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If you ask someone to describe their favorite game, many 
people will easily list several—whether they are board 
games such as Monopoly, console games like Xbox’s Halo, 
or online games played on a computer or mobile phone, 
everyone can recall a game they love. Games offer us fun 
and interactive ways to socialize with friends and family or 
to spend a few minutes just decompressing after a busy day. 
But why do we get so much enjoyment out of gaming?

Games actually satisfy human nature’s inherent desire for achievement, 
recognition, competition, and self-expression. By satisfying these 
natural needs so effectively, games can even become addictive as we 
desire more and more of these fulfilling feelings. Unsurprisingly, this 
love of gaming has led to a huge industry, topping $65 billion dollars 
worldwide in video gaming alone according to Reuters. The business 
world is now taking note of this inherent love of gaming and finding 
ways to utilize it for accomplishing their business goals and objectives.

“Gamification” is the term used for this process of adding gaming 
elements to a non-traditional game setting in order to engage with 
customers or employees in a memorable and fun way. Incorporating the 
following game characteristics into a software system makes for a more 
interactive experience for the user:

•  Earning points, bonuses, or virtual currency
•  Advancing to different levels of play
•  Achieving goals
•  Engaging in competition through challenges, contests, and trivia
•  Being recognized by leaderboards (similar to a scoreboard), badges, 

and titles

By offering a more interactive portal for their customers or employees, 
businesses are realizing the positive impacts of improved employee 
performance and increased customer loyalty.

Here at OFS, a client recently approached us asking for software that 
would help with their employee retention. They were experiencing a 

very high turnover rate with their customer service reps, as the nature 
of their job is tedious and repetitive. OFS worked with them to devise 
a new software application that would be easy to use and engaging for 
their employees in order to alleviate this monotony and incent the staff.

Building on the iPad version we built for them, OFS then conceived 
a “gamified” version of this application, incorporating point systems, 
badges, leaderboards, avatars, and methods of self-expression to 
increase the fun factor and to encourage more active engagement in 
their job. The Management of this company realizes the true business 
value this application could bring to them, resulting in:

•  Employees who are fielding customer calls faster and  
more accurately

•  A real connection being established between 
employees and their work

•  Improved employee retention

They are now seeking to include gamification as an effective way to 
get them to these goals. And they are not the only ones. According 
to analyst’s estimates, 40% of Global 1000 organizations will use 
gamification by 2015 as the primary mechanism to transform their 
business operations. With so much buzz around this hot new trend, it 
is important to explore it now and to evaluate how it could be applied 
to your business strategy. 

Three Ways to Use Gamification to 
Transform Your Business Operations
As gamification continues to gain momentum in the business world 
today, it’s not surprising that research predicts the gamification market 
will reach 2.8 billion in direct spending in the US by 2016.  The reason 
why it is working for businesses is because it promises to encourage skill 
development, to influence behaviors, and to enable innovation. Let’s 
take a look at how gamification can achieve positive outcomes in these 
areas for your business.
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1. Employee Skills 
Development
Add the word “challenge” to 
any activity, and people, through 
our competitive and goal-
seeking human nature, become 
intrigued. The use of game-
like elements can transform a 
corporate training program from 
something employees have to do, 
to something they want to do. 
Today’s emerging workforce has 
grown up with video gaming, 
thereby making it a promising 
channel for promoting job 
training.  

2. Customer and Employee 
Behavior Changes
Games are appealing to people. 
By using a game as a way of interacting with a target audience, a 
business has a greater chance of influencing their behavior in ways that 
satisfy their business goals, since people are drawn to and encouraged 
by games. You can engage customers by using gaming elements that 
interact with your products and increase loyalty and commitment. You 
can also engage employees by making mundane tasks more interesting 
and adding an entertaining component to their interactions with other 
employees.

3. Business Innovations
Businesses can use game mechanics 
to motivate and inspire their teams to 
participate in innovation. Analysts in 
gamification say games designed to enable 
innovation should be set up as a defined 
space of play, with specific game rules 
and tools, but which have an endpoint 
that a players have to work to reach. 
That is because the company wants to 
challenge employees to think outside the 
box in order to solve the problems in 
the game, promoting critical thinking, 
collaboration, and creativity. Innovations 
can be accomplished by setting up games 
that are intentionally non-scripted that 
allow for an exchange of ideas by many 
players. One proviso is that you articulate 
clearly the challenge and the connection to 
the business problem you hope to solve.

Whether you plan to revitalize your 
corporate training program, to engage your customers and employees, 
or to encourage innovation, gamification can be applied across the 
enterprise to positively impact your business operations. Keep the user 
top of mind, design your software with simple gaming mechanics, and 
reward the “players” for achievement in small increments. Using the 
right elements in the right places will motivate and delight employees 
and customers and help you achieve common goals. n
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