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Employee Experience

Executive Summary

The COVID-19 pandemic has accelerated the organization effort to adopt smart digital workspaces
and remote work models!®. Even before remote work became the new normal, employee experience
was a keen area of interest for high performing organizations. Employee experience is the new
battleground for organizations who want to actively engage employees and improve their
productivity, thus leading to a competitive edge. Employee-first organizations have a laser-sharp

focus on employee-friendly policies, digital workplaces and employee metrics. The battle to win the

minds and hearts of employees is quintessential for high performing organizations.



The employee experience landscape is changing quickly; various aspects of employee
experience such as collaboration, user experience, process automation and mobile enablement
are changing in rapid pace. Organizations strive to provide employee-centric and compelling
experiences to attract and retain talent. An effective employee experience becomes the
strategic competitive advantage for an organization.

Based on extensive research, we explore a comprehensive optimization strategy for employee
experience in this whitepaper. We explore the employee experience from various dimensions
to get a 360-degree view of the optimizations. We shall look at the ways to optimize the phases
and dimensions of the employee journey, the building blocks and the digital workplace
strategy. A digital workplace or an employee experience platform is a quintessential element
of any successful employee experience strategy. Hence, we explore the digital workplace
strategy, framework and platform principles in detail.

The whitepaper is beneficial for CXOs, architects and digital practitioners.

Introduction

Employee experience (abbreviated as EX) is ‘a set of perceptions that employees have
about their experiences at work in response to their interactions with the organization.’®
Employee experience is all about engaging the employee through consumer-grade
applications. Providing an efficient and engaging employee experience results in high
productivity, thus leading to a definitive competitive edge for the organizations. The overall
work satisfaction, productivity, retention are all closely related to the employee experience.
Employee experience also doubles the overall customer satisfaction®. A robust employee
experience strategy is required to attract and retain talent, improve overall productivity and
employee satisfaction, and innovate better. The overall employee experience includes
moments of truth such as receiving manager feedback, leadership communication, seeking out
help, manager interactions etc>®.

We shall examine the evolution, challenges and trends of EX, to understand its dynamics
better. This lays the foundation for the optimization strategy and building blocks for EX that
we will discuss in the future sections.

Trends in employee experience

Technology is redefining the way we work. The demographics of the workforce, work duration,
access devices, collaboration model and employee expectations have all changed drastically in
the last five years. We have depicted the key trends shaping the employee experience in Figure 1
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Rapid innovations and radical technology advancements, coupled with business and market dynamics, have

caused paradigm shifts in the field of EX. The how, what, why and where of employee experience-related

paradigm shifts are defined in Figure 2.
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Figure 2 Paradigm shifts in EX

Drivers for new employee experience

Technology disruptions, employee expectations and business imperatives are driving changes in employee

experience. We have depicted the key drivers for employee experience in Figure 3
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Employee expectations

Employees are expecting the performance and user experience similar to the ones t use in their personal lives.
Employees expect self-service and personalized engagement and want quick relevant results. Employees expect
faster resolution for the service tickets (66% same day response, 43% one hour response and 14% response in less
than 5 minutes)’ Employees also expect personalization, social platforms and consumer-grade experience.

Technology disruptions

The tectonic shift in the technology ecosystems such as pervasiveness of cloud technologies, security, IT consoli-
dation is also impacting the employee experience world®. The information overload due to the rapid velocity of
increase in data volume ( 90% of the overall data was created in last 2 years®) has impacted employees. Due to the
large volume of data, employees are finding it difficult to find the relevant information in quick time. Cloud
platforms are ubiquitous as they are used in the entire lifecycle of the application. Software as Service (SaaS),
mobile apps, IoT, Al, Machine learning, analytics, Big Data, wearables, smart search and bots are all evolving to
be the mainstream technologies in the digital workplace. Most organizations spend funds on bot development
than traditional mobile apps’.

Business imperatives

Organizations aspire to become hyper responsive to the end user’s needs and market dynamics. In order to achieve
this, they need to improve the employee productivity while optimizing costs. Organizations need to attract and
retain top talent and focus on the employee satisfaction score. They need to harness the collective intelligence and
enable rapid innovation to gain the crucial competitive edge. The business solutions should be resilient and should
be scalable to cater to the sudden increase in user traffic. Organizations also need to ensure elastic scalability and
high availability of applications.

Nature of work

Remote working and flexible work hours are becoming the norm. The fixed 9 AM to 5 PM time duration has become
obsolete due to modern work demands. The modern work requires more collaboration and involves vendors and
partners along with employees. The modern-day workforce is diverse and looks for work-life balance.

Evolution in employee experience technologies

Let’s us closely look at the evolution in employee experience. We have depicted the main phases of employee
experience technologies in Figure 4
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Figure 4 EX technology Evolution



EX technologies have evolved from text-based user interface to responsive applications. Current technologies
are mostly in phase 4, where Al and automation technologies are used.

Summarizing the customer problems:

Traditional intranet platforms (built on legacy technologies) fall short of expectations of the modern workforce.
Let’s understand the key challenges with traditional intranet platforms so that the framework and metrics can
be designed to address them. We have depicted the key challenges faced by employees and organization with
traditional Intranet platforms in Figure 5, which also depicts the advantages with an efficient employee
experience strategy.
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Figure 5 Advantages of EX strategy

Challenges without proper employee experience strategy

Employees spend about 25 minutes of time to re-focus after context switching or distraction®, resulting in
excessive stress and loss of productivity. Disparate tools and processes force employees to switch contexts,
leading to a decrease in productivity. Without a proper employee experience strategy, 45% of employees face
challenges with too many emails, 40% lack easy information access, 35% lack cross-functional collaboration, and
39% lack workload visibility*®

Without proper information architecture, employees spend 20% of their time in search for relevant information
and features to perform their task!l. Employees spend about 12% of their time in administrative tasks such as
filling up timesheets, raising requests and such'?. Due to these activities that are not automated, employees lose
productivity and face various hurdles while performing day-to-day activities. If the information is distributed in
siloed systems, more than half of the employees cannot find the relevant information's. Organizations report
decreased employee productivity, and increased costs and employee attrition.



Advantages of a proper employee experience strategy

Agile processes and an employee-centric user experience increases the overall employee productivity. Self-help
tools, a collaborative ecosystem, simplified processes and personalization improve the employee engagement,
satisfaction and employee retention. The increased speed of innovation and easier information access decreases
the time-to-market. To summarize, “From transforming engagement to inspiring innovation and extending it across
the enterprise, a unique opportunity exists for organizations to satisfy a digitally savvy workforce and, in the process,
accelerate productivity and agility. ” *

Employee experience optimization framework

There is no magic formula or a silver bullet for creating truly exceptional employee experiences. Sir Richard
Branson, one of the most successful entrepreneurs, puts this succinctly - “There’s no magic formula. The key is
just to treat your staff how you would like to be treated. Think of it as the Golden Rule for creating an exceptional

employee experience.”

In this section, we have defined a comprehensive framework to optimize the employee experience. We define a
framework consisting of four key pillars for comprehensive employee experience optimization:

1. Optimization of phases in the employee journey: We need to optimize the end-to-end phases of an
employee journey starting from talent attraction to employee departure.

2. Optimization of three dimensions of employee experience: We need to optimize the EX from the lens of
organization culture, physical experience, and digital experience.

3. Optimization of building blocks for employee experience: We need to optimize the core building blocks such as
personalization, engagement, user experience, collaboration and others that influence the employee experience.

4. Digital workplace strategy: We need to layout a comprehensive digital workplace strategy consisting of
collaboration, communication, automation, and others.

We have depicted the optimization strategy for employee experience in Figure 6.
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The governance processes, employee analytics, innovation and security serve as cross-cutting concerns across
the framework elements.

Optimization of phases in the employee journey:

An employee journey in an organization begins with talent onboarding till employee departure!®. We have

depicted the various phases in the employee experience journey in Figure 7, which also indicates the core

activities, typical challenges and innovation opportunities.
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In the talent attraction and onboarding phase, we could use the innovations such as recruitment bot, screening
app, onboarding bots and design thinking to speed up the process. Mindtree can accelerate the talent
onboarding and talent acquisiton through right marketing strategies to attract and on-board the right fit
candidates®®. During the employee orientation phase, we could use innovations such as timesheet management
apps, self-service tools, virtual collaboration, automation and service ticket management. Training bots,
AR/VR-based learning, microlearning, gamification and skill-based training iare some innovations that can be
used during employee learning and training. Mindtree’s Shotclasses®, a mobile-first, micro learning platform
and avatar-based training solution can be used to accelerate employee onboarding and encourage ongoing
learning.

During the employee engagement phase, chat bots and virtual assistants can actively resolve employees’
queries. We could also use instant recognition, smart collaboration, personalised information delivery and
process redesign during this phase. During the employee communication phase, adopt continuous 360 degree
feedback mechanism, performance management apps and continuous assessment, and articulate the
organization goals to align employees. We could improve the exit experience in the employee departure phase
by providing the alumni app, service ticket tracker and automating the de-provisioning process.

Dimensions of the employee experience:

We have depicted the three core dimensions of employee experience in Figure 8. It is imperative to optimize
these three dimensions for developing a robust employee experience strategy.
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Culture

Culture is defined by how employees perceive the work environment, its policies, benefits, compensation and
hierarchy. More than half of the employees feel that culture plays a vital role in the overall employee
experience!’. Millennial employees value the corporate culture over other aspects'®. The key culture building
blocks include trust relationships with colleagues, sense of pride about the company, feedback and
appreciation processes, leadership communication and articulation of goals, knowledge of employee impact
on the overall organization success, learning and career growth opportunities, flexibility at work,
opportunities for creativity and innovation at work?,

“Culture eats strategy for breakfast” is a famous quote from management consultant Peter Drucker. Hence the
strategy and processes should support the existing organization culture and should not force anything that is
not aligned with it. Managers should empower the individual team members through coaching and
mentoring. Teams should be autonomous to take independent decisions so that they can perform better. The
leaders should lead by example and articulate the mission and purpose, so that the team trusts and draws

inspiration.

We could employ the culture of continuous feedback and instant appreciation to provide a positive employee
experience. The organization values and the articulation of goals to individual employee play an equally
crucial role. The organization’s policies should enable the inclusivity and workforce diversity. Organizations
can regularly solicit feedback from employees through surveys, hackathons and such. We can organize
anonymous, confidential surveys (such as employee engagement surveys, employee satisfaction surveys,
360-degree feedback surveys) to solicit feedback from employees and improve the experience based on that.

Create and maintain a culture that values inclusion, individuality, and social harmony for better
engagement®,

Physical environment

The physical environment includes the cubicles, ambient lighting, furniture, decorations, temperature, air
quality, noise control, office location, commutation, ventilation, office location, safety measures, air
conditioning system, building aesthetics, campus, ambiance and such. Safety measures are critical aspects of
physical environment that promote employee wellbeing. Employees are also motivated by the inspiring
physical environment. Approximately, the physical environment comprises 30% of overall employee

experience®,

Organizations need to invest in employee-friendly physical environment to provide the right working space
for employees. Offices should provide accessibility features and cater to special needs of employees.
Ergonomic chairs, environment-friendly natural lighting and ensuring minimal carbon footprint
transportation are some of the examples for this. Workplaces should provide adequate safety measures and
employees should undergo regular safety trainings.

Digital Environment

The digital environment comprises platforms and mobile apps that employees use regularly. The digital
environment mainly consists of digital workplace platforms, chatbots, virtual assistants, remote working
tools and automated jobs.

Organizations should enable employees with the right set of tools and access controls to the systems so they
can perform their jobs better. Digital tools should enable flexible work atmosphere through virtual
collaboration, remote working, smart search and such. Organizations can leverage employee analytics to
understand the challenges and enable productivity improvement tools. We will discuss the digital workplace
strategy that is core tenet of the digital environment in subsequent sections.
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The key experience factors
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effectiveness, employee
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(work recognition), fairness

(fair treatment),
involvement, respect

(supportive colleagues),

organizational purpose and

equality, alignment with
values (achieving work
goals, work-life balance,

fulfilling employee's

personal purpose at work)®°
We have depicted the
building blocks of the
employee experience along
with its functional features,
technology components,
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User experience

For the millennial workforce, the line between the consumer applications (such as Amazon, Facebook,
WhatsApp) and the enterprise applications is blurring. The modern workforce expects consumer-grade user
experience in the enterprise apps that inspires and motivates them to give their best to their jobs. An employee
mobile app is an efficient way to provide consumer-grade user experience. As per research, the employee app
increases employee engagement, facilitates smooth changes, improves productivity, and reduces wasted time® .
We could use intuitive information architecture, responsive design, omni-channel enabled experiences, Single
Page Applications (SPA) and intuitive search for employees as part of providing a responsive user experience.

Accessibility and inclusion

The millennial workforce participates actively in the organization initiatives that are engaging and inspiring.
Hence, the organization should provide a holistic, inclusive, and accessible environment for the diverse
workforce. Organizations should provide a disability-friendly workplace and assistive technologies to provide
equal work opportunities. We could use tools such as WCAG checker, voice-enabled assistants and multi-lingual
support to provide a more inclusive digital workplace.

Communication and collaboration

"Talent wins games but teamwork and intelligence wins championships"is a famous quote from Michael Jordan.
Collaboration is all about bringing employees together. A high performing team epitomizes Aristotle’s quote -
"The whole is greater than the sum of its parts.” To build high performance teams that are greater than sum of its
individual talents, collaborative teamwork is imperative. Collaboration features should speed up networking and
leverage the combined wisdom. It should also provide a platform for knowledge sharing and Intellectual
Property (IP) management. Employees should be able to collaborate with like-minded colleagues and community
groups. Employees must also be able to express their thoughts and ideas through blogs, points of view,
whitepapers and other related collaterals, and should be able to collaborate with their colleagues through screen
sharing, live meetings, and audio/video conferences. Employees should be able to share relevant information,
articles, and documents securely with their colleagues. The collaboration feature should make employees feel as
part of the community and boost their morale. The key collaboration tools include blogs, knowledge
management, feeds, discussion groups, review and rating, social networks, communities, and search.
Organizations should provide synchronous and asynchronous collaboration tools and remote working tools to
enable better collaboration.

Deploying internal social media tools increase the overall organization productivity by 7%?2! and the overall
employee satisfaction by 20%?2. Internal social media tools influence employee experience, and in order to drive
the adoption and contribution to the internal social media platforms during its initial phases, gamification could
be used to reward the contributors.

As per results of a survey, employees ignore about 30% of email-based communication?. A failed communication
strategy also disengages employees, leading to 12% higher turnover rate?. An efficient way to communicate the
important corporate news and announcements is through mobile app notifications.

Change-related stress decreases the performance of average employee by 5%2. Hence, it is important to enable
bi-directional communication in the employee app.

Personalization

Mindtree’s own survey finds that personalization is key for phy-gital success, user retention and growth? . A
great employee experience uses hyper-personalization to contextualize the content and functionality. We could
group the employees into their appropriate personas (logical groups/segments) and understand the needs,
motivations, goals, and tasks for each of the personas. We could optimize the persona-based journey and provide
personalized data and functions. Personalization can also be achieved through an employee-specific physical

environment and a personalized digital workplace experience.



Productivity improvement

The processes and tools should improve the overall employee productivity. Forward-looking organizations
employ design thinking approaches and Al tools to create compelling employee experience and productivity
improvement tools. The popular tools that are normally used for driving a superior employee experience are
collaboration tools, predictive employee services, self-service apps, Al tools, productivity improvement tools and
social/emotional monitoring tools for improving productivity®.. The self-service applications, smart search,
process optimization, automation and centralized knowledge management contribute to productivity
improvement. A flexible workplace strategy improves productivity by 13-20% *. Productivity improvement apps
such as claims, timesheet, IT helpdesk and project management tools play a crucial role in boosting employee
productivity.

Employee engagement

Psychologist William Kahn describes employee engagement as “the conditions of work that contribute to the
degree which an employee will engage (“to express and employ their personal selves”) or disengage (“withdraw and
defend their personal selves”) in their work” ‘. Highly engaged employees are less likely to leave the company and
have 45% of low turnover risk #’. Positive employee engagement increases employee retention by 87% 2. The
average employee engagement rate is at 15% and at high performing companies, the employee engagement rate
is 70%, leading to 21% higher profits®. Engaged employees are 12 times more likely to be the brand advocates of
their organization®. Organizations that have highly engaged employees are 21% more profitable than their peers *°.
On the contrary, disengaged employees cost more than 500B USD loss to the US per year®!. Only 34% of the US
workforce is fully engaged®. Disengagement leads to employee turnover and it takes average of 20% of an

employee’s annual salary to replace them?.

Hence, an organization that invests in employee engagement will have better employee retention and higher
employee satisfaction, thus helping them achieve their full potential. Efficient employee engagement is indicated
by the degree to which an employee is willing to give the best to the work5’

A critical aspect of employee engagement is communication?. An employee experience platform should provide
tools for communication through which leaders can communicate news and company information clearly and
openly to motivate employees towards achieving the common goals. The employee engagement platform should
support top-down, bottom-up and cross functional communications. An organization can also engage its
employees by arranging frequent question and answer session with the leadership team. Employee engagement
platforms should also provide platforms for employees to express their ideas, feedback, and opinions through

tools such as polls and surveys.

As managers can influence 70% of variance in the employee engagement score® , they play a crucial role in the
overall employee engagement. Empower managers and devise employee-friendly policies to engage employees
better. Develop mindset and capabilities for managers on the four trust attributes (high credibility, reliability,
intimacy, and low self-orientation) that help them engage employees better®'.

Employee care is another key aspect of employee engagement. 60% of employees who felt they are better cared

for are likely to stay with the company longer and are better engaged 5°.

Learning and self development

Employees should be able to do online courses, take up certifications and connect with experts for enhancing
their learning and self-development. We could also enable the employees by providing self-training materials,
video demos, orientation sessions and training workshops online. Companies can provide innovation sandboxes

along with time-offs from regular work to encourage the innovative ideas of employees.



Automation

About 30% of employees’ time is spent in mundane basic tasks®2. 85% of executives use automation to optimize
business processes®. Hence, the organization has to identify the basic operational and administrative tasks that
are structured and repetitive in nature and automate them. Some of the employee-related tasks that can be
automated are as follows:

* Automatic provisioning and de-provisioning of the required access control to employees
+ Automation of the first level support for employee tickets using smart agents.

+ Chat bots, virtual assistants and smart search, harnessing the knowledge base to automate the
recommendations.

» Regular operational activities such as system patching, maintenance, and such.

Analytics

Gain insights from consolidated data from multiple departments to enable data-driven decisions for employees
and management. It is possible to spot trends, identify real-time end-user pain points, and provide targeted
content and smart recommendations using analytics. Analyse the employee behaviour to track the employee
satisfaction and predict the likelihood of employee churn.

Process optimization

“It takes a lot of hard work to make something simple, to truly understand the underlying challenges and come up
with elegant solutions,” is a famous Steve Jobs quote. Optimize and streamline the processes, , automate the key
steps, provide plug and play tools and leverage always-available cloud ecosystem to simplify existing processes.

Some of the key optimization opportunities are as follows:

1. Provide the required access to employees for all systems that are needed for their day-to-day activities.

2. Use analytics to understand business processes where employees are spending most of their time.
Simplify those processes by reducing multi-step workflows into single-step types, and processing step

automation, self-approval workflows, time-bound auto-approval and such.

3. Simplify the approval processes that are most used by employees. Reduce and automate the process steps,
and provide auto-approval feature.

Digital workplace strategy

Gartner defines the digital workplace as “The digital workplace enables new, more effective ways of working; raises
employee engagement and agility; and exploits consumer-oriented styles and technologies." ¥

Digital workplaces consolidate data, processes and communications across various business functions to provide
a unified, optimized, and more productive and efficient digital employee experience through platforms, tools and

technologies.

A digital workplace defines the corporate culture with autonomy, accountability, accessibility and
empowerment>®. The digital workplace enables an anytime-anywhere work ecosystem, secured collaboration,
relevant information and leverages structured and unstructured data (such as chat, video, images) to personalize
the experience. The digital workplace enables knowledge workers by providing the right information at the
right time, thereby improving their productivity. Digital workplaces are responsive to employees, enhance their
efficiency to do the job better and make them happier in their jobs*. A comprehensive digital workplace
ecosystem should involve customers, vendors, suppliers and partners along with employees. Digital workplaces
are also sometimes referred to as employee experience platforms (EXP).



We have depicted the key tenets of a modern digital workplace in Figure 10
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Figure 10 Key Tenets of Modern Digital Workplace

Digital workplace framework

A digital workplace framework consists of three main pillars - business, innovation and people value. We have

depicted the digital workplace framework in Figure 11.
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Figure 11 Digital Workplace Framework




Business value

Business value is all about influencing business outcomes such as employee engagement, employee retention,

time-to-market, total cost of ownership, improving the efficiency of the solution and being agile to the market

dynamics. The digital workplace should be able to realize these business values. Innovation value depicts the

innovation quotient consisting of improving automation, leveraging artificial intelligence, smart communication

and collaboration, and using productivity improvement tools. Rapid and continuous innovation and the culture to

foster it provides the competitive edge to an organization. The third dimension of a digital workplace framework

is people value. A digital workplace should empower employees and support them in their daily tasks, and

provide learning and growth opportunities. Employee-friendly policies, flexibility and work life balance actively

engage employees, and improve employee satisfaction and retention.

Reference architecture of a modern digital workplace

The reference architecture of a modern digital workplace depicts the main features, layers and concerns in

the overall technology ecosystem of a digital workplace. We have depicted the reference architecture for

digital workplace in Figure 12
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As depicted in the figure 12, the digital workplace mainly consists of systems of engagement, apps and tools,
systems of record, security and infrastructure components. The systems of engagement shape the end user
experience and directly impact employee satisfaction levels. Key components of the systems of engagement
include experience, engagement, personalization, accessibility, collaboration, and tools and services. Tools such
as employee self-service apps, productivity improvement apps, employee engagement apps, performance
management apps and employee bots play a crucial role in improving the overall productivity of the employees.
The apps and tools automate the repetitive activities and simplify the employee processes. Systems of record
such as the CRM, HRMS and Payroll systems store master data and act as a single source of truth. Security and

infrastructure components handle the cross-cutting concerns of a digital workplace.

Digital workplace platform — Principles

We should be aware of the key best practices and design principles while architecting a digital workplace
platform. These principles guide us during the development of digital workplaces and while migrating from
legacy to the digital workplace platforms. We have depicted the key principles of the digital workplace
platform in Figure 13.

Consolidation Single Source of Data Integrity Technology Data de- Data/Functionalit Data Accurac
Peinciples Truth 9 Standardization Duplication y consistency y
Integration Peinciples
Headless Lightweight Stateless Software as Opens Standards- Contract-Driven
Integration Integration Integration Service based Integration APIs
Application Design Peinciples
. - q Layered Design &
Depend.ency Modula!n.ty & Usabillity 8 Configurability Separation of Single
Inversion Extensibility Accessibility Concerns R g
esponsibility
Teansfoemation
Peinciples User Experience Peinciples
ElplovES .:Iourney Persona Definition Design Thinking Minimalist Design Il HE T Infon:matlon
Mapping Support Architecture
Automation Peinciples
(SR Virtual Assistants Search Recommendations Proces_s Test Automation
Interfaces Automation
Business Operations Pecinciples Technology Opecations Peinciples
Faster Time to Process Metrics/KPI Open/Closed Self-Servi High
Market Redesign Tracking Principle eli-service Performance
Business Self- Employee . - Automated Adoption of Open .
Operations service Engagement R Y Maintenance Standards Loose Coupling
Peinciples
Project Delivery
Change . . . Continuous
Management Cl/cD Automated Release Management Multi-speed IT Iterative Testing Improvement
Infrasteuctuce Redundancy High Availability Containerization e Elastic Scalability Rea_l tm.'e
Peinciples Support monitoring
Security Token Based - - - - Iterative Security Data/Services
Peinciples Security Single-Sign-On OWASP Guidelines SOC2 Compliance Testing Security

Figure 13 Digital Workplace Platform Principles



Figure 13 defines the key design principles we need for developing a robust digital workplace platform. We have
identified five categories of principles for a successful digital workplace platform. Consolidation principles guide
us to aggregate data, functions and services from various siloed systems into a single source of truth. During the
consolidation process, we aim at avoiding data duplication and ensuring data consistency and data accuracy.

Transformation principles define the key guidelines for transforming a legacy application into the
next-generation, forward-looking digital workplace. We have provided the key principles for integration,
application design, user experience and automation in this category. Principles such as headless integration,
stateless mode of integration and contract-driven APIs provide extensible and scalable integration models.
Application design principles such as modularity, configurability, dependency inversion, separation of concerns,
single responsible principle, and accessibility and extensibility form the guidelines for green-field development.
User experience principles come in handy when designing intuitive, responsive, omnichannel-enabled and
interactive user interfaces. Automation principles provide various tools for automating the processes.

Design principles related to the operations can be further categorised into business and technology operations.
Business operations-related principles target to achieve business metrics (such as time-to-market and business
agility) and technology operations related principles to help us create a modular extensible application.

Infrastructure principles is all about providing a resilient platform with high availability, elastic scalability and
great performance. Security principles define design principles such as token-based and multi-layered security.

Transformation to a modern digital workplace

The transformation of the virtual workforce can be accelerated using the following tenets®®
+ Use workplace platforms to LEAP (Learning, Experience, Access, Productivity)

» Adopt conversational interfaces such as Mindtree MindFlow, bots and cognitive computing
» Use microlearning platforms such as Mindtree’s ShotClasses to accelerate onboarding and learning
* Augument physical reality with virtual reality for support and assistance in remote operations.

» Use automation to drive innovation.

Conclusion and Key takeaways

* The key paradigm shifts in the EX space are digital workplaces and employee experience platforms,
consumerization of IT, process simplification, agile processes, gamification, mobile app, anytime
anywhere work, self-service and cloud enablement.

+ Employee expectations, technology disruptions, business imperatives and nature of work are the key
drivers for the revolution of EX.

* The main challenges with traditional intranet platforms are lack of automation, information silos,
frequent context switching, lack of consumer-grade experience, high costs, complex processes and such.

* A comprehensive EX optimization strategy needs to optimize various phases of the employee journey, the
three dimensions (culture, physical and digital) of EX, the building blocks, and create a robust digital
workplace strategy.

* The main phases in the employee journey are talent attraction and onboarding, orientation, learning and
training, engagement, communication and departure. Culture, physical environment and digital
environment are the three dimensions of EX. An organization has to foster the culture of innovation and
creativity for providing better EX.

+  We need to optimize the building blocks of EX such as user experience, accessibility and inclusion,
communication and collaboration, personalization, productivity improvement, employee engagement,
learning and self-development, automation, analytics and process optimization.

* The three pillars of digital workplace framework are business, innovation and people value.
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