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Mechanization, basic tools-

chair, desk etc…
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Mass production, work 

harder, faster and smarter.

INDUSTRY 2.0

Automation, computers, 

employee perks, annual 

surveys

INDUSTRY 3.0

Internet of Things, 

Networks, Big data & 

analytics,  changing core 

practices and culture
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The evolution
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The dismal state of employee engagement
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10% higher customer satisfaction metrics

Gallup  
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"In cardiac care units where nurses' moods  

were depressed, patient death rates were four  

times higher than in comparable units."

Source: Zeithaml and others, 1990
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Why does it matter?



Look beyond employee engagement to 
employee experience

Gartner defines employee  engagement as 

the extent to which

(1) a worker is willing to apply discretionary 

effort in order to  achieve organizational goals 

and (2)  feels the organization enables  

employees to do their best work.

Gartner defines employee  experience as 

the employee's  perceptions and related 

feelings  caused by the one-off and  cumulative 
effect of interactions with  their employer's 

customers,  partners, leaders, teams,  

processes, policies, tools and  overall 

work environment.

The Future of the trust relationship



“Clients do not come first. 
Employees come first. If you 
take care of your employees, 
they will take care of 
the clients.”

-Richard Branson



Team Human



Era of  transparency and connectivity



Sustainable Competitiveness:  Value Twins

Things Successful 

Organizations

People



Learn From Customer Experience Management

Map the Employee Experience Journey

1. Set  

Expectations

Before

2. Deliver on  

Expectations

During

3. Collect and Act  

on Feedback

After



Recommendations

1. Optimize technology for the human future.

2. Digital transformation should drive business strategy.

3. Automate governance processes and reskilling talent to gather 
intelligence and make decisions. 

4. Empower employees to use digital and social platforms. 

5. Promote culture that is obsessed with its people- it is them who will 
drive customer centricity.


