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Hi, I’m Josh! 
I’m a Senior Consultant at Step Two’s 

Melbourne office. 

I’ve been in this space for 13+ years, 

with experience in health, retail, 

utilities, financial services and local/

federal government. 

I’m passionate about delivering great 

digital experiences.



Why are experiences 
important?





Memories



Employee experience



www.steptwo.com.au/papers/what-is-digital-employee-experience

Digital employee experience (#DEX) 
is the sum total of the digital 
interactions between a staff 
member and their organisation.



Describe your existing digital 
employee experience with the person 
next to you
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Personas



Understanding your 
employees is the foundation 
to great employee experience.



• fictional name and stock picture 

• quote 

• job role 

• demographics 

• working environment 

• goals or motivations 

• pressures 

• what’s important to them

Elements of a persona
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Characteristics of powerful personas 

• provides a common focus point 

• identifies a manageable set of employees  

• emphasises what staff will use 

• aids prioritisation  

• helps to resolve decisions 

• allows solutions to be evaluated against 

them

When to use 

• Lack of employee 

insight 

• Gaps in knowledge 

and experience of 

the project team 

• Dissemination of 

research into a 

useable format

More info: www.steptwo.com.au/papers/kmc_personas

https://www.steptwo.com.au/papers/kmc_personas/


Storyboards



• illustrations 

• sequential order 

• captions for additional context 

• tell a story

Elements of a storyboard







Characteristics of successful 
storyboards 

• makes it memorable 

• draws the audience in 

• helps to build empathy 

• provides clues on what to fix 

• prompts us to think about the journey

When to use 

• To visualise and 

communicate the 

current state (at a 

high level)



Journey mapping



• persona it represents 

• scenario being mapped 

• a timeline 

• touch-points 

• emotions 

• problems encountered 

• opportunities or ideas

Elements of a journey map



Key phases of journey mapping

Who? Research Map Visualise Share









Characteristics of great journey maps 

• Based on real research, not assumptions 

• sets out overall process 

• follows the experience 

• identifies problems and gaps in the process 

• prompts ideation around those problems 

• visualises research 

When to use 

• to understand the 

detail 

• convoluted 

processes 

• multiple touch-

points and teams 

involved in the 

journey



User scenarios and user 
stories



A day in the life

• in narrative form 

• introduces the persona 

• depicts activities and tasks 

• includes touch-points with people 

and technology 

• communicates a typical time 

period 

Stories

• succinct 

• identifies the user 

• what they want to achieve 

• why they need to do it 

• criteria to evaluate against

Elements of user scenarios vs stories
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https://www.steptwo.com.au/products/week-digital-workplace/
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https://www.steptwo.com.au/award-winner/shire-creating-

governance-first-intranet/
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Characteristics of useful user scenarios 
and stories 

• needs to be jargon free 

• provides the building blocks of the future 

journey 

• puts the employee at the centre 

• creates a shared understanding

When to use 

• Communicate ideas 

• Paint a picture of 

the future state 

• Inform requirements
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Strategic thinking should 
be driven by employee 
insights and the journey 
they go through



DEX professionals see where 
improvements need to be made and 
what problems need fixing.



Envisage the future state

Research Understand your employees Identify common issues

Business value Map the experience




