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Oxford

$58B AUM
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The 6 E’s of Employee Engagement
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Key Elements to our CSE Journey

Leadership commitment & values
Brand promise
People: Inspire & reinforce
People: Focus on culture
People: Recognition & celebration
People: Empowerment
People: Customer Champions
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Leadership Guiding Principles

To strengthen our relationships with 
customers, partners and the industry at 
large.

Earn the respect of all of our customers and 
partners in every interaction, every day.
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The Oxford Commitment

We work with purpose 
We earn your respect in every 

interaction, every day 
We consistently deliver a world-

class experience 
We empower our teams to deliver 

effective solutions fast 
We take great pride in leading 

the industry 



THE OXFORD WAY – INSPIRE AND REINFORCE
“Culture eats strategy for lunch.”

Peter Drucker

Peter Drucker 
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Empathize and Engage: Focus on Culture

The Dialogue Series:

• 2,000+ employees and contract staff
• 20 to 25 per session
• Every 6 months
• Professionally facilitated
• VoE, models, training, koolaid
• Team commitments
• Expected to keep the conversation going between sessions



12

Empathize and Engage: Focus on Culture

The Dialogue Series success factors:

• Co-designing the series with Oxford site leaders
• Engaging employees in interactive sessions

• Based on employee needs
• Involving leaders in co-facilitation with professionals
• Development of team commitments after each session
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Educate - Guidelines



14

Empower

All Oxford and contract employees are empowered to make 
decisions. 

You are empowered to spend an amount not to exceed $500. 

When you make a decision, the management team will support your 
decision. 
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Contractor Engagement
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Contractor Engagement - Objectives

Improved/consistent delivery of The Oxford Commitment by 
the front-line teams

Contractor staff engagement
Partner leadership understanding/commitment
Action plans
Action plan implementations
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Contractor Engagement

Front-line contractor teams have 
always been included in our 
employee engagement initiatives
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Contractor Engagement: What have we agreed so far?

Expectations: Decisions based on CX metrics

KPIs: Contractor ownership and accountability

Rewards and recognition: Partnership on recognition

Employee engagement: Contractors to hire customer-centric teams
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Contractor Engagement: What have we agreed so far?

Engagement survey: Contractors to share results 

Orientation: Oxford provided orientation

Communication: Oxford to share applicable o+ stories

Innovation: Contractors should bring forward innovative CX ideas
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Results Matter

Is any of this 
working?
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Our efforts are showing in the data

NPS Score Summary 2014 2015 2016 2017 2018
Office Building 44% 42% 44% 46% 47%
     High 74% 64% 75% 75% 74%
     Low -30% 5% -17% -4% -25%
Retail 32% 49% 51% 53% 51%
     High 54% 62% 62% 66% 60%
     Low -22% -10% -10% 15% 5%
Residential 3% -1% 4% 3%
     High 58% 52% 50% 67%
     Low -76% -42% -45% -37%
Industrial 36% 36% 36% 43%

Oxford
(% Strongly Agree / Agree) 2018 2017 2016

Number of Respondents 1557 1406 1427

Providing superior customer service is a high priority for us 99% 99% 98%

I have the skills and training to effectively meet customer needs 99% 98% 99%

I have the resources to meet customer needs 95% 95% 94%

I am recognized for considering our customers in my day-to-day work 86% 87% 86%

I have the authority to make decisions necessary to meet the needs of 
the customers I serve 91% 90% 89%

I am aware of the Customer Service Empowerment guidelines (% Yes) 96%

In the past year, I have acted based on the Customer Service 
Empowerment guidelines given to all Oxford employees (% Yes) 89%

When I acted based on the Customer Service guidelines, my decision 
was positively supported by management (% Agree, Strongly Agree) 94%



OUR EFFORTS ARE NOTICED BY CUSTOMERS
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CX Awards
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We Have Great Stories
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Grounds for Celebration

We are very good, with pockets of great
We can be proud of our accomplishments
We have built a solid foundation
We now have deeper partnerships
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Battle Complacency

Good is the enemy of great.
Jim Collins
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Our Vision – To Be the Four Seasons of Property Management
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CSE vs CX

CX

CSE
Interactions
Empowerment
Training
Engagement
Recognition

Building
Parking
Access (transit)
Amenities
Systems
Websites
Events
Services
Etc.
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For more information
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