
#3  EMPLOYEE EXPERIENCE



T H E R E ’ S  A L O T  O F  N O I S E  A B O U T  E M P L O Y E E  E X P E R I E N C E



E M P L O Y E E  E X P E R I E N C E  =  H R  G A M E  C H A N G E R



W H AT  I S  E M P L O Y E E  E X P E R I E N C E ?

What it is:

• A new way of doing HR

• Based on data and insight

• On your employees’ needs and wants

• Focusing on the key moments

• To drive a set of emotions and feelings

• That align with your brand

• Impacting the whole HR team

• And not just HR

What it isn’t:

• A separate department

• An additional HR programme

• Employee engagement

“Employee Experience has become a 
giant vortex for everything in HR.
It’s not a programme, it’s a mindset.” 

Josh Bersin
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W H AT  W E ’ L L  C O V E R  I N  T H I S  S E S S I O N

WHOWHAT HOW



W H A T  S H O U L D  E M P L O Y E E  E X P E R I E N C E  

T R Y  T O  A C H I E V E ?



‘To have a particular situation affect you 

and to have an emotion or feeling’

Employee Experience 

is all about creating 

feelings and emotions



Align with your external brand Work for your business strategy

C H O O S I N G  Y O U R  E X P E R I E N C E ( S )  …



E X P E R I E N C E  T H R O U G H  ‘ M O M E N T S  T H AT  M AT T E R ’

- Best start

- Let me help you

- Meaningful growth

- I owe you



We asked…

What are the key moments whilst working 
here that stick in your mind? 

How can these moments that matter be 
improved on and enhanced?



1. Recruitment - Finding out you have the job (or not)

2. Your first day + your last day

3. Recognising achievement - hitting (or not hitting) targets

4. Social interactions – birthdays/team meetings, etc.

5. Difficult times

6. Your working environment

7. Relationships with colleagues

8. Career progression – getting or not getting that promotion/chats with 

your line manager about your career



E X P E R I E N C E  T H R O U G H  ‘ M O M E N T S  T H AT  M AT T E R ’





After my interview I had a trial paid 

working day to see if I like it here and

they like me 

RECRUITMENT

We don’t have a probation period here!

ONBOARDING

I don’t have to be in role for a set

period of time before I can apply

for a sideways move

TALENT

I am trusted to work when and where I am 

most productive

POLICY

I’m actively encouraged to review my 

employer on Glassdoor

COMMS

I have my own learning budget to spend 

on what I think will be helpful to me

LEARNING

I ask my manager for a quick check-in 

when I need one

PEFORMANCE

I can give my peers an instant reward 

when I think they’ve done a great job

REWARD

My manager asks each of us in the

team to take turns in leading our

weekly meetings

LEADERSHIP

E X A M P L E S  O F  H O W  T O  H E L P  P E O P L E  F E E L  T R U S T E D





As a manager I build my own

relationships with potential recruits

RECRUITMENT

I’ve designed an induction plan for a new 

starter in our team based on my own 

induction experience

ONBOARDING

We have an informal mentoring

scheme where we’re encouraged to 

approach anyone we would like to

learn something from. 

TALENT

We’re asked to vote to change or get

rid of the rules that cause us the

most frustration 

POLICY

When HR want to try out a new approach 

or product, they ask me for feedback

COMMS

I’m asked to deliver learning sessions 

internally to teach others my expertise

LEARNING

My manager deals with performance 

problems honestly but kindly and a formal 

process is always a last resort

PEFORMANCE

My manager shows they appreciate me 

with gifts or words that are meaningful

to me

REWARD

Every month our team get together for an 

innovation session so that we’re always 

challenging the status quo

LEADERSHIP

E X A M P L E S  O F  H O W  T O  H E L P  P E O P L E  F E E L  B O L D  





E X A M P L E S  O F  H O W  T O  H E L P  P E O P L E  F E E L  E N E R G I S E D  

As part of my interview, I was asked

to do a presentation on a part of the job 

spec I felt passionate about

RECRUITMENT

Our induction is an online

scavenger hunt

ONBOARDING

I have been shadowing one of our 

managers on some of their meetings

TALENT

I am free to own where and when I work

POLICY

Our senior leadership team hold a monthly 

meeting just to hear our feedback

COMMS

I’m encouraged to learn new skills even

if they don’t relate to my current role

LEARNING

My manager and I regularly discuss my 

career aspirations in our check-ins

PEFORMANCE

My manager just posted a handwritten 

thank you card to my home

REWARD

We celebrate the failures as much as

the successes

LEADERSHIP



C R E A T I N G  E X P E R I E N C E S  T H A T  A R E

D E S I G N E D  A R O U N D  T H E  E M P L O Y E E



E M P L O Y E E  I N S I G H T S



C O - C R E AT I N G  W I T H  E M P L O Y E E S





U S I N G  E M P L O Y E E  P E R S O N A

Review your

demographic data

Test your persona with 

stakeholders

What messaging 

would work best for 

them?

How could you 

customise/

provide more options?

Do your HR products

meet their needs?

Identify 4-6 ‘types’

Develop your persona











C U S T O M I S E  B A S E D  O N  Y O U R  P E R S O N A



T H E  8  S T E P S  T O  E M P L O Y E E  E X P E R I E N C E



• Run a session for senior HR and business leaders to raise 

awareness of potential and differences in approach

• Give examples of companies who are using EX

• Be clear what it is – and what it isn’t

Make The 

Commitment1



• Look at your values, your brand, your customer proposition

• What would help you drive your strategy?

• Work out if you want to focus on EX at a company level or by

each process

• What are the feelings you want to create?

(eg: energised, trusted, etc.)

Make The 

Commitment1

Identify

The Feelings2



• Identify your top 10 moments that matter

• Choose interactions that really create your culture 

• Don’t forget to include interactions with line managers, workplace,

IT, etc.

Make The 

Commitment1
Identify

The Feelings2

Moments

That Matter3



• Which moments support and which undermine your EX? 

• How would they look and feel different if they were aligned with

your EX? 

• Which do you want to tackle first?

Make The 

Commitment1
Identify

The Feelings2
Moments

That Matter3

Choose

Priorities4



• Build the range of employee insights that would work for you

(surveys, focus groups, conversations, hackathons, observing, etc.)

• Run a session to identify and agree your employee persona  

• How would you need to build in extra flex/choices to

accommodate their needs

• What do they want/need from the moments that matter?

Make The 

Commitment1
Identify

The Feelings2
Moments

That Matter3
Choose

Priorities4

Employee-

centred5



• Which other teams or colleagues impact your EX and key MTMs?

• Make sure you are involving them in any design groups you set up

Make The 

Commitment1
Identify

The Feelings2
Moments

That Matter3
Choose

Priorities4

Employee-

centred5

Useful

Coalitions6



• Create blended HR agile teams to work on your MTM

• You may need to free up some of their time

• What can you stop doing to help with this?

Make The 

Commitment1
Identify

The Feelings2
Moments

That Matter3
Choose

Priorities4

Employee-

centred5
Useful

Coalitions6

Agile

HR teams7



• Treat each new design of moments that matter as a new product. 

• Use agile design methods such as:

‒ Early adopters

‒ Minimum Viable Product

‒ Pilots/Experiments

• And don’t have too many on the go at any one time

Make The 

Commitment1
Identify

The Feelings2
Moments

That Matter3
Choose

Priorities4

Employee-

centred5
Useful

Coalitions6
Agile

HR teams7

Product

design8



Make The 

Commitment1
Identify

The Feelings2
Moments

That Matter3
Choose

Priorities4

Employee-

centred5
Useful

Coalitions6
Agile

HR teams7
Product

design8



1. Identify and create your employee persona 

for your business area.

2. Identify a ‘moment that matters’ in your area 

of control – how do you want people to feel 

when they are doing it? (Think brand and 

business strategy).



T H A N K  YO U  A N D  S E E  YO U  AT YO U R  S E M I N A R


