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Born out of Liberty Mutual...

Liberty Mutual Intelligent Digital Workplace

2013 2017

Liberty Mutual seeks Workgrid platform Workgrid launched
to improve digital released internally - externally—software
employee experience transforming the built for the enterprise,

for 50k employees. employee experience. by an enterprise
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AN UNDENIABLE SHIFT HAS HAPPENED




The Techniques,
Undeniable Tour Tips, Future
Shift

Our
Journey
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Journey
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The Workplace is Moving into a New Era

The technology powering the workplace is undergoing a fundamental shift

Intranet
Email
Productivity Applications

File Shares

Corporate Directory
Unified Communications

Instant Messaging

Large Monolithic Systems

Early Internet

2000s



The Workplace is Moving into a New Era

The technology powering the workplace is undergoing a fundamental shift
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The Workplace is Moving into a New Era

The technology powering the workplace is undergoing a fundamental shift
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The Complexity of Today’s Workplace m; 1"
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And From this Complexity

We Heard From Employees...

Employees were frequently missing important
announcements and time-sensitive reminders.

:@ Missing Important Communications

Delayed Approvals

@ Managers were losing approvals amongst other emails,
blocking important work or requests from being completed.

o Cognitive Overload

g With too many systems for employees to use, key
information and tasks were spread across multiple systems
wasting valuable employee time and increasing frustration.

Too Many Login Screens
&l Many systems do not support Single Sign-On, requiring

employees to manually type their username and password
over and over.

Too Many Steps

If often took 10-15 clicks for employees to complete simple
transactions like approving an expense report or
timesheet.

ilili

Time Wasted Context Switching

Employees would lose valuable time jumping from one system to
another to complete tasks or lookup common information.

Poor Perception of IT/ Corporate Departments

With each corporate department buying their own best-in-class
Saa$S and vendor systems, it left a siloed impression of these
groups.

Ignored Intranet Content and Communications

Information on the company intranet and other communications
weren'’t personalized enough for employees to actually stop and
read.

Difficulty Finding Information

Employees didn’t have a single tool to ask basic employee
questions like “what is the time off policy?”, "what’s on the café
menu?”, or “how do | report a system outage?”

Complex Employee Experience

With no system to bring it all together, each vendor or SaaS
product had a completely different user experience from the other.
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Conway’s Law

e

“Any organization that designs a system
(defined broadly) will produce a design
whose structure is a copy of the
organization's communication
structure.”

29

Melvin Conway — Datamation (April 1968)




Conway’s Law

Travel Talent Travel
Talent Management System
Management System
Aocurement A ocurement
System
: Finance

Finance Legal

Legal g
g System System

L0 LB MUTUAL TWORKERID SOr T ARE Adapted From: https://www.slideshare.net/danslimmon/conways-law-the-skeleton-of-devops
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Systems are Procured with a Service-Provider Focus

The employee need and experience is often an after-thought

Service-Provider

Focus Employee-Focus
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Imagine...

...you had a personal digital assistant that could
orchestrate across all your systems and tell you:
you needed :
you needed , and

you needed
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Video

https://vimeo.com/262087428

(Password: Workgrid44)



“Love it! Makes it so easy to see
FTO hours :)”

T

Lindsay
Business Analyst



Deborah
Med Specialist



g

Jordan
Business Analyst



“This is ALL kinds of awesome.
Thank you!”

T

Gayle
Sr. Training Specialist



Adam
Administrative Assistant
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Lorie
Vice President



Workgrid at Liberty Mutual

The Employee Response to Workgrid (myHub) was Overwhelming!

Nancy
The #1 word employees used

based on sentiment analysis at | love the new myHub - saves so much time by avoiding logging in to other programs. Everything is right

Liberty Mutual to describe there for you. If you haven't tried it yet, | highly recommend it!
myHub was ‘Love’.

yh'll'b-g,gm.a..- 1 Comment

p p rukccess ?ilm F " -

_0_, | completely agree with you, | like the idea that all of your FTO balances are right there at your fingertips.

tLike (0) Report Abuse

) Carla

Love the new myHub functionality!!!! Just got back from FTO and already used it to approve a BuySmart
request in about 7 seconds versus minutes of separately logging in and clicking around. GREAT work!!!



Benefits

Workgrid at Liberty Mutual

Simplified Consumer-Like Employee Experience

Less systems to deal with. Less logins.
Less steps to complete tasks and access
key information, employees loved it —a
system employees actually enjoy using.

40% Internal Comms Increase

40% increase in internal communications click-through
rates, employees no longer miss important
communications.

Reduced Impact of System Migrations

News apps are built on this platform, removing
employee impact of switching to new systems
behind the scenes.

70% Fewer Clicks

70% fewer clicks to obtain key employee
information, allowing employees to be more
productive.

90% Adoption Rate

90% adoption by managers, seeing 80% of
transactions being approved in Workgrid
instead of the actual source systems.

Millions in Savings Each Year

Saving hours and hours of employee and
manager time and significant reduction of costs
at internal help desk.
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Our Digital Workplace Journey

Moving to cloud applications, mobile, social, and analytics

Foundation Digitized
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Early Internet Digital Workplace
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The Workplace is Moving into a New Era

The technology powering the workplace is undergoing a fundamental shift

Simplify &
Foundation Digitized Connect

WORKPLACE HUBS
ANALYTICS
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Early Internet Digital Workplace Employee Experience

2000s 2010s 2020s



Of like-minded individuals who believe employee experience matters and are saying ‘no’ to
traditional enterprise software experiences.




THE NEXT BIG THING IN
DIGITAL TRANSFORMATION
IS DESIGNING A MORE
MEANINGFUL EMPLOYEE

EXPERIENCE.
#EX

'.
\"""

Brian Solis
Author / Analyst



Why Employee Experience Matters

Customer Satisfaction

Profitability
Employee Employee

Experience / Engagement

Productivity and
Worker Performance

Worker Retention

Gartner
Digital Workplace
Summit

Gartner




EXtech:
A diverse collection of employee-facing

applications designed to influence and improve the
employee experience and organizational culture

Gartner
Digital Workplace
Summit



The Employee Experience Platform: A

New Category Arrives

JOSHBERSIN

https://joshbersin.com/2019/02/the-employee-experience-platform-a-new-category-arrives/ N | Josh Bersin
" Leading Industry
Analyst - HR



https://joshbersin.com/2019/02/the-employee-experience-platform-a-new-category-arrives/

Evolution Of This Market

Employee Experience
Platforms EXP

Process and service-based
designed by expenence, Al and
cognitive by design

Handle all employee experiences
onboarding, transition, movement, as
well as service

Gives employees a consumer-ike
experience M Work

https://joshbersin.com/2019/02/the-employee-experience-platform-a-new-category-arrives/ J 0S h B ers | n

Leading Industry
Analyst - HR


https://joshbersin.com/2019/02/the-employee-experience-platform-a-new-category-arrives/

These initiatives exist in concept form today, offering a preview of

intelligent digital workplaces and a new level of flexibility for

employees. Examples like Microsoft’s Envisioning Center and Liberty

Mutual’s Al-fueled assistant Workgrid fit into that forecast—upping
the adaptability and simplicity of modern work with features like
interactive desktops, seamless cross-platform workflows and more.
But these innovations can’t reach their full potential without high-

performing mobile networks. Forbes

https://www.forbes.com/sites/tmobile/2019/06/06/the-mobile-workforce-of-tomorrow-is-on-the-way/#578483d753e9

Paul Miller

Creator and Visionary
of “Digital Workplace”

concept.



https://www.forbes.com/sites/tmobile/2019/06/06/the-mobile-workforce-of-tomorrow-is-on-the-way/#578483d753e9

Fortune 500 in 1955




How Many Remain Today



http://www.aei.org/publication/fortune-500-firms-1955-v-2017-only-12-remain-thanks-to-the-creative-destruction-that-fuels-economic-prosperity/

How Many of Those Organizations Remain Today



http://www.aei.org/publication/fortune-500-firms-1955-v-2017-only-12-remain-thanks-to-the-creative-destruction-that-fuels-economic-prosperity/

Employee Experience Matters

Employee Experience is a Top Priority for Most Major Organizations

&> Employee Experience Leads to Great Customer Experience
“Studies have documented a clear statistical relationship between increases in frontline

engagement, increases in customer service, and revenue growth.” - Deloitte

&> Engaged Employees Lead to Increased Revenue
“Highly engaged employees help grow revenues,” according to Bain & Company “ - as

much as two and a half times more than companies with low engagement levels.”

& Attract and Retain Talent
Technology that makes daily work easier, allowing employees to focus on what matters /

what they were hired to do, improves job satisfaction.




Employee Experience Matters

Today’s Workforce Expects...

&) Consumer-Like Experience

Easy to use, intelligent, and fast.

& Mobile Enabled

Being able to access information and capabilities from
anywhere at anytime.

& Personalized

Personalized employee experiences dramatically
increase engagement.
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How it Works
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Experience Layers Manage Complexity

So your employees don’t have to

Digital Experience Layer
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A Platform for You to Build Intelligent Workplace Experiences

A Future-Proof Event-Based Platform to Build Your Intelligent Workplace

-
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Custom-Built Applications
Using the Workgrid SDK and APIs
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Improving Employee Experience
By Simplifying Technology Complexity
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Improving Employee Experience
By Simplifying Technology Complexity
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Intelligent Employee Experience Applications
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Intelligent Employee Experience Applications
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Benefits of Integrating into Your Intranet

€ = C MBQrwn

TT mewe L WSC LoD L) otutn  Llwes L 000

_ No need to replace your existing intranet. :

_. Make your intranet the door to your digital El } :
workplace (by mixing content with e . 4%
functionality/transactions).

_. Drive more engagement with your intranet.

Expense Report Lavels

_. Reach employees with communications
elevated outside email.



Smart Notifications

ull Carrier =

FRIDAY, SEPTEMBER 8

) Unlike email, they expire (no need to To Know

manage / delete them).

CEO Announcement =

Today | am pleased to announce
the purchase of Bekon @
Technologies, our partner in...

. Ensure employee has seen the
notification before it archives.

Department Change

Department change request for
Steven Anderson to department
01234. -
X DUE TOMORROW

s

—
\
\

ad

APPROVE REJECT

FYI
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Your Trip to San Diego



Smart Notifications — Where

Using Algorithms to Bring the Most Important Information First

To Know

Bonefits Reminder

Sales Training - Now Avallable
Tiwet [ ' "

— Priority Section

} FYI Section

Smart Notifications can appear in
the ‘Priority’ section of “To Know’
and also the ‘FYI’ section of ‘“To

Know’
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Microapps

Persistent micro-apps that highlight
important information from your work,
employee systems, and more.

Changes and edits in the
apps sync back to the
source system.

Reduce the need for
employees to log into many
systems.

I. Profile
Notifications \, Liberty Gateway Personal Info
a Troy Campano

W Basic Info

Full Name

My Time Off Campano, Troy

. Flexible ey Personal
Approvais Time Off ﬂ Holidays

° 180.74 15

- hours remaining hours remaining

About Me

Assistant

As of timeshaet ending: 2/18/2018 @

not be

troy.campano@imig.com

Settings
£ ° Time Planner * Your first and last name and SSN must match what

appears on your Soclal Sec yd. Do not make a
My Future Hours Planned o change to your name until you have changed it with the
Socdlal Security Administration
of¢ Fro

0
. Training 0
2= Traval 0

G Other 0

P Contact Info

P Home Address

My Team
P Emergency Contacts

My Persoval Sales Targees My Payslip * Any changes made 10 your information here will update

Liberty Gateway immediately. For any questions or issues

updating your information, please contact the HR Suppont
Pay Date Canter.
2/2/2018

My Assets

Ton warie: 563 of 847

LIBERTY MUTUAL / WORKGRID SOFTWARE

View your assigned devices
and software
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Microapps — Viewing Time Off

Act wah empathy, dgnity '
and respect Lot 300 o

s Vit s g+ My
We Build Customer Loyalty

F o ey eIy 1 STy Sy o sl 0 bt 3 6 e s Ly D G GRS
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Workgrid Survey —

A ] Notfcaton. | pe— Select your Health &
Capture information from employees, . et Wellness Plan

- Puise Survey - Workgrid
take quick pulse surveys, and more. ﬂﬁ, :
m ‘('Llﬂ)':,‘l [y Flanss v 3 moment 10 et us ¥now how ™

L ]

WERgne ASSElant can make your cay better

Please select your 2018 Health & Wellness Denefits
plan from the options below: *

* Tukh Actun

Google Hangouts
Usability Health & Wellness ) Due 2142048

- =50 Select your Health &
We value your input Wellness Plan

HSNIN & Vielress Danst! plan anrciiment snas

= My Tisas I
PR P T PR — this Fridey Waoa

Y00 CaN SRRy BUDMI YOI Dlan CASKe here

3 e Gorgm Sergean ate wtraaie
#own Margoots have Sat paa St ant St b Sty
o Bbscsmie

My Tasks

(O Due 111112018

Megt with Gitan

3 Due 2082018

62 LIBERTY MUTUAL / WORKGRID SOFTWARE




Workplace Chatbot

ull Carrier ¥

< To Know

Ask

Quick Actions

Answer common questions and

complete tasks ‘ m ‘

Next company Show my What's on the

Integrates with 3" party business toiy | vomnnraines || cata e
softv_vare_ and custom company 9 S a
applications o)
i Sesthe | ik ccsons
Hybrid answers from Workgrid & (TE—
I ) \ ~®  HiSusan, i'm your Digital Assistant.
Assistant and Humans in Real-Time Dpe Lewn e Clamnas

(Useful for Help Desk / Call Center call reduction)
Schedule me a meeting with
Brandon Childs 6

o
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Workplace Chatbot

nlyLll)erty Aboxst L Rwrty Esmployes Canter Buarmsa/Tecanmant myConnections

Answer common questions and
complete tasks

Integrates with 3" party business
software and custom company . -
applications B oading Liberty by the Book

From an edvertire novel 10 8 start-up mandesto. Tree Lberty Mutusl reurance Group ‘eaders sham 2 book that
has made & dference 10 he wary Py work

Now Available
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Business Case: Mobile Help Desk

Overview

Liberty Mutual Insurance implemented a chatbot to drive efficiencies across its IT help desk

and improve employee satisfaction levels. The chatbot was piloted to all mobile users for the
following use cases: unlock phone, register/unregister devices, and sync calendar. After just
two months, Liberty realized significant benefits and large ROI projections.

Objective

Chatbot

(2 months)

Business Value

Reduce Average
Handling Time (AHT)

15 Minutes ’ 2 Minutes el

Reduce Average Speed
of Answer (ASA)

142 Seconds

Convert 5% of mobile

help desk call volume to 0

chatbot

Increase Satisfaction ’

(eNPS) 9 10 et

93% Expense reduction per help
desk transaction

e @ 2 FTE cCapacity savings annualize*

*Annualized savings/capacity calculated at a 50% adoption rate based on average mobile

calls per year and average salary data.

@ $222,250 Projected annualized savings*

109% Increase in employee satisfaction
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Serve | Gove | Volunteer
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<@
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myConnections

QO
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About Me

[”—_,_\] x Liberty Mutual Insurance Group * 6h
Ak Organizational Announcement
Please read the organizational announcament about Global Risk Solutions s

Settngs !

comect answer set
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My Favorites

Work/Life

Carcer Development

Quick Links
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Business Case: Smart Notifications

Overview

With smart notifications, Liberty Mutual consolidated approvals and notifications into one view
outside of email. Approvals and notifications can be directly actioned from the digital workplace vs.
the native system of record, removing the productivity burdens of context switching between
applications.

90% adoption by managers
performing approvals in digital
assistant vs native system.

Use Case Calculation Annualized Value

per transactiqn to aption saved per approval) Hours Saved week per employee
approval (login & clicks)

Approvals $$ Savings (566,221 minutes saved) *

Reduce time managers (avg. employee } $639’829
spend on approvals rate per minute)

Millions of dollars’ worth of
reclaimed productivity.

Notifications $$ Savings ,
e . 5 min per week) * (50,000 o) 0N i i
Move notifications outside ¢ 70% Reduction in number of clicks
. . employees) * (avg rate } $6,720,000

of email and time spent per minute) required for employees to obtain key
searching information

Approval Time Savings
Significant time savings (754,962 approvals) * (45 secs Over 9,000 ° S minutes saved on average per




Knowledge Hub

Tapping into enterprise knowledge to reduce help desk calls and improve employee
experience using conversation

Natural
Language
Processing

Intent
Recognition

What'’s the parental leave policy?

Knowledge

nversational Engin
Conversational gine Authors

How many vacation days do | have left?
How do | access the guest wifi network?
Orchestration Engine &%
Knowledge
Sources

When is the next company holiday? i
@ Workgrid
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Knowledge

Conversational Analytics Hub




ww Workgrid Console X -+
& C {y & workgridsoftware.workgrid.com/conscle * 6

& Brett Caldon ~

Welcome to the Workgrid Console. It's O

you, but now with superpowers.

Workgrid Software, LLC The Workgrid Console empowers you with effective tools and resources so you can keep your
A employees informed and engaged with relevant, timely and contextual information.

Organization Settings Security Settings Organization Analytics
p-Level settings for your organization's Set up and manage the access levels for your @ Track how your Workgrid is being utilized
un account

Organization Audit Logs Organization User Management Spaces
E‘i Track how your Workgrid is being utilized and Setup and manage users and permissions ot Manage all of your spaces
managed

Navit Demo v

\ 332PM
@) Workgrid Console -... e f TechSmith Camtasi... m Paused... D) 1/12/2019




Outcome-Driven Design



Outcome-Driven Design

A typical employee process — taking a day off for vacation

£ 000




¥

Outcome-Driven Design

A simple and enjoyable employee process based on intent

-. uling Tune Off o
My Time Of
e
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Experience Layer
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Intranet Home Page D

Expense HR
System System
i i
Office / Internal
Productivity Social
Tools Network
i i EEIT:'
Business Travel
Applications System
i 1

Intranet Platform



Expense

System

Office / Internal
Productivity Social
Tools Network

Travel
System

Business
Applications

T

Intranet Home Page

Manager Center

Intranet Platform

E=
mi

Core HR
System

Learning &
Development

Goals and
Objectives

HR Support
Center




myLiberty About Liberty Employee Center M

B

Notifications

¢

Approvals

A

About Me

Ask

Settings  §

myCompany Feature « Feb 1

Streamlining year-end reviews

[g] Liberty Mutual News

LM Technolagy « Feb 1

Hands-on Cortex Workshop

se Cortex vork on data se

myCe

Shining a light on new solutions

ger Center  Busi /Department  myConnections CSean:h

View More News >

Cortex Workshop

Portsmouth, NH and virtual
Thursday Febuary 7, 2019

»any Feature » Jan 31

eam Manager C

Q) s b’

Feedback  Quick

OUR VALUES myConnections =
Make things better
Be proactive and What's going on
challenge the status quo S
La f from “Following
W sNINe when w
solve problems
My Tiles View all My Tiles © ﬂ
Company Photos B @ & Pote rson joined
or I
Submit photo 4 View More (7' J g 1’ » lir L, LT ‘ o
harapoint pen in it applicat]
Shine - Recognition B
My places (2 All activity (2
Shine  wr
Snapshot =)

Wall of Fame My History

My Favorites

Corp. Identity System

Quick Links

Time Management System

IT Strategy and Planning

Employee Directory (VIPER)

IT Hosting Services

IT Org. Chart

Org. Bulletins

H@L - Hiring at Liberty
Liberty Gateway

Job Postings

Employee Learning Center

Add a favorite

Edit favorite




myLiberty Assauteny EmployesComer  Manage Conter  BusnessDepariment  myConnactons
—_—

Search the Manager Center

How may we help you? @

MAREE TS MANAGEMENT
MANAGEMINT RESOURCE

Manage your team @

OVERVIEW

Phillip Mullen Keiko Agena Kenneth Willis

L . B207% Lberty Ml rrmnce Company
LIDETTY MUTUAL 100 cstmmmaton cortaimad et consstmed praprioy ond moy contan wads sacwe o competiv
INSURANCE 423 avetirn Puat A e Gaserstmd ntade | Sery WAss D




mylLiberty =

Manager Center

Sandra Schredt Ruy Carel Rapraocd Furd

Arttiemny Resd

- .

l—g ~

Pl Clark Dorald Wosds Lol Murray Jesnics Cilsdort?

BT A, Wy v—— —— Lot w ety S
“lnhﬂ“ L T e e p—. 0000
S baince e e s S e et et Ve o



mylLiberty

Manager Center

T Y P S —, C— Ay w——

'p Liberty Mutual T2 e 0000



g |
fore 10

L

il =
iz
il MHWI

i [




Employees

Experience
Layer

‘q““i"."‘i"'if‘ “ o




Experience
Layer

‘q““i"."‘i"'if‘ “ o




Employees

Experience Layer




Don’t Couple Your Experience Layer to a System

of Record

Digital Experience Layer
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Integrated
Application Experiences
(IAE)



Employee Apps
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Blurring Application Experiences and the Intranet Together

Bringing transactions and applications to the employee

The intranet truly becomes the
hub for work.




Future

What we’re working on now
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Workgrid

LIBERTY MUTUAL / WORKGRID SOFTWARE

Tasks

Alpha Release

all Carrier ¥

FRIDAY, SEFTEMBER B

To Do

Benefits Reminder

Act now ta make changes and
customize your benefits plan,

Il

Update Website Specs

OUE TDDAY '

Up Next

Project Timesheet

Call Steven about invoice




— Phase 1 - Foundation

U « Create and manage task lists.
* Manually add your own tasks.
» Assign task name, description/note, priority, and due date.

Today
Carora omce - st 2 * Manually sort tasks.

Call Dr's OMce - st up apt

» Add tasks to your “Today View”, instantly or on a specific day.

o) Mawees 131 Mather-n-brw s Bcwy
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Future — Task Sharing

Provide the ability for an organizations, managers, teammates, to
share and assign tasks to others and track status for completion.

* Managers Assigning Tasks to Employees

» Companies Assigning Tasks to People and Departments

Onboarding tasks / template

* HR Management Calendar



s Future — Task Integration

e Provide the ability to aggregate all of your tasks, across all of your
Ot v ' systems, in one single pane. Workgrid becomes your one place to
go to understand what work you need to complete across all of

your systems

To Know

Update for Marketing Team B Trello

Finish TPS Report
Update Project Plan ‘
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Conversational Hub

Workgrid enables voice and text conversation across devices and applications
when configured as your enterprise workplace hub.

Natural Intent

Processing

Alexa, ask Workgrid about the time
off policy.

Conversational Engine

Hey Google, ask Workgrid to book
me a meeting with Sarah.

Office Expense Learning
Productivity Mgmt Management

Conversational Analytics
Project
Management

@Workgrid, unlock my iPhone

Your Systems

%, Workgrid
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Evolving Your Intranet to an Intelligent Employee Experience Platform..

o Single Pane of Glass Simplify &
Consolidates notifications, tasks, and messaging from Connect
disparate systems into a single, modern interface.

WORKPLACE HUBS

, Elevates Communications Outside Email
@\ Shrink email volume with communications outside of
email, ensuring employees never miss updates. ioT ‘

Instant Access to Information & Answers

{3 ) Instant access to information and automation of task — all
through natural language chatbot.

Consumer-like Experiences
Engage employees with modern consumer-like experiences
they expect, anytime & anywhere. Intelligent Employee
Experience Platforms



Thank you!

We'd love to hear from you

Email:
Troy.Campano@LibertyMutual.com

Brett.Caldon@LibertyMutual.com

Troy Campano

Senior Director
Digital Workplace

Liberty Mutual

INSURANCE

4 @troycampano

[ troycampano

Brett Caldon

Senior Director
Applied Innovation

Liberty Mutual

INSURANCE

%" @bmcaldon

m brettcaldon
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