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Employee Experience and 
Digital Assistants in the 
Workplace
Transforming employee experience using a digital 

assistant for 50,000 employees
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Senior Director

@troycampano

troycampano

Digital Workplace

Troy Campano
Senior Director

Applied Innovation

Brett Caldon

@bmcaldon

brettcaldon
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Born out of Liberty Mutual…

Liberty Mutual Intelligent Digital Workplace

Liberty Mutual seeks 

to improve digital 

employee experience 

for 50k employees.

2013

Workgrid platform 

released internally  -

transforming the 

employee experience. 

2015

Workgrid launched 

externally–software 

built for the enterprise, 

by an enterprise

2017
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Award-Winning Recognition
Award-winning recognition and accolades from various industry-leading award programs. 

1st Place Winner and Winner Special Jury Award 
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AN UNDENIABLE SHIFT HAS HAPPENED
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Our 

Journey

1

The 

Undeniable 

Shift

2

Techniques, 

Tips, Future

4

Tour

3
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AN UNDENIABLE SHIFT HAS HAPPENED
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The Workplace is Moving into a New Era
The technology powering the workplace is undergoing a fundamental shift

Early Internet

2000s

Intranet

Email

Productivity Applications

File Shares

Corporate Directory

Unified Communications

Instant Messaging

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

Early Internet

2000s
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The Workplace is Moving into a New Era
The technology powering the workplace is undergoing a fundamental shift

Early Internet

2000s

Digital Workplace

2010s

MOBILE

SOCIAL

CLOUD

ANALYTICS

Mobile

Wearables

Cloud Apps

Data Science

Social Intranet

Messaging

Video Conferencing
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The Complexity of Today’s Workplace

Today’s Workplace

Digitizing processes and transactions has led to enormous complexity

MOBILE

SOCIAL

CLOUD

ANALYTICS
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And From this Complexity
We Heard From Employees…

Missing Important Communications

Employees were frequently missing important 

announcements and time-sensitive reminders.

Delayed Approvals

Managers were losing approvals amongst other emails, 

blocking important work or requests from being completed.

Too Many Login Screens

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.

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 

SaaS 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.

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.

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 I report a system outage?”

Cognitive Overload

With too many systems for employees to use, key 

information and tasks were spread across multiple systems 

wasting valuable employee time and increasing frustration.
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Spent on email 

each day

3
Hours

Wasted on Inefficient 

Workplace Apps

32
Days / Year

Putting off Work

65%

(using multiple systems)

Employees

Source:

1. Attentiv

2. Michael Facemire, Andrew Hewitt

3. Forbes 



LIBERTY MUTUAL / WORKGRID SOFTWARE15

Conway’s Law

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

Melvin Conway – Datamation (April 1968)
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Conway’s Law

Talent 

Management

Procurement

Travel

Legal
Finance

Organization

Procurement

System

Travel

System

Legal 

System

Finance 

System

Systems

Talent 

Management

System

Adapted From: https://www.slideshare.net/danslimmon/conways-law-the-skeleton-of-devops
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The Complexity of Today’s Workplace

Today’s Workplace

Digitizing processes and transactions has led to enormous complexity

MOBILE

SOCIAL

CLOUD

ANALYTICS
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The employee need and experience is often an after-thought

Service-Provider
Focus
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Imagine…
…you had a personal digital assistant that could 

orchestrate across all your systems and tell you:

• what you needed to know, 

• when you needed to know it, and 

• what you needed to do.
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“It's not information 

overload. It's filter 

failure.”
Clay Shirky

NYU Professor / Media Consultant
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https://vimeo.com/262087428

(Password: Workgrid44)
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Lindsay

Business Analyst 

“Love it! Makes it so easy to see 

FTO hours :)”
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Deborah

Med Specialist

“I just want to say I love this!!!! 

I can't wait to see how it grows!”
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Jordan

Business Analyst

“This is fantastic... one of the 

most useful new liberty tools I've 

seen in a long time!”
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Gayle

Sr. Training Specialist

“This is ALL kinds of awesome. 

Thank you!” 
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Adam

Administrative Assistant

“This is beautiful. Quick access to 

time management, and team 

information with just a click of the 

mouse. Thank you for doing a 

fantastic job.”
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Lorie

Vice President

“The new Payslip feature is fabulous

[…] So much nicer for when you want 

to take a quick look at your pay 

information!”
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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. 

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.

Reduced Impact of System Migrations

News apps are built on this platform, removing 

employee impact of switching to new systems 

behind the scenes.
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AN UNDENIABLE SHIFT HAS HAPPENED
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Our Digital Workplace Journey
Moving to cloud applications, mobile, social, and analytics

Early Internet

2000s

Foundation

Digital Workplace

2010s

Digitized

MOBILE

SOCIAL

CLOUD

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

Early Internet

2000s

Foundation

Digital Workplace

2010s

Digitized

MOBILE

SOCIAL

CLOUD

ANALYTICS

Employee Experience

2020s

Simplify & 
Connect

AI

IoT

WORKPLACE HUBS
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There is a Movement 
Of like-minded individuals who believe employee experience matters and are saying ‘no’ to 

traditional enterprise software experiences.
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Brian Solis

Author / Analyst
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11/18/2019 35

Gartner
Digital Workplace 

Summit
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Gartner
Digital Workplace 

Summit
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Josh Bersin
Leading Industry 

Analyst - HR

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

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

Analyst - HR

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

39

https://www.forbes.com/sites/tmobile/2019/06/06/the-mobile-workforce-of-tomorrow-is-on-the-way/#578483d753e9
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Fortune 500 in 1955
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How Many Remain Today

60
Only

Remain

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

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


LIBERTY MUTUAL / WORKGRID SOFTWARE42

How Many of Those Organizations Remain Today

60
Only

Remain

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

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

Consumer-Like Experience

Easy to use, intelligent, and fast.

Being able to access information and capabilities from 

anywhere at anytime.

Mobile Enabled

Personalized employee experiences dramatically 

increase engagement.

Personalized
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AN UNDENIABLE SHIFT HAS HAPPENED
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Experience Layers Manage Complexity

Digital Experience Layer

So your employees don’t have to
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A Platform for You to Build Intelligent Workplace Experiences

Internet

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

Conversational 

Experiences

Custom-Built Applications
Using the Workgrid SDK and APIs

Rule Sets

Workgrid Console

Workplace

Chatbot

Platform

Analytics

Audience 

Targeting

Smart 

Notifications

Digital

Profile

Knowledge 

Management
Conversational 

Analytics

D
ig

it
al

 E
xp

er
ie

n
ce

 L
ay

er

SaaS Applications

HRProject

Management

Office

Productivity

Expense

Mgmt

Travel

Learning

Management

Benefits

Calendar

On-Premise 

Connector

On-Premise 

Connector

On-Premise 

Connector

Custom 

Connector

Custom 

Connector

Your Enterprise Systems

Procurement

System

Meeting Room 

Management System

Risk Management

System

Employee 

Onboarding System

Databases
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Desktop Notifier AppIntranet Toolbar Mobile Application

Management 

Meeting

NEW
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Desktop Notifier AppIntranet Toolbar Mobile Application

Management 

Meeting

NEW
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No need to replace your existing intranet.

Make your intranet the door to your digital 

workplace (by mixing content with 

functionality/transactions).

Drive more engagement with your intranet.

Reach employees with communications 

elevated outside email.
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Smart Notifications

Unlike email, they expire (no need to 

manage / delete them). 

Ensure employee has seen the 

notification before it archives.
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Smart Notifications can appear in 

the ‘Priority’ section of ‘To Know’ 

and also the ‘FYI’ section of ‘To 

Know’

Priority Section

FYI Section

Using Algorithms to Bring the Most Important Information First
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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.
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Microapps – Editing HR Information
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Microapps – Viewing Time Off
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Workgrid Survey
Capture information from employees, 

take quick pulse surveys, and more. 
health& Wellness

Pulse Survey

Health & Wellness
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Workplace Chatbot

Answer common questions and 

complete tasks

Integrates with 3rd party business 

software and custom company 

applications

Hybrid answers from Workgrid 

Assistant and Humans in Real-Time 
(Useful for Help Desk / Call Center call reduction)
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Workplace Chatbot

Answer common questions and 

complete tasks

Integrates with 3rd party business 

software and custom company 

applications
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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 Prior Chatbot 
(2 months)

Reduce Average 

Handling Time (AHT)
15 Minutes 2 Minutes

Reduce Average Speed 

of Answer (ASA)
142 Seconds 0 Seconds

Convert 5% of mobile 

help desk call volume to 

chatbot

0 18%

Increase Satisfaction 

(eNPS)
9 10

Business Value

93% Expense reduction per help 

desk transaction 

10% Increase in employee satisfaction
*Annualized savings/capacity calculated at a 50% adoption rate based on average mobile 

calls per year and average salary data. 

2 FTE Capacity savings annualize*

$222,250 Projected annualized savings* 
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Use Case Calculation Annualized Value

Approval Time Savings

Significant time savings 

per transaction to action 

approval (login & clicks)

(754,962 approvals) * (45 secs 

saved per approval)
Over 9,000 
Hours Saved

Approvals $$ Savings

Reduce time managers 

spend on approvals

(566,221 minutes saved) *

(avg. employee 

rate per minute)
$639,829

Notifications $$ Savings

Move notifications outside 

of email and time spent 

searching 

(5 min per week) * (50,000 

employees) * (avg rate 

per minute)
$6,720,000

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.

Millions of dollars’ worth of 

reclaimed productivity.

5 minutes saved on average per 

week per employee

70% Reduction in number of clicks 

required for employees to obtain key 

information 
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Knowledge Hub
Tapping into enterprise knowledge to reduce help desk calls and improve employee 

experience using conversation

What’s the parental leave policy? 

How many vacation days do I have left?

How do I access the guest wifi network?

When is the next company holiday?

Knowledge 

Authors

Knowledge 

Sources

Natural 

Language 

Processing

Intent 

Recognition

Conversational Engine

Orchestration Engine

Conversational Analytics

Knowledge 

Hub
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Outcome-Driven Design

A typical employee process – taking a day off for vacation



LIBERTY MUTUAL / WORKGRID SOFTWARE72

Outcome-Driven Design

A simple and enjoyable employee process based on intent
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Intranet Platform
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Intranet Platform

Intranet Home Page

HR 
System

Travel 
System

Business
Applications

Office / 

Productivity

Tools

Internal
Social 

Network

Expense 

System
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Intranet Platform

Intranet Home Page

HR 
System

Travel 
System

Business
Applications

Office / 

Productivity

Tools

Internal
Social 

Network

Expense 

System

Manager Center

Core HR 

System

Goals and 

Objectives

Learning & 
Development

HR Support 

Center
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HR Comms IT Finance Procurement Help 

Desk

Employees
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HR Comms IT Finance Procurement Help 

Desk

Employees

Experience 

Layer
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HR Comms IT Finance Procurement Help 

Desk

Employees

Experience 

Layer
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HR Comms IT Finance Procurement Help 

Desk

Employees

Experience Layer
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Don’t Couple Your Experience Layer to a System of Record

Digital Experience Layer
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Employee Apps Intranet
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Employee Apps

Intranet

Blurring Application Experiences and the Intranet Together

Bringing transactions and applications to the employee

The intranet truly becomes the 

hub for work.



LIBERTY MUTUAL / WORKGRID SOFTWARE89

What we’re working on now
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Tasks
Workgrid

Alpha Release
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Phase 1 - Foundation
• Create and manage task lists.

• Manually add your own tasks.

• Assign task name, description/note, priority, and due date.

• Manually sort tasks.

• Add tasks to your “Today View”, instantly or on a specific day.
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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
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Future – Task Integration
Provide the ability to aggregate all of your tasks, across all of your 

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
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Conversational Hub
Workgrid enables voice and text conversation across devices and applications 

when configured as your enterprise workplace hub.

Your Systems

HRProject

Management

Office

Productivity

Expense

Mgmt

Travel

Learning

Management

Benefits

Calendar

Alexa, ask Workgrid about the time 

off policy.

Hey Google, ask Workgrid to book 

me a meeting with Sarah.

@Workgrid, unlock my iPhone

Natural 

Language 

Processing

Intent 

Recognition

Conversational Engine

Orchestration Engine

Conversational Analytics
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Consumer-like Experiences
Engage employees with modern consumer-like experiences 

they expect, anytime & anywhere.

Single Pane of Glass 
Consolidates notifications, tasks, and messaging from 

disparate systems into a single, modern interface. 

Elevates Communications Outside Email
Shrink email volume with communications outside of 

email, ensuring employees never miss updates.

Instant Access to Information & Answers
Instant access to information and automation of task – all 

through natural language chatbot. 

Intelligent Employee 

Experience Platforms

Simplify & 
Connect

AI

IoT

WORKPLACE HUBS
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Email: 

Troy.Campano@LibertyMutual.com

Brett.Caldon@LibertyMutual.com

Senior Director

@troycampano

troycampano

Digital Workplace

Troy Campano
Senior Director

Applied Innovation

Brett Caldon

@bmcaldon

brettcaldon

mailto:Troy.Campano@LibertyMutual.com

