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Basic Assumptions
The Employee Experience Maturity Model

Percent of
surveyed
companies

Equitable Growth
At_jt?inticity. growth, learning from 2 0 %
Transactional efficiency is realized S

&

at your organization.

Purpose-Driven Business

Focus on mission and purpose in all interactions, 2 5 %
values-based leadership model

Supportive Environment

Trust in leaders, open communication, a people-first 2 3 %
approach, people helping each other

o

, Transactional Efficiency
Focus on tactical relationship with employees, transactional interac- 32%

>

Source: The Definitive Guide: Employee Experience, The Josh Bersin Company, 2021




Why operational efficiencies matter

Time and resources spent in a

‘ typical HR team

= —— Majority of time and resources spent here




Solving the right problem

P~ WHY ARE YOU SENDING WALLY cANT vou Y[ £] [oxav... .
Why this is Important ME TO TEACH coBoL TOY|E| | sato RescHEDULE || £| | poEs ;gBV?EG
_ THE ELBONIANS ? HE'S BuSY || THE CLASS? J 2 | TOMORROW | e™ oo
Re-framing can reveal unexpected KoL 20B0L (e § [ LT OSN[RS L2 | PROBLEM!

solutions. E.g., The classic slow
elevator problem®.

i':jlul.“."‘ © 1593 United Fa

SOMEWHERE IN ELBONIA

WE DONT £l(...AND IF YOU HAD A
KEYBOARD, YOU WOULD
e oo CoMPUTERS 00 s, (st
TEACH YOU COBOL. :

*Are you solving the right problems? ThomasNedell
Wedellsborg, Harvard Business Review: Jaireb 2017

www.dilbert.com scottadama®acl.com www.dilbert.com  scottadams@acl.com




Solving the right problem

Tied to the institution’s mission

Importance of solutions that are designed around the
customer experience that are workable *

*workable : solutions that
factor in cultural,
political, legal and
technical limitations.

How the customer explainad it

How' the Project Leader
understood it

How' the Analyst designed it

Haova the Programmsr wiole it

‘What the customer really
neaded




Solving the right problem

Understanding the employee lifecycle

* Designing solutions around the
employee experience — This
may require a redesign of many
processes

Solve for the Customer

Solve for Administration

0




The Operational Model



The Operational Model

Mission/Values

* Developed on the core principles .%

of human behavior and how Policy -

olitics

people operate at work — 99%of . ’ \

employees come to work to do iii 5

the right thing. Govenance @ Process ﬁ%

. - Systems

* An operational model that factors 3 Automation

In various constraints, levers, and

tools to ensure a self sustaining
cycle that reinforces the
objectives
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The detalils

Policy:
L. Clear objectives that set the direction. The north
star

Processes that:

L. Reinforce the objectives

2. Leverage automation

3. Factors in technology limitations

4. Political boundaries

5. Fit within the mstitution’s culture

Awareness and Training:

L. That tie back to the objectives and are achievable
2. Concise and to the point
Feedback/Governance

1. Clear reporting on how they are doing

2. Escalation/resolution channels for when they
don’t meet the minimum thresholds

How we learned

Sick time donations

Process- FMLA
Politics example-
Separate IT
infrastructures
Culture — academic
vs clinical

Performance
Evaluations

I-9/E-Verify

Mission/Values
=
)
Policy Politics
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Governance
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Sustainability

Making sure these solutions stick

* Making sure the solutions are
tied to the mstitution’s Mission

Mission/Values

and Values
Designing the team to empower and . /Pf’\ N\
create accountability Functional admins Fllems @ e )
own the whole function or have clear lines ah e =
e (Create Accountab lllty < of responsibility/hand-off \ U lm’ ’
* Develop Continuous and < Relookatyour 0‘ »‘ o »‘
. . solutions every few ‘ ‘ + ‘
DIS I'llp thC Il’Ilp roveme Ilt CYC le S years to see if they « « e ’
still make sense
Year 1 Year 2 Year 3 Year 4




Realized benefits of this model
where it was implemented successfully

HR Employees
* Increased understanding and » More transparency with: Policies,
awareness Procedures and Practices
* An improvement in employee * Improved productivity- lets them
engagement and morale focus on their areas of mission
* Improved compliance « Streamlined transactions and

* Increased resiliency within the less guess work

organization

* Improved results from the
engagement surveys



Key Takeaways

* Solve the right problem ,@ e

. . /jh{h
* Design solutions focused on the LA L5 5 5 T BT 5T 7 I 7 T35
customer
* Use the operational modelto keep
things humming x
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CUPA-HR Webinar

Have a Question?

Submit questions to our presenter using
the Chat.



cupa-hr

Thank You

Please complete your event evaluation
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