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M A N A G I N G  T H E  P R O D U C T I O N  F U N C T I O N

Selection
Who do you have?

Motivation
What do they do?

Workforce
Investment

Organizational
Performance
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C A S E  S T U D Y  # 1 :  C A L L  C E N T E R
Analysis of the system shows work/life balance, pay, and training are key
factors to drive desired workforce outcomes

Ý Hired in Period

Ý Tenure at Organization

Ý Hourly Pay Rate

Ý Current Sales Performance

Ý Actual Overtime Wages Earned

Ý Actual Commissions Earned

Þ Returned from LOA in Period

Þ Completed General Training

Þ On-leave as of End of Period

Ý On-leave as of End of Period

Ý Current Sales Performance

Ý Hourly Pay Rate

Ý Completed Targeted Training

Ý Actual Commissions Earned

Ý Actual Overtime Wages Earned

Þ Actual Bonus Earned

Þ Current Customer Satisfaction

Þ Tenure at Organization

Þ Hired in Period

Ý Current Customer Satisfaction

Ý Part-Time

Ý On-leave as of End of Period

Ý Returned from LOA in Period

Ý Completed Targeted Training

Ý Hourly Pay Rate

Þ Actual Overtime Wages Earned

Þ Completed General Training

Þ Tenure at Organization

Þ Received Commission in Period

Þ Current Sales Performance

Retention Likelihood Sales Performance Customer Satisfaction

Ý Drives Positive Outcomes Þ Drives Negative Outcomes Disguised client example
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Sales Employees: Marginal Impact of Pay on Performance

Marginal Performance Marginal Cost (e.g., Pay)

The optimal level of pay is the
point at which the marginal

performance equals the marginal
cost, which is well above what
employees are currently paid

C A S E  S T U D Y  # 1 :  C A L L  C E N T E R
Optimizing pay from the model parameters

Current
average

hourly pay Optimal is out of
sample, i.e., beyond the

current maximum

Market
percentiles

Disguised client example
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Diagrams represent the same network, with different nodes highlighted.  Each dot in the network visuals
represents an employee and each line connecting the dots represents a connection. The networks are drawn

to show employees who are more centrally connected in the center of the graph

Women who are high
performers (gold dots) are
generally in more central
roles than women who are
average performers
(purple dots)

Men who are high
performers (green dots) are
in less central roles relative
to women and in similar
roles relative to men who
are average performers
(blue dots)

C A S E  S T U D Y  # 2 :  R E S E A R C H  A N D  D E V E L O P M E N T
Network analysis shows the impact of role on performance

Disguised client example
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Factors Linked to More Favorable Results

1. Supervisor's Span of Control

2. % Of EE's Network in Different Levels

3. EE’s Eigenvector Centrality

4. Range of Age in an EE's Network

5. % Of EE's Network in a Diff. Unit

6. % Of EE's Network in a Diff. Location
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Factors Linked to Less Favorable Results

1. EE’s Betweenness Centrality

2. Female

What are the drivers/predictors of success and a favorable “innovation experience”?

C A S E  S T U D Y  # 2 :  R E S E A R C H  A N D  D E V E L O P M E N T
Modeling of network analysis data shows the impact on innovation

Disguised client example
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• Employee performance is only on workforce outcome driving organizational
performance
– Examine outcomes of the system
– Focus on areas of misalignment

• Data from different kinds of analyses (e.g., predictive modeling and network
analysis) can be combined to provide critical insights

K E Y  T A K E A W A Y S
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