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To Our Stakeholders
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Curb your
enthusiasm, don’t
lose focus of who
your customers
and employees
are, what are their
needs and
expectations not
only during this
time but
throughout their
journey with your
business.

To Our Stakeholders
Strategic Highlights
We’ve recently concluded a commercial agreement with a Swiss based organization that offers
a Customer Feedback Management Software. This strategic partnership allows us to continue
being customer centric while retaining our ability to innovate and most importantly to use
advanced technology management to support our customer needs.

Operating Highlights
This recent partnership has forced us to consider new ways of running our organization by
combining digital technologies and operating capabilities in an integrated, well-sequenced way
in order to achieve step-change improvements in customer experience, revenue and costs.

Looking Ahead
Our core focus is to assist clients in moving from uncoordinated silo approaches to integrated
operational improvement programs around customer journeys. We will continue to use our
expertise combined with technology and operational capability across our customer journeys in
the correct sequence to achieve compound impact. Our business operating model will continue
to have one goal and that is to improve customer satisfaction and decrease overall costs.

Mandisa Makubalo
Founder and Managing Director
May 2, 2020
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Survey Objectives
The main objective of this project is to provide our clients and businesses access to the voice of
the employee data. Understanding employee’s perception of COVID-19 and how organizational
decisions are impacting their lives is crucial in helping organizations see what is important to
their people. Having said this it is important that there is no radical difference between employees
and employers, are employees far removed from what it is to be your employee and are you as
a business far removed from what it is to be your employee?
The sample size used for this survey was 200 employees and 150 employers from South Africa
and Africa. The employees and employers are from a variety of industries and occupy different
roles across different business sizes. The completion rate for the employee survey was 89% and
the employer survey completion rate was 70%. The completion rate refers to the total of amount
of questions answered by each responded. The participation rate was 90% for employees and
75% for employers. One can easily draw assumptions from these results but there could also be
justifiable reason why the employer participation rate was at 75%.
The rest of this document unpacks the results of the survey in detail and makes
recommendations to guide both employers and employees. It is critically important for both
employees and employers to understand the impacts of COVID-19 to each group in order to
drive delight for customers.

Employee Impact Survey Results
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Employee Impact Survey Results
Employee Roles
•

25% of employees were Team Leaders

•

42% of employees selected Other for their roles

•

15% indicated that they were Interns

•

38% indicated that they were at Management level

Overall impact of COVID-19
•

53% indicated that the overall impact of COVDI-19 on their lives was High

•

42% indicated that the overall impact of COVID-19 on their lives was Medium

•

5% indicated that the overall impact of COVID-19 on their lives was Low

Vocational impact of COVID-19
•

63% indicated that the impact of COVID-19 on them vocationally was High

•

32% indicated that the impact of COVID-19 on them vocationally was Medium

•

5% indicated that the impact of COVID-19 on them vocationally was Low

Key decisions made by Employer

Employee Impact Survey Results
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Employee’s level of certainty on Employer’s ability to recover
from COVID-19
•

22% didn’t know

•

33% showed high certainty

•

28% medium certainty

•

17% low certainty

Topics of communication
•

31% COVID-19 related news

•

6% financial updates

•

13% operational updates

•

6% employee related updates

•

44% all the above

•

0% customer related news

Employee areas of concern
•

Overall impact of COVID-19

•

Resiliency of recovery plans if any

•

Lack of communication with customer especially via social media

•

Adapting current business strategy to suite new normal

Employee Impact Survey Results
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Employee Wishlist

When we asked employees to give us 3 things, they would include in their wish list to their
employers this is what they had to say:
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Summary of Employee Impact Survey
Overall employees are faced with great uncertainty and anxieties as they are forced to prioritize
safety, security and protection as opposed to the usual priorities such as incentives and all other
discretionary priorities. Most employees taking part in the survey have expressed concerns
relating to their uncertainty about their employer’s ability to recover from the pandemic. The
results of this survey highlight the need for employee impact analysis in order to arm
organizations with the information they need to develop business continuity plans. Employees
are seeking protection, safety, reduced risk to their lives, employers who are deliberate in
managing the impact of disruptions and enablement of the business to sustain operations during
this time. It is evident through the survey that health and safety is first as infectious diseases are
people issues and mitigation of the impact of people in most cases improves resilience of the
business.
Further to the above employees have indicated that they have not been receiving any customer
related news which might further add to their anxieties, there is a feeling across all employees
that organizations have not been leveraging social media in order to drive communication with
customers. It is refreshing to see employees indicating that there’s been no impact on them
vocationally, this brings a question of these types of organizations. Could there be something
that these organizations have done to prepare for crisis and if so, what can be learned by the
39% whose employees have been severely impacted. We see a further 22% of participants
indicating that there were no key decisions made by the employers and 39% indicated that the
key decision made by their employers is remote working, again I ask what sets these
organizations apart from the rest. Furthermore, it is encouraging to see 10% of the participants
indicating a low impact of the pandemic overall and vocationally.
The employee wish list is indicative of the shift in employee needs as driven by the pandemic,
we see honesty, stability, support, transparency, respect, assistance, hope, care, openness,
communication and non-closure occupying the wish list of survey participants. There were
consistencies that emerged across all responses especially when it came to the wish list. It looks
like there is generally great similarities across all employees, could this be indicative of employer
attitude and response to the pandemic.
We cannot neglect that the nature of pandemic is new across the board, the last crisis which was
the H1N1 (swine flu) was before 2015 and since then businesses have carried on with business
as usual neglecting the need to prepare for such pandemics which present both people and
business issues.
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Employer Impact Survey Results
Overall impact of COVID-19

Impact on Employees

How can you leverage
customer and
employee
requirements to drive
delight, how is what
you are doing as a
brand enabling
customers and
employees deliver the
right outcomes and
value to your
customers and their
own customers.
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Impact on Customers
•

90% indicated that the impact of COVID-19 on their customers was Severe

•

10% indicated that the impact of COVID-19 on their customers was Moderate

Business areas affected most

Frequency of Communication with Employees
•

38% weekly

•

50% Ad-hoc

•

12% bi-weekly

Frequency of Comms with Customers
•

25% weekly

•

75% as determined by Exco

Employer Impact Survey Results
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Channels of Communication
•

38% virtual

•

38% social media

•

12% WhatsApp

•

12% all the above

Employee Concerns according to Employers
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Employer Impact Survey Results
Customer Concerns according to Employers
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Employer Impact Survey Results
Summary of Employer Impact Survey
Overall impact of the pandemic on business is quite high as expressed by 90% of survey
participants. What could be the cause dare I ask? Could this be indicative of the level of
unpreparedness in businesses, complacency, lack of business resiliency or should this be
expected given the fact that the globe hasn’t been faced with such a crisis in over 10 years. What
can employers take from this? What has this pandemic revealed about the way we do business?
Could this be a positive sign, maybe had it not been for the pandemic business leaders would
have never been aware of the hidden risks and vulnerabilities as exposed by the pandemic.
My initial thoughts were relating to the completion rate and participation rate of employers as
opposed to employees. Why could this be? Does this represent the employer’s inability to listen
and embrace the importance of gathering feedback? One cannot argue that employers have
been bombarded with a lot of information from various sources so this could explain the
resistance in participating in another survey.
Having said the above let us take a closer look at the feedback, 90% of survey participants
indicated that the impact on customers was severe whilst 50% of survey participants indicated
that the impact on employees was severe.

With 75% of the employers indicating that

communication with customers is depended on Exco, could this aggravate the impact of the
pandemic on customers or could this be in response to customer needs?
It is great to see such a strong correlation in employer’s perception of employees concerns and
the actual employee concerns. Some of the employee concerns listed by employers include
health, sustainability, resilience, remote jobs, employment, no closure and connectivity to
support remote working. At the same time there seems to be an even stronger correlation in
employer’s perception of employee concerns and customer concerns, some customer concerns
as perceived by employers include the following, stability, loss of revenue, health, reputation
management, business future, bankruptcy and employment.

Final Words
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Final Words
Measurements such as surveys are helpful in identifying organizational priorities. It is important
for organizations to understand that during pandemics health and safety is first, infectious
diseases are people issues and business leaders should consider ways to mitigate impact of
people as this improves the resilience of the business. Surveys are not just intended to get a
quota or just pushing them out to employees and customers, business leaders can embrace the
feedback and look at it as another touchpoint in the journey that both employees and customers
have with their business. Having said, please do note that surveys should always be combined
with other sources of gathering feedback in order to derive more insights and accuracy.
This project will provide employers with a list of priorities which can be narrowed down in order
to focus on the top 5 employee focus priorities. Employers can choose different prioritization
tools to use to fix the underlying problems revealed by the survey. The methods of fixing
problems will undoubtedly be different for each organization, I recommend finding a completely
different way of looking at the problems and fixing them.
Continuously find ways to deliver on employee needs, gathering feedback by means of surveys
and other feedback gathering tools employers will be able to deliver great experiences to
employees even amid a crisis. The financial impact of COVID-19 has undoubtedly resulted in a
shift in employee personas and journeys as employees are forced to start exercising caution
about the lives, this further extends to changes on how employees as customer will think and
act. Employee well-being has a direct correlation with customer experience and customer
satisfaction. In addition to the stress levels caused by the pandemic to employees and their
families, employees are still faced with the reality of dealing with stressed customers which forces
employers to start thinking of ways to inject hope into their employee’s heartache and develop
ways to make their lives better. Some strategies to consider during this time and post pandemic
include but not limited to the following:

How can you leverage
customer and
employee
requirements to drive
delight, how is what
you are doing as a
brand enabling
customers and
employees deliver the
right outcomes and
value to your
customers and their
own customers.

•

Humanize your company

•

Educate employees about the changes

•

Maintain transparency

•

Tackle the future together with your employees

•

Focus

Understanding employee needs ensures employee satisfaction and loyalty resulting in
customer satisfaction and loyalty.
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Contact Information
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