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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
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brettcaldon
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Born out of Liberty Mutualé

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 

externallyïsoftware 

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 Todayôs Workplace

Todayôs 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 Employeesé

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 

werenôt 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 didnôt have a single tool to ask basic employee 

questions like ñwhat is the time off policy?ò, òwhatôs on the caf® 

menu?ò, or ñhow do I report a system outage?ò

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 
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Conwayôs Law

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

Melvin Conway ïDatamation (April 1968)
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Conwayôs 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 Todayôs Workplace

Todayôs 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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Imagineé
éyou had a personal digital assistant that could 

orchestrate across all your systems and tell you:

Å what you needed to know, 

Å when you needed to know it, and 

Å what you needed to do.



LIBERTY MUTUAL / WORKGRID SOFTWARE20

ñIt's not information 

overload. It's filter 

failure.ò
Clay Shirky

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

(Password: Workgrid44)
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Lindsay

Business Analyst 

ñLove it! Makes it so easy to see 

FTO hours :)ò
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Deborah

Med Specialist

ñI just want to say I love this!!!! 

I can't wait to see how it grows!ò



LIBERTY MUTUAL / WORKGRID SOFTWARE24

Jordan

Business Analyst

ñThis is fantastic... one of the 

most useful new liberty tools I've 

seen in a long time!ò
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Gayle

Sr. Training Specialist

ñThis is ALL kinds of awesome. 

Thank you!ò 
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Adam

Administrative Assistant

ñThis is beautiful. Quick access to 

time management, and team 

information with just a click of the 

mouse. Thank you for doing a 

fantastic job.ò
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Lorie

Vice President

ñThe new Payslip feature is fabulous

[é] So much nicer for when you want 

to take a quick look at your pay 

information!ò
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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 ïa 

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 ónoô 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/


