know is driving exceptional performance 
across our entire network of airports,” Jimmy Hahn, 
Senior Vice President, Central Operations & 
Innovation, says. “We’ve seen almost all of our core 
metrics rise since we implemented Pathlight.”

“Our CX reps are focused on excelling in their 
careers—and it can be hard to know how 
they’re doing without information about their 
work,” Ben explains. “Pathlight gives them 
the data they need to know how they can 
best grow in their careers.

Efficiency: Is the team hitting SLAs on their 
various channels?

Satisfaction: Is their CSAT over 95%?

QA: Are they following rules and policies and 
delivering on a quality experience

Real-time data and feedback to help address performance in 
the moment.

A tool to keep managers on the floor updates and provide 
coaching in realtime.

A way to drive friendly competition and camaraderie with 
leaderboards and communication across teams.

Goal setting to encourage accountability on a daily basis.

Visibility into performance across locations, so that leadership 
could see how individual stations and regions are performing.
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Act Now: Simplify and democratize data at all levels and 
unlock your team potential
Companies must leverage the best tools and platforms available to improve 
customer service performance and realize their team’s full potential, which is 
especially important for organizations that foster remote, flexible, or hybrid 
teams. This means strengthening relationships with innovative solution 
providers to create strategic plans to support flexible work styles and 
develop more engaging and productive ways for managers and employees to 
communicate, collaborate, and succeed together.

Especially in uncertain times, performance intelligence should be considered 
a priority investment to drive efficiency and business results, and prevent 
attrition. While feedback spurs visibility, engagement, and encourages 
every employee to stay connected to their work and career goals by having 
more data about how they are doing, it also helps them do their job more 
successfully and efficiently by allowing real-time access to information in a 
single plane of glass that will permit smaller adjustments and execute better. 

Customer-facing teams need actionable, real-time metrics, insights, and 
feedback that are timely, meaningful, and easily accessible. Creating an 
engaged and high-performing workforce is vital to delivering best-in-class 
customer journeys; providing intelligent, insights-driven tools for agents and 
frontline employees is extremely important to meet customer expectations.

In the era of the “augmented” CX, humans must be at the center of the 
design and the operations of customer service journeys, leveraging the best 
technology available to enhance their skills and create powerful, lasting 
connections with customers and employees.

The last word
ORGANIZATIONS THAT WANT  
TO REMAIN COMPETITIVE AND  

RELEVANT SHOULD:

Invest in leading-
edge performance 
solutions that 
democratize data 
understanding at 
all levels

Enable improved 
individual 
performance

Create consistent 
interactions across 
locations and 
teams



Growth is a journey. We are your guide. 

For over six decades, Frost & Sullivan has provided actionable insights to corporations, governments 
and investors, resulting in a stream of innovative growth opportunities that allow them to maximize their 
economic potential, navigate emerging Mega Trends and shape a future based on sustainable growth. 

Contact us: Start the discussion

https://hub.frost.com/gpdialog/
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