Josh Patel, Step Two @j05hpatel




www.Ssteptwo.com.au

Hi, I’'m Josh!

I'm a Senior Consultant at Step Two's
Melbourne office.

've been in this space for 13+ years,
with experience in health, retalil,
utilities, financial services and local/
federal government.

I'm passionate about delivering great
digital experiences.
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Employee experience




(#DEX)
IS the sum total of the

between a staff
member and their organisation.

www.steptwo.com.au/papers/what-is-digital-employee-experience
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Describe your existing digital
employee experience with the person

next to you
a5




SERVICE BLUEPRINT JOURNEY MAPPING COMPETITIVE
AUDIT VALUE PROPOSITION PERSONAS STAKEHOLDER
INTERVIEWS KPIS BRAINSTORMING MOOD-BOARDS
STORYBOARDS USER-FLOWS TASK ANALYSIS
TAXONOMIES CONTENT AUDITS HEURISTIC ANALYSIS
SITEMAP FEATURES ROADMAP USER INTERVIEWS
FOCUS GROUPS USER CASES AND SCENARIOS
METRICS ANALYSIS QUANTITATIVE SURVEYS
USABILITY TESTING CARD SORTING A/B TESTING EYE-
TRACKING ACCESSIBILITY ANALYSIS SKETCHES
WIREFRAMES PROTOTYPES PATTERN LIBRARIES ...
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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 iImportant to them



Environment officer Owen

uuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuuu

About me ‘I’m 35 and have a girlfriend of two years. | have a degree in Environmental
Science and I’'ve been with the Environment Agency for just over five years.’

About my job ‘I am responsible for enforcing and regulating environmental policy, and
dealing with pollution incidents. | have a lot of contact with members of the
public and local authorities, and | work with partner organisations on joint
projects. Although | have a desk, | am quite often out and about. | am very
conscious that | need to be completely up to date on policy and how to -
apply it — | worry about getting it “right”. ( ij

| E
‘| get the information | need from Easinet, people in my office and people [*
doing jobs like mine around the regions.’

Work pressures  ‘Like most people, | feel that there is never enough time or resources to
enable me to do my job properly. I’'ve often got lots of tasks to complete
and everything needs to be done yesterday. So to be honest, | haven’t got
time to wade through reams of documents to get to the important stuff.’

What | want from Easinet ‘I mostly use Easinet for policy, guidance and procedures. But it’s crammed ' —J T
with a huge amount of other information. Sometimes you just can’t see the — o L
wood for the trees. And it doesn’t help that some of the documents seem
to be duplicated or out of date!

‘All these new procedures and actions come from Head Office and the regions
and yet we’re the ones that have to make them happen. It’s so long-winded!
We really need to be able to feed back to make sure it reflects the way we

do things in the field. There must be other officers in other areas having the
same problems as me. I'm sure we could do a better job if we could share [E'
our experiences to find the best way of doing things. I’d feel more confident
knowing that I’'m dealing with issues in the same way as my colleagues.

‘Of course, | really need to make sure that | have the most up to date
information too, so it would help if they could highlight changes and updates.

‘Aside from all the procedures and legislation, Easinet could also provide
a quick and easy way into all the other data and applications that | need ¢ =
on a daily basis.’ [[Z

50 Environment Agency Get to know our customers

Environment Agency (UK)
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‘l need policy guidance and
information to make sure I’m
doing my job in the right way.
| want to share best practice
with other people like me to
make sure we’re all doing a
consistent job.’

What | want from Easinet:

* ‘| need information about legislation, )
policy, and guidance specific to my function.’

e ‘| want to access good practice information.’

¢ ‘| need access to data specifically related
to my function.’

¢ ‘| want to check licence and compliance information.’
* ‘| need to be able to access certain applications relevant to my function.’
e ‘| want to be able to give feedback on procedures and guidance.’

Environment Agency (UK)




More about Owen

This typical customer covers:

All staff responsible for our core business such
as policy, regulation, flood risk management,
enforcement and field staff across all our
public-facing functions.

Information that is required, but covered by
other typical customers:

‘New starter’ covers the wide range of goals
that are generic across our staff.

More about the goals:

Legislation, policy and guidance
e Up to date, function-specific legislation.
Summary and detail of legislation.

e Qur policy
* Procedures, Environment Agency management
systems, forms and guidance.

Good practice information

* Ability to share problems and ideas with colleagues.

* Good practice on how to deal with specific issues.

e What other information resources are other
people using.

Data
* (IS data and interactive maps, like water
quality, chemical data, river data, flooding.

e Statistics and other information at area,
regional and national level.

Applications

e Access to function-specific applications
(for example, Permit Administration System;
National Flood and Coastal Defence Database).

e QOther applications like 1B1S.

Additional information:

Both office-based and non office-based staff of this
type tend to use Easinet on a daily basis. They use it
to find specific information rather than for browsing.
They believe that the information is there, it is just
not very easy to locate — due to meaningless and
inconsistent labelling. Some of it is also duplicated.
The search facility does not return relevant results.
The navigation is complicated.

At the moment they tend to find documents via
links in e-mails and by bookmarking frequently
used pages. Information is presented inconsistently
across regions. The documents tend to be very
long, so staff print them out rather than read them
on screen.

My goals:

¢ ‘| need information about legislation, policy, and guidance
specific to my function.’

‘l want to access good practice information.’
‘I need access to data specifically related to my function.’
‘l want to check licence and compliance information.’

‘I need to be able to access certain applications relevant
to my function.’

‘l want to be able to give feedback on procedures and guidance.’

My carewords:

Legislation/policy/guidance/procedures

Good practice/guidance

Data/figures

Licensing register/compliance information/enforcements
Applications/systems

Feedback

Environment Agency (UK)




About my job | work with

My role will involve working with people * Team Leader - to help me get up to speed
across the organisation. | hardly know and answer any HR related questions |
anyone, so my challenge is finding out who's have

who and how best to contact them. | am
meeting lots of new people so the challenge
is remembering all of their names.

* Plumbers and developers - receiving
permit applications

* Various QUU teams - for permit application
enquiries or if designs are different to
those on the system

| need to understand my role but also what is
expected of me as an employee. | have so
many questions. How will my performance
be measured? What does it mean to work at
QUU? What are the benefits? What is the
culture like?

| also need to learn more about QUU, the

. |
different departments, locations and what all
the different areas do. | love to learn so
knowing what training is available for my role

is very important.

New Starter

Work pressures

“I want to get up to speed quickly and
be able to find information at my

Being new at QUU, | am still trying to find my
way. Whilst getting in and learning my ‘day job’ |
am also trying to get up to speed on the
organisation, how we work and who does what.
The jargon and acronyms are confusing but the
acronym finder on the intranet helps.

fingertips so | don’t have to ask silly
questions.”

Everyone seems pretty friendly and happy to help
but it is hard to know who does what in the

+ 39 years old

+ access the intranet constantly from my PC trying to get up to el e L [ el Y s s e I
taking breaks and communication worked, we could read the

speed making sure my method is face to news and access key

A e e workplace is face or email if a forms via mobile, that

+ worked with QuUU for 2 months ergonomically friendly. customer is involved. would be great here.

Queensland Urban Utilities

+ mostly uses Facebook and LinkedIn

o ——— e —— . ————— T ————————



Executive /
manager

- Executive
- Head of division
- General manager

About
An executive or manager typically moves from meeting to meeting to engage with
internal and external stakeholders. They are mobile and work from multiple
locations so they seek simple and portable technology. They spend their time
reviewing content and making critical business decisions, typically drawn from
information prepared by others.

- Internal and external facing - Portable

- Confidential - Basic features with simple interface
- Collaborative - Battery sufficient

Environments I'm likely to work from Percentage of employees

Desk

Home
Splash/booth
Private space no AV
Private space w/AV

Larger meeting rooms

The type of work | do

In-transit

Working

Meeting Collaboration Doing tasks

independently

Deep analysis

Content creation
v




Characteristics of powerful personas When to use

e provides a common focus point  |Lack of employee

« identifies a manageable set of employees nsight

e Gaps in knowledge
and experience of

the project team

 emphasises what staff will use

e aids prioritisation

* Nhelps to resolve decisions e Dissemination of

» allows solutions to be evaluated against research into a
them useable format

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



https://www.steptwo.com.au/papers/kmc_personas/
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Elements of a storyboard

llustrations
seguential order
captions for additional context

tell a story




INCORRECT PASSWORD




Today is my first
day at my new job.

The bus will get
me there.

| don't know where
to go.

Create your own at Storyboard That




Characteristics of successful When to use

storyboards
e [0 visualise anad

e makes It memorable communicate the
current state (at a
high level)

e draws the audience In

* helps to build empathy

e provides clues on what to fix

e prompts us to think about the journey
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persona it represents
scenario being mapped
a timeline

touch-points

emotions

problems encountered
opportunities or ideas



| Key phases of journey mapping

Map Visualise Share

Research

Who?
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Rachel Avarez, Production Manager Enterprise
Strategies
_E_ Manages Works N Syearsat /ﬁ\ Houston, REAL This journoy map is based on research of real employoes.
S0l team of 12 50 hours/week . Enterprse Texas All events described on this page are based on true stodes, Delivering the future of work
Can't start Extends job offer  Logsonto Completes Janet Danforth Works in office Logs onto Task Trains staff Leaves for the Production Drives to plant to
office. Meets production run to Mark Intranet to start materials order; quits on scheduling Planner member day Manager calls: investigate
with staff and because Alter a second new hire faxes itin Jarstisieadngakey  Rachel spends an Rachel o8 0nto Raches heips 3 new It's been 9 hours urgent Rachel can't access
managers materials interview yesteday, paperwork Rachel gets input 00 project, but she cals hour in the office Task Panmeetoseed  he through the snce Rachel got to materials recall the LEDOUCTION SyStem
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e Poaring of £2* crazy. Lartex can't bedove POL Craate the Nont of with 1 cochd do s Whera's my sticky of training oniine. an oksy dy. I 1 coukt fog on
toam! 1 iove number; capital... I'm sencing WOk SnVIrCATNt Jor ona tabiel out front Rone. mmmm:::w
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Rail Europe Experience Map
Guiding Principles

People choose rail travel because it is
convenient, easy, and flexible.

Rail booking is only one part of people’s larger

travel process.

People build their travel plans over time.

People value service that is respectful, effective

and personable.

Customer Journey

STAGES Research & Planning Shopping Post-Booking, Pre-Travel 3 Post Travel
Entertrios . Revewfares | | o~ o G o . ey S e B . Share experience
RAIL EUROPE Research destinations, routes and products . Ay SR e e e .(t).onﬁrm Deltlyery‘/ i F’aytment - %ewiw & / Wait for paper tickets to arrive Activities, unexpected changes e R R e B R S TS S T T T
: Select Pass(es) Wl o OPUGES f DEAUIS: @ SNl : Follow-up on refunds for booking changes
Destination = L i
0ok
pages il Tre ta;lpes Change Check ticket : - Share
/ hizand p|ans status E-ticket an P photos
\ ____ at Station N
) |:| ‘ A Get stamp
raileurope.com Live chat for —_— N\ @) for refund
- uestions b =
Plan with \ / Map itinerary @ q 9
interactivemap . (finding pass) / Share
i experience
DOING May call if Buy ;d:i:::nal (reviews)
difficulties —1 B cke
occur ( [|El] // / i
View //—\ 7
7 Blogs & ik : \/ ( E maps web/ \| _
® Travel sites compare ; Print e-tickets N2 apps y \ )
' / g ' ¥ ¥ at home Paper tickets —A T Dlan/ "N
cictall 3 a \ —
. ( 1 arrive in mail Look up corfiem
_ e timetables ; Request Mail tickets
Talk with G \ Arrange  cctivities e
o oogle " Research % traval refunds for refund
e Whal is the easiesl way o gel around Europe? . I_want to get the best price, but I'm willing to pay a e Do | have al lhe lickels, passes and reservalions ® Do | have everything | need? e | just figured we could grab a Irain bul lhere are ® Trying lo return lickel | was nol able lo use. Not
» Where do | want to go? little more for first class. | need in this booking so | don't pay more e Rail Europe website was easy and friendly, but nol more lrains. Whal can we do now? sure if I'l get a refund or not.
THINKING e How much time should I/we spend in each - ;‘g{;‘;f;;lfgg will my whole trip cost me? What are my shipping? when an issue came up, | couldn’t get help. e Am | on the right train? If not, what next? * People are going to love these photos!
place for site seeing and activities? g - , « Rail Europe is not answering the phone. How o What will | do if mv tickets don't arrive in time? * | want to make more travel plans. How do | » Next time, we will explore routes and availability
* Are there other activities | can add to my plan? else can | get my question answered? Y do that? more carefully,
e |I'm excited tc go to Eurcpe! e It's hard to trust Trip Advisor. Everyone is e Weosite experience is easy and friendly! » Stressed that I'm about to leave the country © | am feeling vuneradle to be in an urknown place in » Excited to share my vacation story with
e Will | be able to see everything | can? so negativa. e Frustrated to not <now sooner about which and Rail Europe won'’t answe- the phone. the middile of the night. o _ my friends.
FEELING » What if | can’t afford this? » Keeping track of all the different products tickets are eTickets and which are paper tickets. * Frustrated that Rail Europe won't ship tickets *'Sireseha MRIND an Wan tanheion e for iy * A bit annoyed to be dealing with ticket refund
e | don't want to make the wrong choice. is confusing. Not sure my tickets will arrive in time. to Europe connection. _ issues when | just got home
e Am | sure this is the trip | want to take? i : : : * Meeting people who want to show us around is fun, e e -
® Happy to receive my tickets in the mail! serendipitous, and special.
EXPERIENCE Relevance of Rail Europe Relevance of Rail Europe Relevance of Rail Europe Relevance of Rail Europe Relevance of Rail Europe Relevance of R

Helpfulness of Rail Europe

Helpfulness of Rail Europe

Helpfulness of Rail Europe

Helpfulness of Rail Europe

Helpfulness of Rail Europe

Helpfulness of Rail Europe




intranetleadershipforum

www.steptwo.com.au/ilf
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User scenarios and user
stories




A day In the life

IN narrative form
iINntroduces the persona
depicts activities and tasks

iIncludes 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
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The digital workplace at

A day In the life

Sam has worked for the airport for seven years, is passionate about the organisation and gets a

real buzz from the working environment. Sam spends most of his day in the terminal helping ensure

that progress is maintained and issues are addressed. Sam is also one of many ‘eyes and ears’ for ’
staff that are not as closely connected to operations in the terminals
Sam prepares for work: “Every day is different, you have no idea what to expect”

When Sam is on day-shift, his day begins at 4.15am so he can be at the terminal for his 5.30

shift start. One of the first things that Sam does is glance at the airport-status overview on his
phone, just to get a sense of what might be ahead in the day - all indicators are green so nothing to
be concerned about. Sam has set up his notification dashboard to flag any critical issues that are

relevant to him.

The airport is a very dynamic environment, and since he was not in the last two days, a lot has
changed. So as Sam travels by train, about a 25 minute journey, he uses his phone to look at his
airport notification page. This page collates all of the messages, reports, bulletins and flags that are
relevant to him. He sorts and browses in any number of ways, but by default it presents him with new
notifications relevant to him since he last logged on.

He sees a ‘perimeter fence’ issue very similar to one that happened several weeks ago and
quickly locates all perimeter fence related messages from the last month. The four he finds suggests
there may be a connection between them. The annotated photos and insightful summaries are
particularly helpful. He adds a task to his list to follow up later in the day. He also sends an instant
message to let his supervisor know his concerns.

By the time sam has arrived at T1, he is up to date with notifications, knows who he is working
with on shift, and is familiar with todays task list. At the terminal he switches to his tablet, and is

ready to proceed with his first task of the day: an inspection of the new Tiffany store fit-out. Sam r 4 ’ ., | : : s

brings up the ‘All about’ page, selects retail, then Tiffany and this links Sam to summary client L

information, but what he really wants is a project summary which is also available from this page.




https://vvvvvv.steptwo.com.a/products/week—digita\—vvorkp\ace/

CART | ABOUT US | CONTACT US

<:; STEP TWO

HOME  SERVICES PORTFOLIO LEARN STORE CONFERENCE AWARDS  INTRANET LEADERSHIP FORUM

Home » Products » Free whitepzpers » A week in the digital workplace (free)

% sTep Two A week in the digital workplace (free)

$0.00

The “digital workplace” is an emerging term that describes how the working
environments in organisations of every type are being transformed by new
technologies and behaviours. While the digital workplace offers a holistic view of the

enterprise space, the challenge is to understand it in concrete terms.

To overcome this, we have published a free report, A week in the digital workplace,

that outlines a scenario of how we will work in the future.




What are the user experiences we want to enable?

* As a Shire employee who travels, | want to find out which hotels are compliant with the destination
I'm going to in my destination.

* As a travel booker whose boss wants to go to Lexington, | want to find a hotel that is compliant.
“ As a new employee, | want to book travel - What do | do? What am | allowed to do?
* As an employee, | want to get my travel approved.

Shire (USA)

https://www.steptwo.com.au/award-winner/shire-creating- .
governance-first-intranet/




HOME ABOUT FUNCTIONS LIFE & CAREER TOOLS & RESOURCES
HOME AIR HOTEL CAR GROUND TRANSPORTATION TRAVEL MANAGEMENT AGENCIES

4. WELCOME TO TRAVEL PORTAL

TRAVEL NEWS

News Article 1

News Article 4

News Article 2 News Article 3

VIEW ALL
TRAVEL CATEGORIES Q TRAVEL REQUEST FORM
RESOURCES
+ Help and “How to”
* FAQs
Air Hotel Car * Tips for New Travelers

» Travel Request User Guide

+ Reference Information
* Travel Management Agencies

+ Systems

[ TRAVEL POLICIES

?::#slination (181 TRAVEL SECURITY
ABOUT
CONTENT MANAGER Contacts
Org Chart

Name of Content Manager

" — I ——




HOME ABOUT « FUNCTIONS LIFE & CAREER TOOLS & RESOURCES

GLOBAL TRAVEL HOME AR HOTEL CAR GROUND TRAVEL MANAGEMENT AGENCIES Search this she v DO

0 WELCOME TO THE GLOBAL TRAVEL PORTAL

TRAVEL NEWS

Business Consulting,
Contingent Labor and Travel
Requisition Processes

New Global Corporate
Credit Card Program

Travel guidance for recent
U.S./U K. electronic device
ban

Upcoming changes to global
travel management
company

Updated

VIEW ALL

TRAVEL CATEGORIES
RESOURCES

Help ana "How 10"
Refarance Information

Tools and Systems

@ TRAVEL AGENCIES

Car

5] TRAVEL POLICIES

@ TRAVEL SECURITY

ABOUT

Contacts

Ground Transportation Org CThan

B — I




Characteristics of useful user scenarios Whentouse

and stories | |
e Communicate ideas

* needs to be jargon free e Paint a picture of
e provides the building blocks of the future the future state
journey e |nform requirements

e puts the employee at the centre
e creates a shared understanding



SERVICE BLUEPRINT JOURNEY MAPPING COMPETITIVE
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TAXONOMIES CONTENT AUDITS HEURISTIC ANALYSIS
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METRICS ANALYSIS USER CASES AND SCENARIOS
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Strategic thinking should
be driven by employee
insights and the journey
they go through
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Researc nderstand your employees Identify common issues
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