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The essence is that both client and companies are people. No matter 
how big your company is, but when interacting with people it is crucial 
to understand that emotions are contagious, both positive and negative. 
We can generate a climate of trust that it is translated into a loyal client, 
or on the contrary, we can contaminate a relationship that until then was 
positive. Emotions condition behaviors a thousand times quicker than the 
reasons. According to Martin Lindstrom, guru of marketing and author of 
“Buyology, truths and lies about why we buy”, more than 75% of purchase 
decisions are made with the emotional brain.

This is when the Employee Experience shows up. Nowadays companies 
are striving to improve their employees’ professional life experience as 
much as possible, giving them the opportunity to be happy, because 
happy people attract happy people, which makes you want to work and 
interact with them, either whether you are part of their team or if you are 
their customer.AGUSTÍ MOLÍAS

SmartCex CEO
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Introduction
The purpose of the Employee Experience is to ensure that employees 
feel that they are involved in the company, and the impact of this 
encounters on employees’ satisfaction, while they feel engagement with 
the company. An engaged employee wants to have a say in the business, 
they need to feel like they’re part of a team that’s working towards a 
common goal, and crucially, they need to feel that they are a valued 
member of the company – not just a tool for generating profit. 

In this eBook we propose a series of pillars that according to the 
company you are and the employees you have, they will help you 
design the Employee Experience that best fits with the experience and 
perception of each of your employees.

The Employee Experience is the result of the employee’s expectations 
minus the perception of your current situation.

Expectations - Perception = Employee Experience

01  Introduction

01
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02 The 11 pillars of the Employee Experience

The 11 pillars of the Employee 
Experience

02

01

02

The most important aspect in an organization is that all 
the employees are aligned and committed to the company 
culture. They must rely on the company culture to achieve 
their personal and professional goals.

Technology is your firm’s central nervous system. Having 
the tools to allow your employees working in an intuitive 
way, and to offer them a quicker support to improve their 
productivity, it is key. You must do things easy for them.

Culture

Technology
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02 The 11 pillars of the Employee Experience

03
You must know where you need to act. You need to know your employees in order to detect their motivations, 
perspectives with the company and its environment. Listen to your employees through an employee voice 
program.

Map the interactions of the employees with your company and chart the path for your employees to be 
surprised and motivated. Remember that they must be aligned with your company culture and values. An 
excellent tool is the Employee Journey Map.

Route in Common

To know your employee route

04
People motivation have changed a lot. New actions must be developed, through which the employees can feel 
unique, while listening what they have to say, so they feel engaged with the company. 

Personalization
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02 The 11 pillars of the Employee Experience

05
Train and coach your employees. The importance of this aspect 
in the employees’ motivation is more and more clear every day. 

In addition, employees feel it is to progress both in their job and 
within the company. 

You must cultivate your company culture. There are many things 
that can contribute to a good company culture. Nor is it that our 
people are happy, it is about that they must be involved, that they 
know their mission within the company and be prepared for it. 

How? Through training of competencies that help them perform 
their functions better. 

How? With impactful trainings and providing the best
tools to achieve the change.

Development
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02 The 11 pillars of the Employee Experience

06
Culture is not managed or operated; it is led. The traditional leadership has died. Directors are no longer the 
leaders of the teams. We must train employees, who are able to promote change through new leadership: the 
Meta leadership.

Leadership

07

08

Employees should be your best ambassadors. They spend a large part of their daily hours at their job. It is crucial 
to make them live experiences like those that experience your customers. This way, you will get your employees 
the keys to convey the feelings and engagement towards the brand and their work.

When an employee’s job is aligned to his/her skills, interests and aspirations, it makes them feel  
involved, motivated and fulfilled.

Engagement and Empowerment

Adjustment and challenges
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02 The 11 pillars of the Employee Experience

09
A smart way to make people feel integrated to employees is to share with them information regarding the 
organization. Employees will feel more comfortable if they understand the reason for the company actions.

Transparency

10

11

We must have the will to change. You can draw mission and vision on the walls ... but this  
will not change the engagement. Are we able to design a culture of change?

The physical environment has been shown to help increase productivity and the positive mood. So, why shouldn’t 
there be spaces adapted to the real needs of employees?

Changes and flexibility

Space



9

03 Cultural change

Cultural change
As we mentioned above, culture is one of the most important pillars 
for the employee experience: is like the company backbone spine. 
The entire organization moves around the culture and gives meaning 
to the work and therefore, it is the responsible of achieving the 
employee engagement and the sense of belonging and attracting future 
employees.

To align employees with the brand and transform the employees in 
ambassadors of the brand: our fans.

03

The objective
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03 Cultural change

To develop a culture that generates a unique experience and that is 
visible in each of the interactions of the employee life cycle.

You can start with identifying the ideal and the real culture to see where 
the gaps are and activate resources for changing them or adapting them 
to the new situation.

The important thing is that you have a clear direction, and this is shared 
to the whole company. Then you must specify your proposal of value to 
the employee. One advice we give you is to be innovative, authentic,  
and committed.

The focus
What type of company are you?

You should think seriously about

Where are we going to?

What should he/she work for us?

How we make the difference?

How are we going to position ourselves in  
a relevant moment for our employees?
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03 Cultural change

Employee Journey Map + Cocreation

01. A good formula to achieve it:

How to make this happen

Through EJM you can detect their motivations and their dislikes and your 
interactions with the company. Through the co-creation of workshops 
focused on finding solutions with tools such as Design Thinking. These 
workshops are an excellent alternative where, collectively, it is achieved 
the companies’ knowledge, helping to build new projects and initiatives.

03. Through

New leaders who have a very active role as agents of change and 
ambassadors of the project. To do this, an awareness plan through 
speech and training of the new competencies is essential.

02. Organize workshops

To communicate culture, take the opportunity to include other important 
aspects such as goals, achievements, or training sessions to inspire  
and motivate.
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03 Cultural change

Taking the employee experience into practice
If we have convinced you of the importance of investing in the employee experience, now is the time to move 
into action! You may already be working on the Employee Experience, so we give you some ideas for you to 
apply them based on the selected pillars to work on. You can’t build the house from the roof:

I have not started yet

Working on this

I have started

Fully operating

I have a strategy. I do some actions/
initiatives for employees.

I have no strategy. I do some actions/
initiatives for employees.

I have no strategy. I’m not doing any  
action for employees.

I have a strategy. I do actions and I  
measure them.

Cultural Change

Employee Voice

Employee Journey Map

Soft Skills Training 

Hard Skills Training

Inter entrerpreneurial

Employee Awareness Plan

Personalization

Motivate
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03 Cultural change

Set a strategy 
Once you really know your employees, you will be able to start with a 
route map.

Take action 
Start with something that is feasible, simple, and from where you 
can easily see the results. You’ll see that all employees would like to 
participate.

Measure and feedback 
Probably you already know. If you don’t analyze the actions, you will 
not know which is the correct route. This is not about what the CEO 
likes to do, but about what your employees really need.

It does not matter the moment you are in, neither from where you are going to start. What you must remember is:



14

03 Cultural change

CX and EX rock, but are there 
any results?
As we have mentioned above you need to work on the employee 
experience to achieve the customer experience. Before starting, you 
need to make sure that you have the basics already covered: the service 
you offer, the results you get…is this really what you expected? Does the 
team really own the competences of its job position 100% active? They 
are the ones who are going to make real the strategies and guidelines. If 
we implement WOW interactions without a good basement, even if the 
team is well focused and with a common objective, it will not have the 
security and trust enough.

When an employee knows that his or her work is not just correct, 
but it is something more, and it’s recognized for the organization, the 
feeling of inclusion increases, as well as it does the motivation and 
engagement. 



03 Cultural change

Walls at the office can be drown with Culture, but you need to 
cultivate it. Otherwise, it does not make any sense at all. It is not 
that we need to make happy our people, it is about make them feel 
involved, amongst other, by correctly communicating their mission at 
the company and give them the tools to succeed. 
 
How? Through the training on skills that help them to perform better 
their tasks. 

Invest in the new competencies is a vital factor to make 
the company feel competitive. Therefore, it is essential 
to guide, to enhance and to develop your employees 
in the required new skills. Currently an employee must 
be prepared to manage these competencies, achieving 
focus, agility, and of course innovation.

15
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03 Cultural change

How do we know if we are correctly applying the  
Employee Experience?
Improve your customer experience and your agents’ productivity with ICR Evolution.

Customer Experience has already shown that helps to achieve 
the company objectives, thanks to indicators like the NPS 
or other business related. But what about the Employee 
Experience? What do we know about it? In those companies 
where we have worked on projects with the focus on improving 
the Employee Experience, the result is that we have not only 
managed to improve engagement rates with employees, 
but also their involvement and commitment to results, while 
achieving the improvement in Customer Experience indicators.

To be able to know whether we are on the correct way or 
not, we must analyze the Voice of the Employee, meaning to 
analyze their motivations, perceptions, and opinions in relation 
to the company.

The Employee Experience matters and, in order to generate 
a memorable experience, employees must experience and 
feel it. Make your employees happy and connect with them is 
possible by knowing their critical moments and measure them.
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03 Cultural change

The importance to know how  
to measure
There is no specific number of metrics, but they must be aligned and 
related to the Employee Experience, and the objectives that the company 
has set.

The clue is to establish different key indicators within the company aimed 
at measuring the employee experience. It is a 360º measurement model 
since it correlates different variables and company areas. 

The final objective is to detect the motivations, capacities, and 
evolution paths of each of the employees, so that their productivity 
is greater.
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03 Cultural change

How does it help working on the employee 
experience?

Find out about the employee 
expectations to eliminate the 
difference in between what 
you promise as a company and 
what the employee lives and 
experiences.

Design a strategy based on 
what is important for the 
employee. This strategy needs 
to be measured and it must 
be associated to the results 
generation.

Develop relevant innovations for 
employees and business, making 
evident its unique value. Implement 
a strategy to compile all interactions 
and channels in between the 
company and its employees.

From 
observation

From 
measurement

From 
transformation
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03 Cultural change

Is Employee Net Promoter Score a good measure  
of engagement?
If KPI is a measurable value that demonstrates how effectively a company is achieving key business objectives, NPS is 
what should matter to you because engaged employees stay longer with the organization and work harder to show their 
loyalty to the organization. It’s a single question, where the employees are asked how likely they are to recommend the 
company as a place to work. They are supposed to give ratings on a scale of 1 to 10. Based on their answers, they are 
categorized into ‘Promoters’, ‘Neutrals’ or ‘Detractors’.

If the difference in between promotors and detractors is very low, it’s a bad scenario and you should start working on 
improving this as soon as possible. If the result is in between -10 and +20 it’s fine and we have margin to improve easily. If 
they are above 20, we get very good results. And with 40 or 50 we are in an excellent situation, and we just need to keep 
this up. Once we have the results, we can act and try to close he loop: share the results, set new goals and involve our 
employees to make the change possible. That’s why the NPS must be a recurrent KPI to know if the action plan gets the 
results we expected.

9-10 Promotors 
are the most committed and proud employees, 
that already would recommend the company

7-8 Neutrals 
The employees are happy, but  

not satisfied

0-6 Detractors 
are the employees that are not 

either happy or committed.

Levels

Detractors

0 1 2 3 4 5 6 7 8 9 10

Neutrals Promotors
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Case 
Studies

04

04 Case Studies
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A well-positioned brand, the one of which you can feel proud of. To be 
clear about what we want to become for our employees, know them 
deeply and understand them, build with them and for them memorable 
experiences that become part of their lives. We need critical indicators to 
be able to take the correct actions and achieve the goals.

Obviously, the brand values must be explicit enough, meaning selection, 
welcome board, training, development, retribution, promotions and 
disengagement. And above all, that they are present in the goals to be 
achieved, execution, follow up, acknowledgment, daily leadership…

And very important today, that they can be autonomous, easy acces to the 
information 24/7, facility to participate and give the opinion, co-create, be 
visible, and certainly acknowleadgment of their achievements.

What do you think you need 
to achieve a Good Employee 
Experience?

04 Case Studies

CARLOS MONSERRATE
Comercial Development Director.

Bankia
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04 Case Studies

The service quality, meaning a better customer experience and a better 
quality of work, that will impact positively in the employees. With this 
implementation you also reduce mistakes, and the costs that they might 
bring.

It also adds value creatively wise as well as in terms of innovation. The 
employee feels identified with the project, which involves them in a 
personal and professional development, besides making them motivated 
to continue in their development as means of implication and knowledge, 
while impacting in improving the product or service in which they work. 

A good Employee Experience can make teams more efficient, keep a 
work team united and loyal to the organization, becoming promotor 
employees (employer branding).

What are the main benefits for a 
company when a good employee 
experience strategy is well 
implemented?

LIDIA NICOLAU 
People, Happiness & Culture

Director. Habitissimo
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Put people first at the center of all our decisions and define a journey with 
the values and NDA of the organization in detail. Putting yourself in the 
employees’ shoes is key to build and improve their experience, while being 
aligned with their expectations. That way it is possible to achieve a real 
success in Employee Experience.

Just becoming a “people centric” company we can make possible our 
“customer centric” strategy.

Happy employees can attract clients, and offer them a unique and different 
experiences, and finally reach our goals, which must be that people can 
express authenticity through distinctive creations.

What would you recommend to 
a person who would like to start 
with the Employee Experience?

What is the key aspect that makes the EX work in your 
company?

04 Case Studies

JUAN DE MORA
People First Director.

Desigual



24

04 Case Studies

It is obvious that I cannot offer something out there that I am not offering 
internally. I cannot pretend to be flexible and agile with my clients, if within 
the organization we are not with our own employees, so we need to give 
an example that everyone understands.

The client lives a memorable experience when someone within the 
organization thinks about “going further”. And we go “further” when we 
feel like ours what we are doing. To some extent the Employee Experience 
management also seeks to make us feel as ours our work environment.

How are the results of a good 
Employee Experience reflected in 
the customer experience?

DAVID BARROETA
Director de Personas.

Opticalia



Find out more at

Improve your customer experience and agent 
performance with ICR Evolution

www.icr-evolution.com


