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Introduction

Employees such as information workers are heavily dependent on intranet platforms.
Traditional intranet platforms have helped employees find relevant information,
tools, and services. As employees have gotten used to highly engaging customer-centric

platforms, naturally they expect a similar experience from intranet platforms. Legacy
intranet platforms that lacked the dynamism and engagement features are giving way to
modern digital workplaces that provide a more engaging, personalized experience that
enhances employee productivity.

Digital workplaces/employee experience platforms (EXPs) are digital platforms
where employees can collaborate, connect, and share information and use it for their
day-to-day tasks, enabling them to work from anywhere. Unlike traditional intranet
platforms, digital workplaces can be accessed anywhere, anytime, and on any device.
Employee experience platforms cater to various crucial use case such as learning and
training, information delivery, knowledge management, self-service, gamification,
content management, personalization, and such. Digital workplaces aim to engage
employees at all touchpoints and impact employees’ daily lives.

Given the importance of digital workplaces, it is imperative for organizations to
design and roll out a digital strategy that engages its workforce effectively, to design
scalable platforms, and to optimize operations costs. Organizations need to lay out the
vision, identify the needs of their employees, define the goals and success metrics of the
program, implement the project, and provide continuous maintenance and support.

This book provides the end-to-end coverage needed to successfully design,
implement, and maintain the next generation of digital workplace platforms. Starting
from requirements elaboration for digital workplace platforms, the book discusses
experience design, digital workplace strategy and transformation themes, development
and rollout methods, testing best practices, automated maintenance, and support.

This book also discusses the main trends in digital workplaces—such as cloud
transformation, mobile-first design, legacy intranet modernization, employee-centric
design (such as persona-based design and employee journey mapping), collaboration
(such as enterprise social tools), legacy modernization, and gamification—to motivate
employees. The book provides proven methods for rolling out collaboration features,
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security features, process simplification, process optimization, and self-service. The
book also elaborates on various automation and machine-led operations models and
maintenance models for the continued success of the digital workplace platforms.

Personalized employee dashboards are one of the salient features of modern digital
workplace platforms. The information and tools in the employee dashboard are based
on employee roles, preferences, and previous interactions. The book discusses various
design approaches to employee dashboards. The book also discusses proven best
practices and methods such as transformation methods, migration steps, security design
methods, and collaboration methods that can be leveraged for successfully building
digital workplace platforms.

Finally, the book discusses various digital workplace case studies to provide insights
into real-world implementation methodologies and rollout strategies.

The book will be useful for program managers, CIOs, digital enthusiasts, enterprise
architects, and software developers to gain insights into the features and solution
elements of modern digital workplace platforms.

Note Employee experience platform and digital workplace are used
synonymously in this book.

The products, tools, technologies, and cloud platforms used in the book are only for
pedagogical purposes. The solutions can be built using alternative technologies as
well.
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CHAPTER 1

Introduction to Employee
Experience Platforms

Superior experiences play a pivotal role in engaging end users. User-centric digital
experience platforms (DXPs) engage end users and lead to long-term relationships
with them. DXPs provide an omnichannel user experience that provides an optimal
experience across various touch points in the user’s journey.

An employee experience platform (EXP) is designed to engage employees
throughout the employee lifecycle, providing productivity-boosting tools and features.
Organizations use an EXP to retain talent and continuously improve the productivity of
their employees. Intranet platforms provide access to unified information and provide
collaboration among internal users.

Organizations should design and implement EXPs to enable their employees with
the right set of tools and services. EXPs play a vital role in engaging, empowering, and
retaining the employees of an organization. Next-generation workplaces demand
constant innovation and responsiveness, which can be addressed effectively by EXPs.

In this chapter, I will go over the key features and latest trends of EXPs.

Brief Introduction to Intranet Platforms

Digital intranet platforms provide a holistic and personalized user experience for
intranet users. Intranet platforms provide tools, content, and communication primarily
for organization employees and internal users. Various flavors of intranet platforms are
employee portals, colleague portals, sales portals, and such.

Employees expect their digital intranet experience to be similar to the most popular
consumer-grade digital platforms. Digital features such as mobile-enabled user
experiences, responsive user interfaces, hyper-personalization, and real-time content
have become common needs of a digital user.

© Shailesh Kumar Shivakumar 2020
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The intranet platform will be available to internal users in all geographic areas

of the organization. The main features of intranet platforms are elaborated on in the

subsequent sections.

Traditional Intranet Platforms vs. Employee Experience

Platforms

Table 1-1 highlights the main differences between traditional intranet platforms and

employee experience platforms.

Table 1-1. Traditional Intranet Platform vs. Employee Experience Platform

Category Traditional Intranet Platform Employee Experience Platform
Technology Product-based architecture Lean and web-oriented
ecosystem Based on proprietary standards architecture
and integration plug-ins Extensible with marketplace apps
Involves multiple tools often with Open and web standards—based
disjointed experience architecture
Integration Mainly service-oriented Lightweight integration model
ecosystem architecture (SOA) REST-based integration
SOAP-based integration Heavy usage of APIs and
lightweight microservices
Deployment and Mainly on-premise model with Mainly cloud based or cloud native
hosting license-based pricing

Implementation
design

User experience

Implementation to primarily satisfy
business requirements

Heavyweight web pages
Mainly desktop-based user
experience

Nonintuitive information
architecture

Employee-centric design

Rich response and single-page
application (SPA)

Minimalist design
Omnichannel enabled
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Key Challenges of Intranet Platforms for Employees

Though traditional intranet platforms are a popular choice for employees and internal

users, traditional intranet platforms fall short of meeting modern employees’ needs and

expectations. Table 1-2 lists the main challenges of traditional intranet platforms.

Table 1-2. Modern Employee Needs and Challenges with Legacy Intranet Platforms

Category Employees’ Needs and Expectations Challenges with Traditional
Intranet Platforms
User experience  Modern employees expect seamless Mainly a desktop-driven user
user experience across all services and experience.
information. Disjointed user experience
Employees demand consumer-grade across various tools and Intranet
on-the-go mobile and omnichannel applications.
experiences. Absence of single-stop-shop
Single-page applications and minimalistic ~ experience.
design are preferred. Challenges with usability and
Dashboard experience provides a unified accessibility.
view of all information and transactions. Inconsistent brand identity.
Information Personalized and contextualized Difficult to find relevant
architecture information. information.

Collaboration

Search-centered experience for faster
information discovery.

Easily findable information.

Expanded footer and mega menus.

Information should be easily shareable.
Instantly collaborate with colleagues.
Create interest-based groups and
communities.

Harness collective intelligence for
increased productivity.

Mainly driven by context menus.
Unclear navigation.

Nonintuitive navigation tools.
Multiple clicks to reach required
information.

Challenges with cross-team
collaboration.

Lacks engagement and motivation
for employees.

Needs integration of multiple
collaboration tools.

(continued)
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Table 1-2. (continued)

Category Employees’ Needs and Expectations Challenges with Traditional
Intranet Platforms

Analytics Employees expect analytics-based Minimal or absence of analytics.
insights such as personalized contentand ~ Absence of seamless analytics
information based on past transactions. across various touch points.

Tools and Employees expect self-service and Minimal or absence of

features productivity improvement tools. gamification features.
Education, learning, and training tools. Minimal self-service tools.
Usage of gamification features.

Artificial Employees expect artificial intelligence Minimal or absence of Al-based

intelligence (Al—based continuous learning and methods.
improvement of the platform.

Information Organized information; provides Takes too much time to find

discovery contextualized and relevant personalized relevant information.

Ease of use and

content.

Should be easy to use and accessible to all.

Duplicate and outdated
information.

Nonavailability of documentation;

adoption Should enable user participation. disjointed and desperate
applications.
Content Easier authoring and publishing. Lacks targeted and personalized
management Easier content discovery. content.
Intuitive content workflows. Lacks localized content.
Governance Clearly defined roles and responsibilities. Absence of success metrics.

Well-defined processes for business
continuity, change management, and such.

Absence of processes for content
management, business continuity,
and such.
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Expectations of Next-Generation Digital Workplaces

We need to analyze the expectations of modern-day employees from a digital platform

to understand the need for employee experience platforms. The key expectations of

modern-day employees are as follows:

Self-service and empowerment: Employees expect tools and
services that empower them to do their activities quicker. Employees
expect self-service features, automated tools, productivity
improvement tools, a holistic view with a dashboard experience, a

consumer-grade user experience, and such.

Work-life balance and work flexibility: The digital platform should
be available to the employees anywhere, anytime, and on any device.
The tools and services should be available for “on-the-go” employees.
To support work flexibility, the digital platform should provide
collaboration tools, mobile apps, cloud-based secure applications,
and such.

Instant recognition/rewards: Modern employees are used to
winning and expect an instant reward for a job well done. Hence,
gamification features that reward employees through points

and badges are expected in the digital platform. Organizations
should foster a culture of recognition (recognition by leaders, peer
recognition, 360-degree recognition).

Social and collaboration: Modern employees are socially active and
are heavy influencers. So, employees expect social and collaborative
features in a modern digital platform. Modern digital platforms
should also be integrated with external social media platforms such
as LinkedIn, Facebook, and such.

Leveraging modern digital technologies: Cloud, mobile apps,
social media platforms, and analytics are mainstream digital
technologies that have gained huge popularity. Digital platforms
should leverage these technologies to meet the expectations of
modern employees.
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e Automation: The digital platform should leverage machine learning
and artificial intelligence technologies to automate routine activities
and to provide contextual and relevant recommendations and other
features.

The expectations mentioned in this section cannot be fulfilled by traditional
intranet platforms because of the challenges discussed earlier. An employee
experience platform is a digital platform that is designed to meet the needs of modern-
day digital employees.

In the next section, we will mainly look at drivers, features, and other details of EXPs.

Employee Experience Platform

EXPs are employee-centric intranet platforms that personalize the experience for
all employees and that provide contextual content and services. EXPs offer next-
generation digital workplaces that engage employees throughout the employment
lifecycle and improve their productivity for their day-to-day activities. To meet the
expectations of modern employees, EXPs provide a responsive and adaptive design.
EXPs are built on a platform approach that is open and extensible. EXPs enable
employees with the right set of self-service tools and content so that employees stay
engaged with the organization.

EXPs will be the single most used application by the employees, and hence
organizations must use EXPs to fully engage the employees.

Figure 1-1 shows a high-level view of an EXP.
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Figure 1-1. High-level view of EXP

EXP broadly covers five major areas.

Experience: An EXP incorporates a minimalist design and modern
user experience standards including a lean and omnichannel-
enabled experience, responsive user interface (UI), adoption of
gamification concepts, and intuitive information architecture (such
as mega menus, an expanded footer, a search-centered experience,
and such).

Tools and technologies: An EXP is built using various tools and
technologies such as content management (to manage web content,
metadata), knowledge management tools, search (for information
discovery), analytics, and document management (to manage
documents, assets).
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o Integrations: To provide a seamless, integrated, and single-view
experience, an EXP has to be integrated with various internal
applications (such as the enterprise database, ERP, enterprise
services, and such) and external applications (such as social media
platforms, feeds, external services, and such).

o Innovations: To meet the expectations of modern digital
employees and to provide a competitive advantage to the
organizations, an EXP has to support and incorporate modern
innovations such as automation, machine learning (to learn
employees’ preferences and for personalized recommendations),
predictive analytics (for smart recommendations), trend analysis,
social analytics, and crowd sourcing.

o Communications and collaboration: Collaboration plays a pivotal
role in improving employee productivity. Hence, an EXP has to
provide various collaboration tools such as wiki, polls, calendar, chat,
messenger, blogs, communities, surveys, and such. Organizations
can use communication tools to establish a direct communication

channel with employees.

Functional View of EXPs

EXP should provide various technical capabilities and prebuilt applications to meet the
demands of modern employees.
Figure 1-2 shows a high-level functional view of an EXP.
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Broadly we can categorize the components into these layers: systems of engagement
(the systems that interface with the end user), EXP applications, EXP technology
capabilities, and systems of record (the systems that store data and the systems that are a
single source of truth).

We will look at various components in each of the functional view layers.

Systems of Engagement

Systems such as mobile apps, browsers, chat platforms, SMS, e-mail, cloud-based
applications, and social media platforms are the main points of interactions for end
users and hence belong to systems of engagement. Chatbots and wearables are trending
digital platforms that also belong to this category. End users (in this case, employees)
consume the information and services through systems of engagement.

EXP Applications

This layer includes categorized applications that are specific to the employee experience
domain. Each of the categories represents the main themes of EXPs.

¢ Social and collaboration apps: Apps such as chat, blog, and
wikis enable employees to share and communicate information.
The calendar app communicates about upcoming events. Idea
generators/idea hubs are crowd-sourced platforms to solicit and
generate ideas from the community. Employees need the people
search feature to find colleagues based on their skill set and expertise.

o Communication and learning apps: Internal communication is
a key feature of EXPs. Organizations use various features such as
newsletters, mobile app notifications, streaming videos, and such,
to communicate with their employees. Communication app EXPs
enable continuous learning and skill improvement programs through
self-learning apps. Employees can use self-learning apps to learn
anywhere at any time at their own pace.

10
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Benefits and finance apps: EXPs should provide applications related

to employee benefits such as health insurance, perks, leave, wellness,
attendance, travel management, and such. Benefit applications enable
employees to easily manage salary stubs, retirement benefits, employee
stock management, and such. These applications provide reports

and snapshot information. Other enterprise applications are claims
management, incident/case/ticket management, software management,
directory, performance management, asset management, and such.

Profile management: Employees can manage their profile
information, health information, and leave-related information.

Productivity improvement apps: Based on the job roles and as
required in daily activities, EXPs provide various applications to the
employees. Regular employees can use applications for timesheet
management, performance management, conference booking
applications, software downloads, and such. The sales team can
use applications such as opportunity management, contract
management, deal management, order management, invoice
management, budget management, and such. The content team can
use content publishing-related applications. Besides these, EXPs
provide various self-service applications such as account unlock/
password reset, document management applications, and such.

EXP Technical Capabilities

EXP applications leverage the underlying technical capabilities of the platform. An EXP

is built on a platform philosophy to provide modular services. The following are the key

technical capabilities supported by EXPs:

Lean portal services: An EXP provides built-in dashboards, forms
equipped with multilingual features, and search features.

Content services: In this category, an EXP provides various
content-related functionality such as content authoring, content
publishing, content workflow management, content versioning,
content archival, metadata management, and such. Applications
related to corporate communications and internal communications
leverage content services for content needs.

11
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o Enterprise integration: An EXP needs to be integrated with
various internal and external systems of records (SORs). Various
integration capabilities such as API-based integration, services-based
integration, and extensible adapters are part of this category. The
integration components enable EXP to have high-performing and
scalable integrations.

o Personalization services: To provide role-based and context-
sensitive content delivery, EXP should support a fine-grained
permission model, preference management, notification
management, and such.

¢ Social and collaboration services: The social and collaboration
services enable the applications to manage the collaboration content
and implement social features such as wiki, blog, communities,
forums, and such. Internal social and collaboration services use

content services for managing the social/collaboration content.

o Presentation services: An EXP provides various presentation
services such as a responsive design, built-in widgets/portlets/
modules, and visualizations for seamless dashboard experience
across all devices and channels.

o Analytics services and insights: Web analytics and artificial
intelligence (AI) methods will be used for understanding user behavior,
doing trend analysis, and providing relevant recommendations.

Security services is a horizontal concern covering all layers. EXP security involves
authentication, authorization, single-sign-on (SSO), a fine-grained permission model,
and other services that secure EXP resources.

Systems of Records

Enterprises use a System of Record (SOR) as a single source of truth for managing
enterprise data. Various ERP applications internally use the data managed by SORs. For
instance, case management/incident management systems use customer relationship
management for managing the incident data. Systems such as human resource
management systems (HRMSs), enterprise resource planning (ERP), relational database
management systems (RDBMSs), and legacy applications are used by EXP applications.

12
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Drivers of EXPs

The main drivers and motivations for EXP are as follows:

Enable employees with self-service features to improve their
productivity

Provide an enhanced collaboration platform for all employees

Provide improved access to information through personalized
content delivery

Inspire and engage employee across all touch points

Add value to the employees’ daily activities and increase loyalty,
brand affinity, and job satisfaction

Improve the work-life balance for employees by providing various

communication modes
Realize the overall vision and objectives of the organization.
Optimize the operational costs through self-service and automation

Improve the overall agility and responsiveness of the organization

Key Features of EXPs

The following are the core attributes of EXP:

An EXP provides rich and omnichannel-enabled user experiences.

An EXP provides a dashboard view of relevant communication,
content, functionality, and services personalized for the employee.

An EXP should provide collaborative features for sharing content
through a collaborative platform.

o Integrate with external social media platforms such as LinkedIn
or Facebook

o Use surveys and feedback to gauge the effectiveness of tools and
services

13



