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About the book

In "The Employee Experience Advantage," Jacob Morgan presents a

revolutionary perspective on what drives organizational success, focusing on

the significance of employee experiences. As companies come to understand

that a positive employee experience not only nurtures innovation but also

boosts customer satisfaction and overall performance, Morgan offers a

compelling framework for grasping and crafting these experiences.

His insights are grounded in extensive research and conversations with over

150 executives across varied industries, providing a rich tapestry of data and

real-world examples that illustrate his points. Morgan identifies three critical

environments that shape each employee’s journey: the cultural,

technological, and physical environments. 

1. **Cultural Environment**: This encompasses the shared values, beliefs,

and practices within an organization that define how employees interact with

one another and engage with their work. A strong, positive culture fosters

collaboration and dedication, motivating employees to contribute actively

rather than simply completing necessary tasks.

2. **Technological Environment**: Morgan emphasizes the importance of

leveraging technology to create seamless, efficient work processes. Modern

tools and platforms not only enhance productivity but also support better
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communication and foster a sense of community among remote or

distributed teams.

3. **Physical Environment**: The design of the workspace itself plays a

crucial role in shaping employee experience. A well-thought-out physical

environment can facilitate collaboration, creativity, and well-being, making

employees feel more connected and invested in their work.

Throughout the book, Morgan enriches his framework with exclusive case

studies from leading organizations that have successfully transformed their

employee experience. These real-world examples serve as actionable

strategies that leaders can implement to cultivate an environment where

employees feel valued and eager to contribute.

Ultimately, "The Employee Experience Advantage" serves as an essential

guide for leaders who wish to create a thriving organizational culture,

harnessing the full potential of their workforce by prioritizing and enhancing

the experiences of their employees. This approach not only leads to stronger

performance but also positions organizations to adapt and thrive in an

ever-evolving business landscape.
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About the author

In these chapters, Jacob Morgan explores the evolving landscape of

leadership and employee experiences within the workplace. Rooted in his

diverse academic background in business management, economics, and

psychology, Morgan draws upon his insights to examine how emerging

technologies and shifting workforce dynamics are reshaping traditional

business models.

The narrative begins with Morgan reflecting on his early corporate

experiences, which eventually felt unfulfilling and led him to pursue more

impactful avenues. He emphasizes the importance of creating meaningful

work environments where employees can thrive, advocating for an enhanced

focus on employee experience as a key driver of organizational success. 

Throughout the chapters, Morgan introduces various concepts, such as the

"Employee Experience Advantage," which highlights the competitive edge

organizations gain by prioritizing employee satisfaction and well-being. He

discusses practical strategies for leaders to implement this approach,

including fostering collaboration, encouraging transparency, and embracing

flexibility in work arrangements.

Morgan also identifies emerging trends, such as the rise of remote work and

the integration of artificial intelligence, which challenge traditional
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leadership roles. He argues that today’s leaders must adapt by being more

empathetic and agile, equipped to navigate rapid changes while still

motivating and supporting their teams.

As a thought leader, Morgan shares insights from his best-selling books and

the community he built through "The Future of Work University" and "The

Future If." He presents case studies and real-world examples from his

speaking engagements, reinforcing his argument that proactive adaptation is

essential for future organizational success.

By combining personal anecdotes with research-driven insights, Morgan

paints a comprehensive picture of the modern workforce and the urgent need

for evolution in leadership practices. The chapters serve as a guide for

leaders striving to innovate their approach, ensuring a resilient and engaged

workforce in the face of an ever-changing future.
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Chapter 1 Summary: Defining Employee Experience����
������������������������������������������

Defining Employee Experience

In modern workplaces, the employer-employee relationship has significantly

evolved from its historical origins. Initially, during the Utility Era, this rela

tionship was straightforward: employers offered jobs in exchange for labor,

focusing primarily on financial compensation. Workspaces were basic,

furnished with essential items like desks and standard office supplies, and

concepts such as wellness programs or flexible working arrangements were

virtually non-existent. 

This dynamic shifted during the Productivity Era, characterized by the

 contributions of pioneers like Frederick Winslow Taylor. Taylor's principles

centered on optimizing employee efficiency through meticulous task

management, aiming to refine productivity by cutting down seconds in

repetitive processes. This era laid the groundwork for developing efficient

workflows before the introduction of automation.

As workplaces continued to evolve, the Engagement Era emerged,

 bringing a crucial shift in focus towards employees' needs and values.

Organizations began to recognize that employee engagement significantly
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influenced productivity and job satisfaction. Initially regarded as separate

from the employee experience, engagement is now understood as a

complementary concept. Both are essential for a comprehensive

understanding of the modern workplace, requiring organizations to

reimagine their approach to workforce management.

The chapter clarifies that employee experience and engagement are

 distinct yet interconnected. While engagement highlights immediate

changes in the workforce, employee experience encompasses a broader,

long-term philosophy regarding organizational design and structure.

Organizations must align their design and culture with the realities perceived

by employees, thus fostering a more supportive work environment.

Defining employee experience involves recognizing it as the convergence of

employee expectations and the organization's design to meet those

expectations. This concept underscores the importance of organizations

developing a deep understanding of their employees, as individual

experiences can vary greatly. Creating meaningful employee experiences

requires sensitivity to these nuances, acknowledging that what works for one

may not work for another.

To effectively harness the insights gained from understanding employee

experiences, organizations are encouraged to become Experiential

 Organizations (ExpOs). Such organizations commit to truly knowing
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 their employees and cultivating environments that foster genuine

engagement. This approach involves leveraging personal insights to enhance

the workplace experience, ultimately leading to higher satisfaction and

productivity levels.

The narrative will continue to explore the various environments that shape

employee experiences and develop innovative strategies for organizations

aiming to establish themselves as standout ExpOs in a competitive

landscape. This foundational understanding of employee experience sets the

stage for further discussions on how organizations can adapt and thrive in

the modern workforce.
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Chapter 2 Summary: Research on Employee Experience�
���������������������������������������������
���

### Summarized Chapter: Research on Employee Experience

#### Introduction to Employee Experience

The concept of "employee experience," while not entirely novel, has gained

distinct frameworks and methodologies, notably those proposed by Jacob

Morgan. This evolving area seeks to address the complexities and variances

in employee experiences across different organizations, distinguishing itself

from traditional HR roles. The growing focus on this concept highlights the

necessity for structured analysis to navigate its intricacies effectively.

#### Research Methodology

To delve into this topic, Morgan engaged in extensive dialogues with chief

employee experience officers, managers, and HR leaders. Over two years, he

conducted hundreds of interviews across varying organizational levels,

aiming to clarify and define the essential components that shape the

employee experience.

#### Key Areas of Focus

Through his research, three essential environments were identified as pivotal
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to the employee experience:

1. Technological Environment: The tools and systems that facilitate

 work.

2. Physical Environment: The actual workspace and its design.

3. Cultural Environment: The organizational culture and values that

 influence employee interactions.

These environments collectively embody the core attributes that employees

prioritize, indicating their interconnected nature.

#### Employee Experience Attributes

Morgan identified 17 key attributes within these environments that

contribute significantly to a positive employee experience. These attributes

are categorized as follows:

- Technology: Highlighted under the acronym ACE technology.

- Physical Spaces: Referenced as COOL.

- Cultural Dimensions: Labeled a CELEBRATED culture.

Each attribute plays a crucial role in enhancing both employee satisfaction
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and organizational success, underscoring a symbiotic relationship between

the two.

#### Measuring Employee Experience

The research culminated in the development of the Employee Experience

 Score (ExS), derived from specific evaluation questions provided in the

 book's appendix. This score contributes to the broader Employee

 Experience Index (EEI), offering concrete metrics for organizations to

 assess their employee experience.

#### Research Data and Contributors

The findings were substantiated through:

- In-depth interviews with over 150 senior executives from prominent

companies, including LinkedIn, Accenture, and Marriott.

- A thorough analysis of both academic and industry studies related to

workplace culture, technology, and design sourced from esteemed

publications.

- A collaborative effort with American University to ensure robust data

collection and analysis.

- Advisory support from Emergent Research, enhancing the research's design

and execution.

#### Contributions of Environments to Employee Experience

The research revealed that the cultural environment significantly influences
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the employee experience, accounting for 40% of the overall score. The

technological and physical environments each contribute 30%. The

maximum achievable score for an organization is 115.5, with a detailed

breakdown of points assigned to each environment.

#### Conclusion

While the research does not claim to provide exhaustive answers, it offers

valuable insights for organizations aiming to improve their employee

experience. The involvement of Lever and Cisco was instrumental in

conducting this comprehensive study while maintaining objectivity and

rigor.

#### Acknowledgments

Morgan expresses gratitude to Lever and Cisco for their support, which

enabled the research project to be executed effectively without

compromising its integrity.
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Chapter 3 Summary: Employee Experience Drivers�����
����������������������������������������

### Employee Experience Drivers

Introduction to Employee Experience  

This chapter emphasizes the emerging importance of employee experience

as a critical component of organizational success, mirroring the traditional

focus on customer experience. As companies navigate external challenges,

they are compelled to reassess their internal cultures and dynamics. Key

influencers of this shift include increasing mobility among the workforce,

generational changes driven by millennials entering the job market,

technological advancements, evolving work behaviors, and the pressures of

globalization.

Challenges with Employee Engagement  

Despite significant investments in employee engagement initiatives over the

years, only 13% of employees report feeling engaged, highlighting a

troubling paradox of minimal improvement. This suggests that many

existing engagement strategies are not yielding the intended results,

indicating a crisis in understanding and addressing employee needs.
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Shortcomings of Engagement Models  

Traditional models often classify employees into three simplistic

categories—engaged, not engaged, and actively disengaged. This binary

perspective risks fostering a culture of mediocrity, as it lacks the nuance to

inspire high performance or deep connections with organizational goals.

Redefining engagement is necessary to elevate performance beyond these

basic classifications.

Critique of Annual Engagement Surveys  

Annual engagement surveys, much like yearly performance reviews, tend to

overlook the fluidity of employee sentiment. The chapter advocates for

continuous feedback mechanisms that utilize varied survey intervals to stay

attuned to employee morale, thereby fostering a more dynamic

understanding of engagement.

Understanding Causes of Engagement  

Organizations often misdirect their efforts by concentrating on the visible

symptoms of disengagement instead of addressing underlying causes. To

foster true engagement, it is crucial to enhance the overall employee

experience, which serves as the foundation for sustainable connection to the
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organization.

The Engagement Cycle  

Many organizations treat engagement as a quick fix, relying on temporary

perks rather than addressing core organizational issues, which contributes to

variable engagement scores over time. This chapter critiques such short-term

strategies and underscores the importance of developing a resilient,

long-term organizational design for better engagement outcomes.

Redefining Engagement Measurement  

The author suggests a shift in focus from merely gauging how employees

feel to measuring their actions and contributions to performance. By asking

questions that link behaviors to organizational objectives, deeper insights

into engagement levels can be gained, ultimately promoting a stronger

alignment with company goals.

The War for Talent  

The "war for talent" is an ongoing challenge exacerbated by complexities

such as skills gaps and demographic shifts. With millennials rapidly

becoming a dominant demographic in the workforce, organizations must

evolve their strategies to attract and retain skilled individuals amidst fierce
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competition.

Impact of Changing Demographics  

As newer generations and older workers increasingly populate the

workplace, organizations must adapt their engagement strategies to cater to

varied expectations and experiences. This prevailing trend underscores the

necessity for more personalized and tailored work arrangements to meet

diverse employee needs effectively.

Competition and Globalization  

In a globally interconnected market, competition extends beyond traditional

industry lines, pressing organizations to refine their talent acquisition

strategies and cultural alignment. Companies must now compete on multiple

fronts, adjusting to the fluid landscape of business boundaries.

Psychological and Sociological Factors  

The employee experience is shaped by insights from psychological and

sociological studies, which guide organizations in creating environments

that effectively motivate and engage their workforce. Understanding these

factors can lead to enhanced employee satisfaction and productivity.

Scan to Download

https://ohjcz-alternate.app.link/scWO9aOrzTb


Shifts in Employment Models  

While alternative employment arrangements, such as gig work, are on the

rise, traditional employment models still dominate. However, organizations

must remain observant of these changes and consider the evolving nature of

the gig economy in their engagement strategies.

Leveraging People Analytics  

Employers are leveraging people analytics to glean insights into employee

behavior, satisfaction, and performance, allowing for data-driven decisions

in talent management. Utilizing analytics effectively is essential for

understanding and optimizing the employee experience.

Transparency and Organizational Culture  

Today’s workforce demands transparency, as employees increasingly voice

their opinions on organizational practices. To attract and maintain talent,

companies must invest in enhancing employee experiences, recognizing that

reputations can be rapidly built or destroyed in the digital age.

Conclusion  

The chapter concludes with a call to action for organizations to prioritize
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creating positive employee experiences. Embracing an informed and

proactive approach to employee engagement is essential for navigating

contemporary workforce challenges and achieving lasting organizational

success.
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Chapter 4: Reason for
Being����������������������������������

CHAPTER 4: Reason for Being

In this chapter, we explore the vital concept of a "Reason for Being," which

transcends conventional mission statements that often prioritize goals like

market dominance or profitability. Traditional mission statements frequently

fail to resonate with employees on a deeper, human level. In contrast,

organizations that excel in employee experience seek to define their impact

on the world and their communities, thus fostering a more meaningful

connection with their workforce.

Purpose of Mission Statements  

A standard mission statement may highlight objectives such as shareholder

value or customer service, but it often lacks the ability to inspire employees.

In contrast, organizations focused on a compelling Reason for Being aim to

make a significant impact on societal and community well-being.

Attributes of a Great Reason for Being  

A truly effective Reason for Being encompasses several key attributes:
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1. It must create a positive impact on the world and communities.

2. It should be an aspiration that is inherently unattainable, encouraging

ongoing ambition.

3. It must inspire and engage employees meaningfully.

4. The focus should be on human values rather than just financial gains.

Job Satisfaction and Organizational Mission  

Drawing on insights from economist Robert H. Frank, job satisfaction

heavily depends on employees aligning with their employer's mission. This

alignment necessitates a shift away from standard mission statements toward

a more profound understanding of a company's Reason for Being.

Comparing Mission Statements vs. Reason for Being  

The chapter presents examples from organizations like Ford, Airbnb,

Coca-Cola, and Starbucks, illustrating how these companies frame their

Reasons for Being in a way that emphasizes community and the human

experience over mere profit.

Salesforce's 1-1-1 Model  

Salesforce exemplifies this approach with its 1-1-1 model, which integrates

their business operations with community improvement efforts. This model
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illustrates how a blend of profit and purpose can enhance both business

effectiveness and social impact.

Employee Experience Score (ExS)  

To gauge the effectiveness of an organization’s Reason for Being, the

Employee Experience Score (ExS) measures various elements crucial to

employee satisfaction. This score is derived from 17 essential variables,

including access to advanced technology, workplace flexibility, diversity

and inclusion, and the role of managers as mentors.

Leading Experiential Organizations  

Out of 252 organizations reviewed, only 15 are recognized as "Experiential

Organizations," underscoring a vast opportunity for growth in enhancing

employee experience across various sectors.

Future Exploration of Employee Experience  

The subsequent chapters promise to investigate the 17 attributes that

constitute employee experience more deeply, presenting them not simply as

strategic guidelines but as essential elements of fostering engagement and

satisfaction.
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The Three Employee Experience Environments  

Lastly, the actions of organizations can be categorized into three

environments that influence employee experience:

1. Technology

2. Physical Space

3. Culture

In summary, this chapter lays the foundation for understanding how an

impactful Reason for Being is crucial for cultivating a supportive

organizational culture and enhancing employee engagement. As we move

forward, we will delve into the intricate components that shape employee

experiences within these frameworks.

https://ohjcz-alternate.app.link/scWO9aOrzTb


https://ohjcz-alternate.app.link/scWO9aOrzTb


Chapter 5 Summary: The Physical Environment�������
�����������������������������������

Chapter 5: The Physical Environment

In this chapter, the pivotal role of the physical workspace in shaping

employee experience is highlighted, illustrating that it constitutes around

30% of overall job satisfaction. A thoughtfully designed office not only

energizes employees but also fosters creativity, engagement, and a deeper

connection to the organization.

The Significance of Physical Space

The workplace is more than just a location; it embodies the organization's

identity. A poorly constructed environment can diminish employee pride and

morale, while a positive space can enhance a sense of belonging. This idea

aligns with Edgar Schein's organizational culture framework, which suggests

that the physical environment should reflect the core values and principles of

the organization.

Trends in Office Design

The chapter notes a shift away from traditional office designs that rely on
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cubicles and uninspired aesthetics. Modern workplaces are evolving into

vibrant employee experience centers that prioritize inspiration and

motivation. This trend underscores the importance of aesthetics and

functionality in driving employee satisfaction.

Employee Satisfaction Statistics

A striking statistic reveals that 90% of workers express dissatisfaction with

their current work environments, highlighting the need for significant

improvements. The connection employees feel with their workspace directly

impacts their psychological comfort and overall workplace satisfaction.

Creating an Effective Physical Environment: The COOL Characteristics

To develop an inspiring workspace, four key characteristics—referred to as

the COOL traits—are emphasized:

1. Chooses to Bring in Friends or Visitors: Organizations that encourage

 employees to invite guests reflect a commitment to employee well-being,

fostering a sense of community and promoting accountability and

transparency.

  

2. Offers Flexibility: Modern work-life balance hinges on flexibility in

 work arrangements. Research indicates that flexible working environments
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enhance job satisfaction, decrease stress levels, and boost overall

productivity.

3. Organization's Values Are Reflected: It is essential for the physical

 workspace to mirror the organization’s stated values. Discrepancies between

these values and actual workplace conditions can lead to employee

discontent and mistrust.

4. Leverages Multiple Workspace Options: Providing diverse

 workspaces—such as quiet areas for concentration and collaborative zones

for teamwork—caters to varying employee preferences and needs, which can

significantly improve productivity and satisfaction.

Current Organizational Scores

The chapter concludes by revealing that the average score for physical

�e�n�v�i�r�o�n�m�e�n�t�s� �i�n� �o�r�g�a�n�i�z�a�t�i�o�n�s� �i�s� �a� �C"��,� �i�n�d�i�c�a�t�i�n�g� �a� �s�u�b�s�t�a�n�t�i�a�l� �n�e�e�d� �f�o�r

improvement in crafting stimulating work atmospheres.

Recommendations

To enhance employee satisfaction, organizations are encouraged to analyze

how their employees use space and involve them in the design process,

allowing for a sense of ownership and engagement. Understanding
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individual needs and fostering a supportive environment that accommodates

diverse working styles are paramount.

Conclusion

Ultimately, creating a COOL workplace transcends mere aesthetic

improvements. By comprehensively understanding and adapting the physical

environment to support employee workflows, organizations can cultivate a

more positive employee experience, which in turn promotes higher retention

rates and improved productivity.
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Chapter 6 Summary: The Technological Environment���
��������������������������������������������

Chapter 6: The Technological Environment

In this chapter, the pivotal role of technology in shaping employee

experiences and overall workplace satisfaction is examined, underscoring

that ineffective or outdated tools can lead to employee frustration, even in

workplaces where staff enjoy their roles and colleagues.

Impact of Technology on Employee Experience

The chapter begins by detailing employee discontent with their companies'

technological offerings. Many workers report dissatisfaction due to

inefficient tools and outdated interfaces, highlighting a disconnect between

their experience and the organization's goals. This dissatisfaction can breed

negative feelings towards the company and create strain among coworkers,

detracting from a collaborative atmosphere.

Creating an ACE Technological Environment
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To improve employee satisfaction, organizations are encouraged to cultivate

an ACE (Accessible, Consumer-grade, Employee-focused) technological

environment, defined by three key characteristics:

1. Availability to Everyone: Technology should be accessible to all

 employees, not limited to specific teams. The San Diego Zoo serves as a

prime example, demonstrating how comprehensive training and online

resources can promote inclusivity and enhance effectiveness across the

organization.

2. Consumer-grade Technology: Organizations often cling to outdated

 enterprise-grade solutions that fail to meet modern usability standards. By

contrast, companies such as The Royal Bank of Scotland have successfully

integrated familiar, user-friendly platforms like Facebook at Work,

improving ease of use and encouraging wider adoption among employees.

3. Employee Needs vs. Business Requirements: A common pitfall is the

 misalignment between what employees require and what IT or HR

departments offer. Encouraging collaboration between HR and IT can ensure

that technology is tailored to meet actual employee needs rather than merely

fulfilling operational requirements.

Organizational Scoring on Technological Environment
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The chapter assesses various organizations on their technological

landscapes, revealing that many score below average regarding

employee-centric technology solutions. This highlights a significant gap and

underscores the urgency for improvement in this area.

Conclusion

In conclusion, technology is a vital component in empowering employees

and driving overall organizational success. Companies must prioritize

investment in modern tools and strive to understand employee needs,

fostering a workplace ready for the future. The integration of HR and IT

functions is crucial to developing a comprehensive technological

environment that enhances the employee experience, thereby cultivating a

more satisfied and productive workforce.
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Chapter 7 Summary: The Cultural Environment�������
�����������������������������������

### Summary of The Cultural Environment Chapter

Organizational culture is an essential element that shapes the work

experience for both employees and leaders. Defined as the intangible

atmosphere within an organization, culture influences how employees are

treated, their productivity levels, and their overall job satisfaction. Instead of

allowing culture to evolve passively, organizations must intentionally design

it to foster a thriving work environment.

### Attributes of a Celebrated Culture

To cultivate a celebrated culture, organizations should emphasize ten

fundamental attributes:

1. Positive Perception: The way an organization is viewed—both

 externally and internally—plays a crucial role in influencing employee

morale. A favorable reputation enhances how employees engage with their

work environment.

2. Value for Everyone: Ensuring that every employee feels valued
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 through recognition and fair compensation is vital. Employees who feel

heard and appreciated experience higher job satisfaction.

3. Legitimate Sense of Purpose: Employees should see a clear connection

 between their individual tasks and the organization's broader mission,

fostering a greater sense of purpose in their work.

4. Team Unity: Promoting a sense of teamwork over rigid hierarchies

 allows for better collaboration and innovation. Structuring teams around

projects can enhance interpersonal dynamics.

5. Diversity and Inclusion: A diverse workforce brings a wealth of

 creativity and innovation. Embracing varied perspectives can significantly

benefit organizations.

6. Employee Referrals: High rates of employee referrals signal a positive

 workplace environment. When employees are satisfied, they are more likely

to recommend the organization to others.

7. Learning and Advancement Opportunities: Organizations should

 provide opportunities for continuous professional and personal growth, as

this is critical for employee engagement and career progression.

8. Fair Treatment: Fairness in how employees are treated builds trust.
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 Managers should strive to be equitable while acknowledging the unique

circumstances of individuals.

9. Coaching and Mentorship: Leaders should shift from authoritative

 roles to becoming coaches and mentors, focusing on empowering

employees and supporting their success.

10. Commitment to Health and Wellness: Comprehensive programs that

 promote employee health and wellness can significantly contribute to

morale, retention, and productivity.

### Conclusion

The culture within an organization profoundly influences both employee

experiences and overall performance. Current assessments indicate that there

is a considerable potential for improvement in cultural environments across

organizations. By understanding and implementing these ten key attributes,

organizations can create a more fulfilling and engaged workplace. In turn,

these strategic initiatives not only enrich employee experiences but also

align individual values with organizational goals, ultimately enhancing

success and productivity in the workplace.
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Chapter 8: The Employee Experience Equation

In this chapter, the concept of the "Employee Experience Equation" is

introduced, serving as a guiding principle for organizations striving to create

exemplary work environments. Central to this equation is the "Reason for

Being," a core mission that directs efforts towards optimizing employee

experiences. The Employee Experience Equation posits that three essential

elements—COOL spaces, ACE technology, and a CELEBRATED

culture—are fundamentally interconnected. Rather than functioning

separately, these environments work in harmony to enhance the overall

employee journey.

The text elaborates on the interdependence of culture, technology, and the

physical workspace, illustrating how they influence one another. For

instance, a flexible physical environment is reliant on the availability of

appropriate technological tools; meanwhile, a culture that promotes

continuous learning cannot flourish without modern technical support. This

intricate relationship underscores a crucial insight: when organizations foster

the development of these three areas concurrently, they can achieve

remarkable improvements in the employee experience.
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Moreover, the chapter stresses the pitfalls of an overly narrow focus.

Organizations that prioritize only one or two aspects of the equation often

find themselves limited in their ability to engage employees effectively and

justify necessary investments in enhancements. By embracing a holistic

approach to employee experience, organizations can better appreciate the

value each environment brings and recognize that their collective impact is

significantly greater than the sum of their individual contributions.

In closing, the chapter lays a foundation for understanding the business

implications of employee experience—a theme that will be further explored

in Chapter 11. Acknowledging the essential synergy between culture,

technology, and physical environments is vital for organizations aiming to

elevate employee engagement and foster a thriving workplace.
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In the exploration of organizational maturity regarding employee

 experiences, nine distinct types of organizations have been identified,

reflecting varying levels of investment in three key environments: culture,

physical space, and technology. Understanding these categories not only

sheds light on current organizational practices but also emphasizes the

potential for growth and evolution.

1. InExperienced: This foundational category is characterized by a

 complete lack of investment in the critical areas of employee experience.

Companies here showcase outdated practices that lead to significant

challenges in talent retention. Examples include companies like Safeway and

Caterpillar, which struggle to attract and keep employees.

2. Emerging: These organizations begin to invest in one of the three

 environments but fail to address all three. This type can be further

subdivided:

   - Physically Emerging organizations focus on creating appealing office

 spaces while neglecting culture and technological advancements (e.g.,

DuPont and Hershey).

   - Technologically Emerging firms introduce sophisticated tools and
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 technology yet fail to engage employees effectively (e.g., Visa and Kroger).

   - Culturally Emerging companies nurture a positive work culture but

 face challenges due to uninspired physical environments or inadequate

technology (e.g., MassMutual and United Airlines).

3. Engaged: Companies in this category excel in cultural and physical

 aspects, managing to foster a sense of purpose among employees.

Nevertheless, they often falter in technological advancements, limiting their

overall effectiveness. Prominent examples include Mars and General Mills.

4. Empowered: In this category, organizations prioritize culture and

 technology, providing employees with a fulfilling work environment and

necessary tools. However, they lag behind in enhancing physical

workspaces, as seen in companies like IBM and Disney. Despite the lack of

aesthetic appeal, employees find satisfaction in their roles.

5. Enabled: Representing organizations with strong physical and

 technological attributes, this type suffers from a deficient cultural focus.

Employees may feel disconnected, treating their jobs merely as a means to

earn a paycheck, as exemplified by FedEx and USAA.

6. preExperiential: These organizations display balanced performance

 across all three environments but lack the exceptional quality that sets them

apart. Employees may find contentment in their roles but are enticed to seek

Scan to Download

https://ohjcz-alternate.app.link/scWO9aOrzTb


opportunities in organizations offering superior experiences. Dow Chemical

and IKEA exemplify this category.

7. Experiential: Holding the highest status among organizational types,

 the Experiential category comprises only 6% of those examined. These

organizations flourish across all environments, creating workspaces that are

genuinely attractive and fulfilling. Google and Airbnb are prime examples of

this elite group.

The dynamic nature of these categories underscores the potential for

organizations to transition and elevate their focus on employee experiences.

Each organization's success hinges on its commitment to investing in

culture, physical environment, and technology, highlighting the intertwined

nature of these critical elements in fostering a thriving workplace.
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### Employee Experience Distribution

The distribution of employee experiences across 252 organizations reveals

significant insights into how companies are engaging their workforce. The

categories are as follows:

1. Inexperienced (20%): Companies in this category lack structured

 employee engagement efforts.

2. Technologically emergent (3%): These organizations utilize

 technology but have not yet integrated it fully into their employee

experiences.

3. Physically emergent (6%): Businesses that have beginning strategies

 related to the physical work environment.

4. Culturally emergent (20%): These companies focus on cultivating

 workplace culture but often fall short of creating meaningful, sustainable

value.

5. Engaged (14%): Organizations where employees show a moderate to

 high level of involvement and enthusiasm for their work.

6. Empowered (4%): Companies that empower employees to make
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 decisions and take initiatives.

7. Enabled (4%): Organizations that provide the necessary tools and

 resources for employees to perform efficiently.

8. Pre-experiential (23%): Businesses that are at the beginnings of

 developing comprehensive employee experiences.

9. Experiential (6%): A rare category where companies excel at

 delivering exceptional employee experiences.

Key Insights  

The analysis reveals a concerning trend: nearly half (49%) of organizations

either do not address employee experience or focus only on one of the three

critical environments—technology, culture, or physical space. Only 22%

prioritize two environments, while a mere 6% achieve the status of

Experiential. Culturally emergent organizations, though focused on

engagement, often prioritize short-term results over sustainable progress,

leading to limited business impact.

Call to Action  

These findings highlight a significant gap in effective employee experience

creation, indicating that less than 30% of organizations are successfully

fostering a productive environment. This deficiency presents substantial

risks in attracting and retaining top talent, making it imperative for
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organizations to undertake genuine design improvements. Employees,

managers, and executives must acknowledge this challenge and proactively

work to enhance the employee experience, ensuring a more engaged and

productive workforce.
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The Business Value of Employee Experience

Introduction to Employee Experience Investment  

In today's competitive business environment, investing in employee

experience has become paramount for organizations aiming for sustained

success. This chapter categorizes various organizations into nine distinct

types based on their approach to employee experience, ranging from

"inExperienced" to "Experiential." Notably, only 6% of organizations

achieve the "Experiential" designation, marking them as exemplars of

excellence in fostering culture, integrating technology, and creating

supportive physical work environments.

Data Collection Methodology  

To assess the business impact of employee experience, the author utilized a

multifaceted data collection strategy, which included:

1. Collecting anecdotal evidence from executives regarding productivity and
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morale.

2. Analyzing rankings and indices where Experiential Organizations

consistently excel.

3. Investigating quantitative metrics such as employee turnover rates,

compensation structures, and overall profits.

4. Comparing stock performance of these organizations to broader market

indices to evaluate financial success.

Findings and Insights  

The analysis reveals a compelling narrative: Experiential Organizations

visibly outperform their less engagement-focused counterparts across

various important dimensions.

- Customer Service: These organizations frequently appear on customer

 service rankings, showing a correlation between positive employee

experience and improved customer satisfaction. In fact, they are identified

on these lists twice as often as nonExperiential Organizations.

  

- Innovation: Experiential Organizations are recognized for their

 innovative capabilities, scoring an impressive 4.5 times higher in

innovation-related evaluations, suggesting that a nurturing employee

environment contributes directly to enhanced creativity and originality.
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- Employer Attractiveness: In the race to attract top talent, these

 organizations shine, appearing six times more frequently on employer

attractiveness rankings compared to their nonExperiential counterparts.

- Admiration and Respect: Their reputation as respected entities is

 evident, with nearly double the presence on prestigious company lists,

reinforcing their status as organizations that are held in high esteem.

- Brand Value: Assessments of brand value reveal that Experiential

 Organizations appear over three times on brand value lists, showing an

astonishing tenfold increase in reputation relative to inExperienced

organizations.

- Other Highlights: Beyond these specific areas, Experiential

 Organizations regularly feature on a myriad of additional lists, showcasing

their superior performance (2 to 11 times more often than others) and their

prominent representation among Exponential Organizations, hinting at a

significant link between employee experience and business outcomes.

Conclusion  

The findings powerfully illustrate that investing in employee experience is

not just a commendable practice, but a vital necessity for organizational

success. This chapter distinctly reinforces the concept that a robust employee
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experience is essential for achieving sustainable business growth,

emphasizing that the benefits extend far beyond the individual employee,

ultimately enhancing the organization's overall performance and market

position.
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Chapter Summary: Business Metrics and Financial Performance

This chapter offers a comprehensive analysis of the financial advantages of

Experiential Organizations compared to traditional corporate structures,

utilizing data from reputable sources such as Yahoo! Finance, PayScale, and

Fortune. The insights reveal that companies prioritizing employee

experience significantly outperform their counterparts in several key

financial metrics:

- They employ 20% fewer staff while sustaining productivity.

- Their employee turnover rates are 40% lower, indicating higher

 retention.

- Such organizations exhibit 1.5 times greater growth in employee

 numbers.

- They achieve 2.1 times higher average revenue and 4.4 times greater

 profit.

- On a per capita basis, they generate 2.9 times more revenue and 4.3 times
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 more profit, while also providing 1.6 times higher pay to employees

 compared to non-Experiential Organizations.

The data emphasize that investing in positive employee experiences can lead

to substantial financial success and enhanced productivity across the

organization.

Comparative Analysis of Organizations

To illustrate these findings, the chapter features two fictional companies: AC

ME A (an Experiential Organization) and ACME B (a non-Experiential

 Organization). This comparison highlights how the benefits of embracing an

experiential framework can translate into significant financial impacts,

potentially amounting to billions of dollars. The analysis also covers stock

performance from January 2012 to October 2016, demonstrating that

Experiential Organizations consistently outperformed both industry averages

and those on lists like Glassdoor’s Best Places to Work and Fortune's 100

Best Companies.

Stock Performance Insights

Intriguingly, the chapter quantifies investment growth over the discussed
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period. A starting investment of $1,000 yielded compelling returns:

- Experiential Organizations returned $3,046.

- Glassdoor’s Best Places to Work produced returns of $2,593.

- Other organizations varied widely, with some yielding as low as $2,073.

While Experiential Organizations led the field, some emergent companies

also demonstrated strong performance, suggesting a diverse landscape in

business outcomes.

Broader Business Outcomes

Lastly, the chapter underscores the broader advantages associated with

Experiential Organizations, including:

- Elevated customer satisfaction levels.

- Enhanced innovation capabilities.

- Strong appeal as attractive workplaces.

- Robust brand values.

- Greater diversity and overall employee happiness.
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The findings culminate in a clear message: organizations that excel in

cultivating positive employee experiences yield substantial benefits across

all operational facets. Strategic investments in nurturing culture, integrating

technology, and improving physical working environments are essential for

enhancing employee engagement and, consequently, driving business value.

This reinforces the idea that prioritizing employee experience should be a

top priority for forward-thinking leaders in today’s competitive market.
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The Cost of Employee Experience

In today’s competitive business landscape, organizations are increasingly

recognizing the importance of enhancing employee experience. However, a

prevalent concern is the financial implications of such improvements. Many

companies mistakenly prioritize expensive perks—like gourmet meals and

opulent office spaces—while overlooking that many critical components of

employee experience can be implemented with minimal cost or even for

free.

Key Insights:

- Affordable Enhancements: Positive treatment of employees, providing

 flexible work options, fostering autonomy, and offering growth

opportunities are all elements that significantly enhance employee

experience without requiring substantial financial outlay.

- Investment in Modernization: Although transitioning to modern office
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 designs, such as open floor plans, incurs initial costs, these changes can lead

to substantial long-term savings on real estate. These savings can then be

redirected towards enhancing employee benefits.

- Reality of Perks: High-profile companies, like Google, are often

 celebrated for their lavish perks. However, it is essential to understand that

these perks are frequently negotiated at advantageous rates, and employees

may end up absorbing some costs.

- Forward-Looking Investments: Organizations that prioritize employee

 experience, such as T-Mobile and LinkedIn, are channeling resources into

analytics and technology, as well as revamping management structures to

foster a better work environment.

- Cultural Transformation: Shifting from traditional mindsets to a focus

 on employee experience necessitates significant resource allocation and a

fundamental redesign of organizational structures.

- Significant Return on Investment: Investing in employee experience is

 not just an expense but a strategic business investment. Companies that

delay these enhancements may find themselves at a competitive

disadvantage.

In summary, enriching the employee experience extends beyond mere
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budget allocations for lavish perks; it involves a comprehensive strategy that

promotes a supportive work environment through thoughtful planning and

investment. This holistic approach ensures that businesses not only attract

but also retain top talent, ultimately driving organizational success.
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### System 1 versus System 2 Experiences

Overview of Thinking Modes  

In his exploration of human cognition, Nobel Prize-winning psychologist

Daniel Kahneman introduces a framework that categorizes thinking into two

distinct modes: System 1 and System 2. System 1 is characterized by its

rapid, automatic responses, functioning like an instinctual autopilot that

facilitates quick decision-making without much effort. This can be

illustrated through a classic riddle involving a bat and a ball, where

immediate thought leads most to the incorrect conclusion that the bat costs

$1.00, while a more analytical approach reveals that the ball's cost is actually

$0.05. This contrast highlights the necessity of deliberation for accurate

reasoning.

Application to Employee Experience  

Currently, many organizations predominantly operate within the realm of

System 1 experiences, simplifying employee engagement to a mere checklist

Scan to Download

https://ohjcz-alternate.app.link/scWO9aOrzTb


of initiatives. This superficial approach often results in one-size-fits-all

strategies, such as implementing diversity training or mandatory

management programs, without a true understanding of what employees

need or desire. These initiatives tend to lack substance and fail to resonate

on a personal level, limiting their effectiveness.

Key Insights on Effective Implementation  

Conversely, effective organizations, labeled as Experiential Organizations,

distinguish themselves by transcending this superficial checklist mentality.

They engage in System 2 practices by deeply understanding their employees'

needs and genuinely valuing their well-being. This transition involves a

commitment to data-driven, thoughtful, and collaborative strategies aimed at

enhancing employee experiences. Insights from Marc Merrill, co-founder of

Riot Games, underscore the importance of prioritizing employee focus in a

visible and actionable manner, ensuring that the organization's dedication to

its people is not just rhetorical but evident in daily practices.

Conclusion  

Ultimately, while many organizations may appear to adopt similar practices

regarding employee experience, the true distinction lies in how these

practices are executed. Experiential Organizations excel not merely by

checking off boxes but by embedding a culture of genuine engagement and

Scan to Download

https://ohjcz-alternate.app.link/scWO9aOrzTb


commitment to employee well-being. The shift from a checklist approach to

one that prioritizes meaningful, impactful employee experiences reflects a

deeper understanding of the workforce and embodies the principles of

System 2 thinking.
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### The Employee Experience Design Loop

The Employee Experience Design Loop presents a dynamic and ongoing

relationship between employees and organizations, akin to partners in a

dance working in harmony. This framework encourages organizations to

adapt swiftly to a rapidly changing work landscape by viewing employee

experience not as a fixed checklist but as a fluid, iterative process governed

by six key steps.

#### 1. RESPOND

In the first step, employees provide feedback on various aspects of their

work experiences through diverse channels, including surveys, apps, and

direct discussions. The emphasis on real-time feedback is vital in today's

fast-paced environment, as traditional annual surveys often lag behind the

immediate needs of employees. An open culture that encourages continual

feedback is necessary to foster this environment where employees feel

comfortable sharing their insights.
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*Key Enablers:*

- Technology that supports real-time communication

- Management's receptiveness to feedback

- A transparent organizational culture

- Commitment to act on the feedback received

#### 2. ANALYZE

The next step focuses on extracting meaningful insights from the feedback

collected. Organizations employ people analytics to process both structured

and unstructured data swiftly, enabling them to learn effectively from

employee input. The central question at this stage is: "What lessons can we

draw from the employee feedback?"

*Key Enablers:*

- A dedicated analytics team to interpret data

- Systems to aggregate large volumes of feedback

- Diverse methods for collecting input

#### 3. DESIGN

Armed with insights, organizations then move to design solutions that

address employee needs. This phase should embrace a series of iterative

sprints that allow for rapid testing and improvement, avoiding the pitfalls of
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excessive perfectionism that can stall progress.

*Key Enablers:*

- Cross-functional teams to foster collaborative solution design

- Efficient processes that enable quick development cycles

#### 4. LAUNCH

This step involves the actual implementation of new initiatives aimed at

enhancing the employee experience. The rollout could entail pilot programs,

announcements, or marketing campaigns to engage employees and inform

them of the changes being made within the organization.

*Key Enablers:*

- Strong communication strategies to reach employees effectively

- Advocates or champions within the organization to support new initiatives

#### 5. PARTICIPATE

With initiatives launched, employees begin to engage with the new systems,

which become integrated into their daily work life. Their active participation

and ongoing feedback are critical to refining and improving the Employee

Experience Design Loop.
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*Key Enablers:*

- Ensured access for employees to engage with new initiatives

- Adequate training and support to navigate these changes

#### 6. CONTINUOUS LOOP

The process forms a continuous cycle, allowing for regular feedback and

adjustments. Multiple Employee Experience Design Loops can function

simultaneously across various initiatives, nurturing a culture of ongoing

engagement, collaboration, and innovation.

### Case Studies

- General Electric (GE): GE's transformation showcased the importance

 of streamlining processes and enhancing feedback mechanisms to alleviate

bureaucratic hurdles. By introducing FastWorks and Performance

Development, the company integrated real-time feedback into its

performance management system, significantly improving employee

engagement.

- Airbnb: Airbnb employs the Employee Experience Design Loop to

 refine its food offerings—a strategic investment in fostering community

within the workplace. Regular feedback mechanisms ensure that these

offerings align with employee preferences, thereby enhancing overall
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workplace satisfaction.

### Conclusion

The Employee Experience Design Loop embodies a co-creation mindset,

fostering continuous collaboration between organizations and their

employees to enhance workplace experiences. This adaptive approach is

crucial for organizations aiming to remain agile and responsive to the

ever-evolving needs of their workforce.
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### The Starbucks Model of Transparency

#### Overview of Employee Experience in Large Organizations  

As organizations expand, they face increasing difficulties in managing

employee feedback and ideas. The complexity of processing thousands of

contributions can overwhelm traditional methods. However, advancements

in artificial intelligence (AI) are poised to transform how organizations

personalize employee experiences by effectively understanding and

addressing individual employee needs.

#### Starbucks and Customer Engagement  

Starbucks stands out as a leader in customer engagement, particularly with

its platform "My Starbucks Idea." This initiative empowers customers to

submit suggestions and vote on potential improvements for the company. By

openly sharing the status of these ideas, Starbucks fosters a culture of

transparency, allowing customers to see which suggestions are being

considered or implemented. This practice not only builds trust but also helps

manage customer expectations, even when not every suggestion can be

adopted.
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#### Learning from Starbucks' Transparency  

The principles of transparency demonstrated by Starbucks can be translated

into the workplace for managing employee feedback regarding company

culture, technology, and the work environment. By openly communicating

the popularity and viability of employee ideas, organizations could greatly

enhance how they integrate workforce input, effectively revolutionizing their

approach to employee engagement.

#### The Balance Between Freedom and Control  

Embracing transparency can create a harmonious balance between employee

autonomy and organizational control. While not every organization may be

prepared to adopt such openness immediately, the pursuit of increased

transparency is crucial. This shift could empower employees to express their

ideas freely while ensuring that the organization maintains effective

oversight.

#### Insights from Google’s Openness  

Laszlo Bock, former Senior Vice President of People Operations at Google,

champions a "default to open" philosophy. He argues that transparency in

sharing information nurtures trust and empowers employees. By

communicating clearly about company initiatives, organizations can foster

greater employee engagement and boost overall effectiveness, setting the

stage for a more cohesive workplace.
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#### Conclusion  

In conclusion, fostering an environment of openness and transparency not

only signifies that an organization values its employees, but also equips

them to make significant contributions. This cultivation of trust and clear

communication ultimately leads to a healthier and more productive work

environment, where both employees and the organization can thrive.
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### The Employee Life Cycle

In today's organizations, there is a growing recognition that understanding

the employee journey is essential for fostering positive work experiences.

Traditional models of the employee life cycle are often focused on

organizational needs, neglecting the real-world experiences of employees.

This organization-centric view can create frameworks that fail to capture the

complexities of workplace dynamics and relationships.

### Modern Perspectives on Employee Experience

To address this gap, companies like LinkedIn have begun adopting an

employee-focused perspective on the employee life cycle. Their innovative

4-box model identifies four distinct stages that capture the typical evolution

of employee experiences:

1. Eager Beaver: This first stage is characterized by newcomers'

 enthusiasm and excitement about starting their new roles, filled with hopes

and aspirations.
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2. Oh Sh*t (or Oh My)!: Around the six-month mark, employees often

 encounter challenges that leave them feeling overwhelmed or disheartened,

marking a pivotal moment where support becomes crucial.

   

3. Okay, I’m Starting to Get It: In this intermediate phase, employees

 start to overcome initial hurdles. As they gain confidence and a sense of

belonging, they begin to effectively navigate their responsibilities.

   

4. Master: At this final stage, employees often perform at a high level

 but may start to feel a sense of stagnation or boredom, prompting them to

explore new opportunities for growth and engagement.

### Empowerment and Guidance

Recognizing the importance of guidance, LinkedIn emphasizes the role of

managers, particularly during the challenging "Oh My!" phase. This is a

time when open communication between employees and managers is

critical. Managers can help employees by encouraging them to pursue new

challenges and growth opportunities, which can greatly enhance engagement

and satisfaction.

### Evolving Employee Life Cycle Models

As the understanding of employee experiences continues to evolve,
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organizations are moving away from rigid, traditional employee life cycle

models. While these models still have their place, there is an increasing

focus on redefining talent experiences through the lens of specific moments

that matter, rather than adhering to a linear framework. This shift is paving

the way for a more dynamic and personalized understanding of the employee

journey, ultimately aiming to create more meaningful and impactful

workplace experiences.
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Moments That Matter or Moments of Impact

In the evolving landscape of organizational culture, companies are

encouraged to shift their focus from the traditional employee life cycle to

recognizing the "moments that matter" – pivotal events in employees' lives

that intersect their personal and professional journeys. These moments, such

as hiring, promotions, or personal milestones, enable organizations to treat

employees as whole individuals rather than mere job fulfillers. This holistic

perspective allows for enhanced personalization and engagement within the

workplace.

Three Categories of Moments That Matter

1. Specific Moments That Matter  

   This category encompasses distinct life events that significantly impact

employees, such as starting a new role or becoming a parent. While these

events may be experienced by many, their significance is unique to each
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individual, making them vital touchpoints in the employee experience.

2. Ongoing Moments That Matter  

   Ongoing moments involve the continuous interactions and experiences

employees encounter daily. These interactions can be both positive, such as

receiving recognition from a manager, or negative, such as experiencing

unfair criticism. Furthermore, ongoing moments include the everyday use of

workplace technology and engagement with the physical environment, all of

which contribute to an employee’s overall job satisfaction.

3. Created Moments That Matter  

   Organizations have the ability to create meaningful experiences through

targeted initiatives such as team-building events, celebrations, or challenges

tailored to foster engagement and meet specific business objectives. By

proactively generating these moments, companies can cultivate a more

connected and motivated workforce.

Moments That Matter at Cisco

Cisco serves as a prime example of leveraging moments that matter through

its innovative "Our People Deal." This initiative, informed by employee
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feedback, identifies eleven critical moments that shape workforce

experiences, from the interview process to personal celebrations like

birthdays and volunteer opportunities. 

Management is pivotal in enhancing these experiences, with dedicated

cross-functional teams continuously evaluating and developing these

moments. Although Cisco faces the challenge of scaling these initiatives

across a diverse global workforce, their commitment to management training

and proactive employee input allows for a flexible approach that can adapt

over time. Subsequent sections will delve deeper into how these moments

are specifically manifested at Cisco, showcasing their impact on employee

engagement and organizational culture.
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Chapter 19 Summary: Moments That Matter and
Employee Experience����������������������������
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Chapter 19: Moments That Matter and Employee Experience

In today's workplace, the concept of employee experience has gained

prominence as organizations seek to create environments where employees

thrive. This experience is essentially an amalgamation of three critical

elements: the physical workspaces that employees inhabit, the technology

they use to perform their jobs, and the overarching culture that guides

interpersonal interactions and company values. Together, these components

resonate through 17 key variables that highlight what employees prioritize

most in their work lives.

At the heart of employee experience are what are known as "moments that

matter." These pivotal occurrences shape an employee's journey within a

company and significantly influence their overall satisfaction and

engagement. These moments can range from the excitement of the first day

on the job to significant personal life events like anniversaries or

graduations. While understanding the 17 variables is essential, harnessing

these moments allows organizations to create personalized experiences that

resonate more deeply with employees.
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By focusing on specific key moments, organizations can enhance the

employee experience through thoughtful integration of the 17 variables. For

instance, a new employee's first day could be made more meaningful by

facilitating connections with customers or senior executives, which helps

nurture a sense of purpose and belonging from the start.

Flexibility and autonomy emerge as vital components in balancing work

commitments with personal milestones. Rigid workplace structures can stifle

employees’ engagement in meaningful personal experiences, ultimately

diminishing their overall satisfaction at work. Allowing employees the

freedom to navigate these moments can foster a more connected and loyal

workforce.

To effectively identify these key moments, organizations should engage in

open dialogues with employees to uncover their significant experiences and

infuse them with the identified values. By incorporating employee feedback,

companies can recognize and celebrate the moments that genuinely resonate,

creating a more impactful workplace culture.

In conclusion, enhancing employee experience through acknowledgment of

meaningful moments does not need to be a complicated process.

Organizations can initiate this journey by simply reaching out to employees,

asking them to share their impactful moments, and using that insight to
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foster a more engaging and supportive work environment.
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Chapter 20: The Employee Experience Pyramid�������
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### Summary of "The Employee Experience Pyramid"

The Employee Experience Pyramid presents a structured approach to

understanding and enhancing the experience of employees within an

organization. It is built on a foundational concept that forms the bedrock of

effective employee relations.

#### Foundation: Reason for Being

At the base of the pyramid is the "Reason for Being," which embodies the

core values and mission that inspire an organization. This essence connects

employees on a deeper level, driving engagement and motivation. For

example, Starbucks is known for its commitment to "inspire and nurture the

human spirit," which fosters a strong connection between its employees and

the company's objectives. In contrast, Apple, which lacks a clear and

cohesive Reason for Being, illustrates the risks of an unclear

mission—namely, that it can impede organizational direction and stifle

innovation.

#### Three Employee Experience Environments

Building upon this foundation, the pyramid consists of three essential
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environments: culture, technology, and physical space. These elements

encompass all facets of employee experience, including compensation, work

flexibility, managerial support, and the tools accessible for daily tasks. By

categorizing employee experience initiatives into these three environments,

organizations can more effectively streamline their management and

improvement efforts.

#### The 17 Key Variables

Within these environments, there are 17 crucial variables that employees

value in their organizations. These include factors like attractive workspaces,

efficient technology, and a supportive workplace culture. Organizations are

encouraged to leverage people analytics to track these variables over time,

ensuring they remain responsive to employee needs and preferences.

#### Pinnacle: Moments that Matter

At the top of the pyramid are the "moments that matter," which emphasize

the personalization of the employee experience. Organizations must identify

significant moments in an employee's journey and strategically incorporate

the 17 key variables to enhance these experiences. Continuous feedback is

crucial, as these moments can evolve and must be regularly optimized to

ensure they resonate with employees.

#### Conclusion

The Employee Experience Pyramid offers a comprehensive framework for
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understanding the interplay of various elements that shape the overall

employee experience. Organizations that excel in managing and aligning

these components are more likely to thrive, creating a workplace that not

only attracts talent but also fosters loyalty and innovation.
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Chapter 21 Summary: What about the Actual Work?���
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Summary: What about the Actual Work?

In the realm of employee experience, discussions often miss a critical

element: the actual work employees undertake. While the nature of the work

matters, the organizational environment largely shapes the employee

experience. Most candidates enter the job market with a clear understanding

of their roles and may choose their jobs based on financial necessity, which

can lead to a disconnect between work satisfaction and personal aspirations.

Self-Awareness in Career Choices

Developing self-awareness is crucial for employees as they navigate their

careers, select organizations, and define their desired roles. This

self-awareness tends to evolve, especially for newcomers to the workforce.

Although individuals are hired for specific positions, the consistency of the

work contrasts sharply with the variability of the environment, which greatly

influences how tasks are perceived and executed.

Impact of Work Environment on Employee Experience
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The same job title can lead to vastly different experiences based on the

surrounding organizational environment. For example, two marketing

professionals within different companies might have dissimilar experiences

influenced by management styles, team dynamics, and organizational

cultures. A nurturing and positive environment can significantly enhance job

satisfaction, even when the work remains unchanged.

Case Studies: Toyota vs. Mercedes-Benz and Coca-Cola vs. PepsiCo

Consider the examples of Toyota and Mercedes-Benz: both are car

manufacturers, yet their Employee Experience Index scores reflect a stark

contrast. Toyota is celebrated for fostering an environment that makes

employees feel valued and fairly treated, which boosts morale and

productivity. Similarly, in the beverage industry, Coca-Cola prioritizes

employee development and a strong workplace culture, resulting in higher

satisfaction levels than its competitor, PepsiCo, even though both operate

within the same market landscape.

Conclusion: Organizations Shape How Work Gets Done
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In conclusion, while organizations cannot change the fundamental nature of

the work employees perform, they possess the ability to influence the

approach and perception of that work. Employees must cultivate an

understanding of their own skills and career aspirations to effectively

navigate their professional paths. Although the essence of work remains

constant across different organizations, it is the surrounding environment

that serves as a crucial variable in shaping the overall employee experience.
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Chapter 22 Summary: Who Owns the Employee Experie
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Chapter 22: Who Owns the Employee Experience?

The concept of employee experience (EX) is crucial in creating a thriving

workplace, and its ownership cannot be relegated to a single group. Instead,

it is a shared responsibility that begins at the top with leadership and extends

throughout the organization.

Initiated by the CEO and Executive Team  

At the forefront of fostering a positive employee experience are the CEO and

executive team. These leaders play a vital role in embodying and promoting

the organization’s core purpose and values. By actively engaging with

employees and championing EX initiatives, they set the tone for the entire

company. Notable companies like Facebook and Google demonstrate how

effective leadership can inspire a strong culture around employee

experience. A prime example is T-Mobile’s CEO, John Legere, who has

made employee engagement a top priority, regularly seeking feedback to

enhance the overall work environment.
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Owned by the People Team  

Within organizations, the human resources department often houses

dedicated employee experience roles. At companies like General Electric

and Pandora, these teams, which typically report to HR leadership, are

crucial for formulating and guiding EX strategies. While they play a

significant role, they do not have unilateral control over all decisions

regarding employee experiences. Instead, they strive to place employee

experience at the forefront of organizational priorities, facilitating

collaboration across various teams.

Driven by Managers  

Managers are pivotal in crafting individual employee experiences, as they

possess the unique opportunity to connect with team members on a personal

level. Successful organizations trust their managers to tailor experiences to

meet diverse needs. For instance, Pandora emphasizes the importance of

training managers in self-awareness and emotional intelligence, equipping

them to foster an environment of trust and purpose. This approach enables

managers to better understand and respond to the varying needs of their

teams.

Championed by Everyone  
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Employee experience is not solely the responsibility of leadership or the HR

department; it requires participation from everyone in the organization,

regardless of their position. From interns to executives, all employees should

be actively engaged in shaping and enhancing their work experiences. While

the people team provides guidance, the values and practices of employee

experience need to be ingrained in the corporate culture, fostering a

collective ethos of feedback, collaboration, and shared ownership of the

employee experience. By embedding EX into the organization's design, all

individuals contribute to creating a dynamic and fulfilling workplace.
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Chapter 23 Summary: A Lesson from
Airbnb���������������������������������������

### A Lesson from Airbnb

Understanding Employee Experience  

Every organization is distinct, shaped by its mission, culture, and priorities.

This uniqueness necessitates a tailored employee experience strategy that

reflects the specific context of each company, rather than blindly replicating

the practices of others.

Airbnb's Approach to Employee Experience  

Airbnb stands out as a pioneer in cultivating a positive employee experience,

spearheaded by Mark Levy, who serves as the global head of employee

experience. Under his leadership, the company received the prestigious

Glassdoor award for being the top workplace in America in 2015. Airbnb's

employee experience strategy is multifaceted, featuring diverse programs

and resources designed to foster employee well-being, inclusivity, and

alignment with the company’s overarching mission.

Key Organizational Structure  
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When Levy joined Airbnb, the management of employee experience was

fragmented across various departments, including talent acquisition,

recruiting, and the work environment. Recognizing the need for cohesion,

the organization aimed to integrate these functions into a unified team

focused on enhancing the overall employee experience.

Evolving Role of Employee Experience  

Initially, Levy was responsible for a broad spectrum of HR-related functions.

However, as the company expanded, it became apparent that overseeing

such a diverse range of responsibilities was unfeasible. Levy identified that a

more integrated approach to employee experience—linking traditional HR

functions—would lead to greater effectiveness and a more cohesive strategy.

Lessons Learned from Airbnb  

Airbnb's experience reinforces the idea that assigning a single individual to

manage the entire employee experience can be a daunting task. The journey

illustrates the importance of finding a balanced and structured approach to

optimize efforts surrounding employee experience, confirming that an

effective strategy requires both integration and collaboration across various

HR disciplines.
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Chapter 24: The Role of Employees�����������������
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### The Role of Employees in Crafting Employee Experience

In shaping a positive employee experience, both employees and

organizations must collaborate effectively. This partnership highlights the

shared responsibility of creating an engaging workplace environment.

Employees are encouraged to take an active role in this process rather than

passively waiting for the organization to meet all their needs. By fostering a

sense of ownership over their experiences, employees can influence the

culture and dynamics of their workplace.

### Employee Accountability and the Journey of Self-Discovery

Before committing to a new organization, individuals are urged to engage in

thoughtful self-reflection and exploration to ensure they find a role that

aligns with their values and aspirations. This journey is not merely about

making the right choice from the outset but involves understanding oneself

and experimenting with different career paths. Many, including the author,

have traversed through various roles and industries, learning valuable

lessons about their preferences and strengths—ultimately leading to the

discovery of their true passions. This process of exploration is essential for
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achieving long-term job satisfaction and fulfillment.

### Proactive Participation in Organizational Initiatives

Once employees have identified their desired career path, their active

participation becomes critical to the success of their roles and the

organization as a whole. Employees are encouraged to engage in various

initiatives, such as feedback programs, beta tests, surveys, discussions, and

focus groups. By contributing their insights and ideas, they not only

influence the design and effectiveness of these initiatives but also help shape

their own experiences. This proactive involvement ensures that employee

voices are heard, fostering a collaborative environment that enhances

workplace culture and drives meaningful change. When employees take

initiative, they help cultivate a dynamic organization that is responsive to its

workforce’s needs.
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Chapter 25 Summary: Where to
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### Chapter 25: Where to Start

#### Introduction

In this transformative journey of reshaping organizations, readers are

encouraged to prioritize employee experiences as central to their operations.

This chapter emphasizes the importance of adopting a thoughtful

methodology over a simplistic checklist approach. Genuine care for

employees is highlighted as a foundational value that underpins successful

organizational change.

#### You Have to Care, Really Care

Authentic care for employees is critical; it's a value that must be deeply

integrated into the organization’s ethos. This cannot be merely taught but

must be lived out by leaders. A notable example is Barry-Wehmiller during

the 2008 recession, where management chose to support staff and avoid

layoffs, showcasing the long-term benefits of prioritizing employee welfare.

#### Define a Reason for Being

Establishing a compelling "Reason for Being" is essential. This guiding

principle should prioritize meaningful impact over mere profit, pushing the
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organization toward noble goals that resonate with employees.

High-performing companies like Google exemplify this approach by

focusing on a mission that inspires collective effort.

#### Build a People Analytics Function

To facilitate informed decision-making, organizations should invest in a

robust people analytics team. Starting small with the data already at hand

can yield substantial insights. The analytics efforts should focus on pertinent

queries about workforce dynamics and performance, requiring a blend of HR

expertise, analytical skills, and data management.

#### Have Executive Support

The success of a people analytics function hinges on strong backing from

executive leadership, particularly from the Chief People Officer.

Cross-departmental collaboration is vital to ensure that insights gathered

from analytics are effectively implemented and beneficial across the

organization.

#### Train the Organization

It's crucial for employees to understand the purpose and potential of people

analytics. By providing clear guidance on relevant questions, organizations

can help staff integrate data-driven insights into everyday decision-making.

#### Tell Stories
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Data must be transformed into compelling narratives that resonate with

stakeholders. Storytelling helps to convey insights in a meaningful way,

influencing decision-making processes by making the data relatable and

actionable.

#### Build or Improve the Experience Team

HR is evolving to take on innovative roles that emphasize employee

experience. This shift necessitates a human-centric approach, integrating HR

functions with IT and community engagement to enhance the overall

employee experience more effectively.

#### Deploy Feedback Tools/Mechanisms

Implementing feedback systems, exemplified by companies like Adobe and

Amazon, enhances communication within the organization. Both in-person

and technology-based feedback channels are essential for adapting to

employee needs based on their input.

#### Implement Cool Spaces, Ace Technology, and Celebrated Culture

Organizations should use feedback to craft appealing work environments

and adopt modern technologies that align with employee desires. Creating a

work culture that fosters inclusivity and recognition is also paramount.

#### Example: Adobe

Adobe serves as a prime example of an organization that invests in creating
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positive employee experiences. With modern workspace designs, a

supportive culture, and opportunities for advancement, Adobe demonstrates

the effectiveness of these practices in action.

#### Identify and Create Moments that Matter

By focusing on significant moments in employees’ lives, organizations can

architect meaningful experiences. Engaging employees in recognizing these

pivotal moments enhances their sense of belonging and purpose within the

company.

#### Think of Your Organization Like a Lab Instead of a Factory

An experimental approach to employee experience—viewing the

organization as a lab rather than a factory—encourages innovation and

adaptability. Utilizing data and feedback enables organizations to iteratively

refine their strategies.

#### Conclusion

By embracing these practices, organizations can cultivate compelling

employee experiences that significantly enhance engagement and

productivity. This chapter serves as a guide to initiate meaningful change,

highlighting the profound impacts of a dedicated and thoughtful approach to

organizational design.
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Chapter 26 Summary: Focus on What Makes Your
Company Unique�������������������������������
���������������������������

In the evolving landscape of organizational leadership, senior leaders at

 Experiential Organizations stress the significance of embracing their unique

attributes instead of imitating others. While being aware of competitors

provides valuable insights, simply mirroring their practices often leads to

stagnation and loss of identity. 

A compelling illustration of this concept is seen in the case of F5 Networks,

a relatively obscure publicly traded company. With a workforce of around

5,000, F5 Networks sets itself apart by prioritizing the needs and concerns of

its employees over fleeting industry trends. The company cultivates an

environment characterized by challenging work, engaging social events,

robust diversity and inclusion initiatives, investments in community welfare,

and a focus on work-life balance. Unlike many firms that adopt flexible

working hours, F5 maintains standard office hours and traditional cubicle

arrangements, all while fostering a positive culture supported by advanced

technology. 

Another relevant case is Facebook’s approach to annual performance

reviews. In an era where many organizations are moving away from

conventional evaluations, Facebook discovered that 90% of its employees
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preferred to retain this system. Instead of dismantling it, Facebook chose to

enhance the existing framework, introducing peer evaluations and bias

analysis to make the process more meaningful and effective. 

It is also crucial to recognize that no organization, regardless of its

renown—such as Airbnb or Google—achieves perfection. All companies

face challenges and have areas needing improvement. Leaders like Jeff

Bezos of Amazon and Laszlo Bock of Google acknowledge that their

models may not resonate with everyone, underscoring the necessity of

cultivating a company culture that aligns with individual values and

aspirations.

In conclusion, the essential takeaway for organizations is to hone in on the

aspects that genuinely matter to their employees, fostering a distinctive

workplace experience rather than rigidly conforming to industry norms.

Continuous improvement and a commitment to understanding employee

values are vital, as no company can achieve flawlessness; however, investing

thoughtfully in what resonates with staff can substantially enhance their

overall experience.
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Chapter 27 Summary: Size, Industry, and Location Don't 
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Chapter 27 Summary: Size, Industry, and Location Don’t Matter

In this chapter, the author contends that enhancing employee experience is a

universal necessity, transcending the boundaries of organization size,

industry, or geographic location. It illustrates that while newer companies

are typically more agile in adopting innovative practices, larger and more

established organizations can also make significant strides in improving the

experience of their workforce.

Challenges for Organizations  

The discussion begins with the challenges faced by organizations of varying

sizes. Smaller organizations, though nimble and capable of rapid change,

often grapple with resource constraints that limit their ability to implement

broad improvements. In contrast, larger organizations deal with bureaucratic

inertia and the difficulty of modifying long-standing practices. However, the

chapter asserts that even these larger entities can evolve and adapt to meet

the needs of their employees.
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Impact of Industry  

Interestingly, the chapter notes that while many organizations recognized for

their positive employee experiences emerge from the technology

sector—often termed "Experiential Organizations"—notable advances are

also visible in non-tech industries. For example, companies like Starbucks

and Nike have made remarkable progress in fostering a better employee

experience. As technology becomes increasingly integrated into every

sector, the distinctions between industries regarding employee experience

are fading.

Path to Becoming an Experiential Organization  

To transition into an Experiential Organization, businesses must commit to

ongoing improvement. This involves several key strategies:  

- Acknowledgment and Improvement: Organizations must openly

 recognize their weaknesses and strive to address them.  

- Experimentation: Adopting a laboratory mindset allows organizations

 to test innovative ideas and leverage data for informed decision-making.  

- Tailored Approaches: It's crucial to go beyond merely implementing

 generic programs, as a customized strategy that aligns with the company’s

unique culture is essential for success.

Core Principles for an Experiential Organization  
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1. Put People at the Center: Employees should be the top priority, with

 investments made directly in their experience.  

2. Design With, Not For: Employees should actively participate in the

 design of their experiences, with regular feedback mechanisms in place to

guide improvements.  

3. Care: Genuine care and concern from leadership are vital

 components in creating a supportive work environment.  

4. Focus on Uniqueness: Organizations are encouraged to identify and

 leverage their specific strengths rather than mimic the practices of others.

Conclusion  

Ultimately, the chapter concludes that any organization can implement the

outlined principles to enhance their employee experience. The journey to

becoming an Experiential Organization demands steadfast commitment,

adaptability, and a focus on the unique qualities that define each

organization. Emphasizing these values can lead to a more engaged and

satisfied workforce, regardless of the organization's starting point.
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Chapter 28: A Futurist's Perspective����������������
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In Chapter 28, titled "A Futurist’s Perspective," futurist Jacob Morgan shares

 his expert insights on the evolving landscape of work, urging organizations

to prepare for the future rather than merely predict it. He highlights the

profound impact of advancements in artificial intelligence (AI) and

technology, which necessitate a shift from traditional, people-agnostic

approaches to more employee-centered philosophies.

Morgan begins with a striking analogy, equating the detrimental side effects

of certain medications to the negative experiences often found within

organizations. This comparison serves as an invitation for readers to

critically assess their own work environments and the psychological toll they

may incur.

He then recounts conversations with executives, exploring a provocative

thought experiment: if they could encapsulate their company’s work culture

into a pill, many executives would decline to take it. This stark metaphor

prompts reflection on organizational health and raises pertinent questions

about why employees should endure an environment that even leaders find

unpalatable.

A crucial theme emerges as Morgan presents the critical choice facing
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organizations: they must decide whether to redesign their frameworks with

an emphasis on employee experience or to cling to outdated practices. He

argues that superficial, short-term solutions are inadequate; a fundamental

transformation is imperative for long-term success. 

Morgan stresses that the future viability of organizations hinges on their

commitment to enhancing employee experience. He calls for companies to

embrace change wholeheartedly and to cultivate environments where

employees feel motivated, valued, and supported in their roles.

Concluding with a passionate call to action, Morgan urges executives,

managers, and all employees to become active participants in fostering a

positive organizational culture. His message is clear: every individual

deserves to work in a setting that recognizes their worth and promotes their

well-being. By championing these changes, organizations can evolve into

what he refers to as Experiential Organizations—places where employees

genuinely want to work, moving away from a culture focused solely on

immediate gains.
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