
Russ Onofrio
508-341-6621

russ@cross-rhodes.com

“The Trifecta of a Winning Organization”

A great experience for; the Customer, the Employee and the Company 
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House OPS Ex
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House CX
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3 Realms

By combining these disciplines, Employee 

Engagement, Patient Experience and 

Operational Excellence, it allows 

companies to create a compelling offer that 

is a very powerful marriage and is needed 

in order to be highly successful. It creates 

the “Trifecta of a Winning Organization”, a 

great experience for; the Customer, the 

Employee and the Company
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The Reality
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Tools for the New Age
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Tools for the New Age
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CEO

Senior

Leadership
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The Front 
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Customers 

Let’s remember who 

is really in-charge…
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What is Operational Excellence?
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Operational Excellence - is an element of organizational leadership that stresses 

the application of a variety of principles, systems, and tools toward the sustainable 

improvement of key performance metrics. - Marvin Wurtzel is a Faculty Member of BPM 

Institute.org 

Operational Excellence is the execution of the business strategy more 

consistently and reliably than the competition. Operational Excellence is evidenced 

by results. Given two companies with the same strategy, the Operationally 

Excellent company will have lower operational risk, lower operating costs, and 

increased revenues relative to its competitors, creating value for customers and 

shareholders. - Wikipedia
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Russipedia – Operational Excellence

◼ Meet/Exceed your promise/commitment, at a low operating cost.

◼ A never-ending journey; it is a culture that continuously seeks out and 

eliminates waste.

◼ Provides direction to support a leading customer experience to deliver and 

improve on a company’s target operating model.

◼ Makes it easier for a person to do their job and feel good about contributing.
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“The delivery of your promise to the customer each and every time, 

by providing your people with the tools to effectively do their job .”
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What is Customer Experience?
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Customer experience (CX) is the product of an interaction between an 

organization and a customer over the duration of their relationship. This interaction 

is made up of three parts: the customer journey; the brand touchpoints the 

customer interacts with, and the environments the customer experiences (including 

digital environment) during their experience. A good customer experience means 

that the individual's experience during all points of contact matches the individual's 

expectations. - Wikipedia
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Russipedia - Customer Experience
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Definition : Sum of all experiences a customer has with a company.
Awareness, discovery, attraction, interaction, purchase, use, cultivation and 

advocacy.
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The relationship: Satisfaction & Loyalty
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“A Great Service engagement 

DOES NOT Necessarily Lead to 

a Great Experience”

“A Poor Service engagement 

WILL MOSTLY Likely Lead to a 

Poor Experience”
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The Loyalty Dynamic
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➢ Best Care

➢ Best Services

➢ Convenient and easy

➢ They know me

➢ They value me

➢ They listen to me

&
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NPS:  How Does It Feel? 
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Source: Bain & Company

Net Promoter Score 20% Net Promoter Score 80%
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The GOAL

Customers Give 

their Money.

Advocates Give 

their 

Reputation.

THE ULTIMATE GOAL 

IS TO CREATE RAVING 

FANS THAT STAY 

LONGER AND BRING 

THEIR FRIENDS
.

The GOAL

Customers Give 

their Money.

Fans Give their 

Heart.

Advocates Give 

their Reputation.
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Getting Buy-In
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Starts with 
Leadership

Getting the 
Front Line to 

Believe

Make it 
Personal Down 
to Group Level 

Front Line 
Management 

On Board

Knowledge 
and 

connectivity

It Takes Time
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Employee Engagement ?
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Employee Engagement - is a property of the 

relationship between an organization and its 

employees. An "engaged employee" is one who 

is fully absorbed by and enthusiastic about their 

work and so takes positive action to further the 

organization's reputation and interests - Wikipedia
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What is the definition of employee engagement ?
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A. I’m going to marry the CEO 

B. A party for employees: “Are you going to that 

employee engagement at 2:00 p.m.?”

C. A new technique to get your employees to do 

what you tell them, when you want them to do it 

the first time.

D. All of the above (they all sound good)
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Employee Engagement 
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• Feel a vested interest in the company’s success

• Are passionate about their jobs

• Highest productivity and their best ideas 
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Fitting the pieces together..
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Highly Engaged
Workforce!

Connection with their
Manager

Aligned with Strategic
Direction of the Org

Tools to be
Successful

Passionate the Organization’s 
Mission/Vision/Values
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Framework for Achieving
Objectives

PEOPLE / CULTURE

• Mission/Vision/Values

• Defined Roles

• Wellness 

METRICS

• KPIs

• Goals

• Feedback

Building of a solid home starts 

with pouring a strong foundationRECOGNITION

• WIIFM

• Fun and Challenging

• Connectivity

TECHNOLOGY

• Appropriate Tools

• CRM

• Omnichannel

MISSION, VISION & VALUES

PROCESS

• Documented/Clear

• Organization Connected

• Experience Based
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CASE 
STUDY

Increasing Number of Customer Complaints

High Call Volume

Low Service Level and High Abandonment Rate

Lack of reporting and invisibility into performance

Stress and dissatisfied workforce

Challenge

Meet with all levels of the operation

Reviewed all reporting and documented 

processes

Compiled historical reports

Meet with Executives – outside of the operation 

Agent Journey Map

Approach

Unhappy employees

Process were not documented

Limited reporting

Inadequate Capacity Planning – “Set it and Forget It”

Lack of a formal QLE Program

Key Findings
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CASE 
STUDY

• Daily interval reporting and comparing 

to forecast

• A new philosophy; creating a sense of 

urgency on getting back on the phone 

to help the next customer

• Developed best call handling practices -

through monitoring top performing 

agents. 

• Started biweekly operations meeting 

with newly created dashboard reports to 

review trends

3-month results

Average Speed of Answer

Average Speed of Answer decreased by 72%, a reduction of 68 seconds

October 93 vs. December 25 seconds

Abandonment Rate

Abandonment Rate declined by 65%

October 17.1% vs. December 5.9%

89%
Service Level – from October – 42.5% to December 80.6%
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CASE 
STUDY

Year 1 Results

Reorganized the Management Team

Agent Recognition Program 

Monthly Management Meetings

Client Reporting 

Revamped Quality, Learning and 

Development

60%
YOY Operational Turnaround

SL - 78.8% vs. 47.9%

ASA – 25 vs 80 seconds

A/B - 5.7% vs. 16.4%

Programs
Initiated Telehealth Program

Scheduling Unit - Weekend Work 

Central Intake Function

ICMT

Community Paramedicine

10%
Reduction in expenses and 

reduction in call volume by 20% 

20%
Reduction overall AHT by 60 

seconds – Talk Time remained 

the same
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CEO

Senior

Leadership

Management 

Team 

The Front 

Line Staff

Customers 

Let’s flip the 

Corporate Scenario
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Uniting the Realm - Keys to Success

Customer Centric Culture

Profitable Growth 

Executive Foundation
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WINTER IS COMING  HERE
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Feel Free to Reach Out And Ask Questions

Russell Onofrio, Partner 

Cross-Rhodes Management Consulting

email: russ@Cross-Rhodes.com

LinkedIn: www.linkedin.com/in/russellonofrio

Phone: 508-341-6621
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http://www.linkedin.com/in/russellonofrio

