Employee Experience and
Digital Assistants in the

Workplace

Transforming employee experience using a digital
assistant for 50,000 employees
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Liberty Mutual Intelligent Digital Workplace

2013 2017

Liberty Mutual seeks Workgrid platform Workgrid launched
to improve digital released internally - externallyi 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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AN UNDENIABLE SHIFT HAS HAPPENED




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
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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®os H@Iac

Digitizing processes and transactions has led to enormous complexity B bmeR d
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And From this Complexity

We

ilili

Heard From Empl oyeesé

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.

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.

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.

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

@ Time Wasted Context Switching

I“—‘I 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
werendt personalized enough for empl
read.

@ Difficulty Finding Information

Empl oyees didnoét have a single tool
N questions |ike Awhat is the time off
menu?o0, or fAhow do | report a syste

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

@ Complex Employee Experience
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Conwayos Law

e

NAny organi zation t hat
(defined broadly) will produce a design

whose structure is a copy of the

organization's communication
structure. o

29

Melvin Conway i Datamation (April 1968)




Conwayob6s Law

Travel Talent Travel
Talent Management System
Management System
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System
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Systems are Procured with a Service-Provider Focus

The employee need and experience is often an after-thought

ServiceProvider

FoCUS Employee-Focus
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Imagineeée
é 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)



NLove it! Makes it so easy to see
FTO hours =)o
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Business Analyst
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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 iti 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
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ANALYTICS

CLOUD

SOCIAL

MOBILE

Early Internet Digital Workplace

2000s 2010s



The Workplace is Moving into a New Era

The technology powering the workplace is undergoing a fundamental shift

Simplify &
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Of likeemi nded i ndividuals who believe empl oyee exp

traditional enterprise software experiences.
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THE NEXT BIG THING IN
DIGITAL TRANSFORMATION
IS DESIGNING A MORE
MEANINGFUL EMPLOYEE

EXPERIENCE.
#EX
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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



https://joshbersin.com/2019/02/the-employee-experience-platform-a-new-category-arrives/ J 0S h B ersin
Leading Industry
Analyst - HR




