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Employees as Customers

“Applying a consumer and digital lens is much more than just
incorporating new solutions in HR.

Being employee-centered and digital is about having a new
mindset, plus a set of consumer-focused and technological skills
which allow you to create new HR solutions.”

The Digital Benefits Journey The Employee Experience Is The Future Of Work: 10 HR Trends For 2017
Jeanne Meister, Forbes Magazine, January 5, 2017




Employees as Customers — Design Thinking
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Employees as Customers
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Employees as Customers

Digital Self-Service First with Human Support

ltems that can be ltems needing a
self-served Human
Awareness Evaluation Conversion Delivery j
, Things that go wrong or are unusual [
What@an@thave? mz:;?;ﬁ?ﬁus? Sign@nelip! You're@ignedaip! g g g Defi n e
Problem
Chatbots SMS Search IM Case Statements

Map to
Seamless Transfer Journeys

The Digital Benefits Journey



Employees as Customers

| need to!
You need to!

What can | have?

What’s in it for me?
How will it work?

Sign me up!

You're signed up!

Got married and

wants to add his

wife to his health
insurance

What is available
to me?

How does it
work and will |
have to pay
anything?
What is the
process?

What will it do to
my take home

pay?

One stop shop

Get it right, first
time, on time!
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Employees as Digital Customers

Michael wants to
add his wife to his
Health Insurance

He searches online:
“Can | add my wife
to my health
insurance?”
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Content (vs Knowledge)

Capture this Knowledge and make it available to y
everyone who needs to know it
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Building a Knowledge Base

FROM T0
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Chatbots

Chatbots

= Understand meaning by
analysing Intents and Entities

= Are trained by humans to
match Utterances to Intents

= Can answer questions by
surfacing answers

= Can prompt for answers J

= Can be linked to other data
sources via Application
Programming Interfaces (APIs)

= Can trigger processes (RPAs)
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Below and Above the Line
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Don’t Confuse Digital With Digitization
Jeanne Ross — MITSloane Management Review



Key Messages

Design an experience for your employees as
if they were customers by using Design
Thinking Techniques like a Digital Marketer

Maximise adoption - get a fantastic Change
Team in place

Create Knowledge Articles for Goldfish
Chatbots are Children — teach them language

Understand the difference between Digital
and Digitization - Digitize your processes first
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