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A GUIDE TO

EMPLOYEE
EXPERIENCE
1 What is Employee Experience?
2  How to measure Employee Experience



Employee Experience is firmly based on the customer experience known 
from marketing: It describes the general perception of the company from the 
perspective of employees. This gives an overall picture of the organization 
concerning the employee’s career journey. As with the customer experience, 
perception is shaped by all interaction experiences and the associated positive or 
negative impressions.

WHAT IS
EMPLOYEE 
EXPERIENCE?
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FOR EXAMPLE:

Anna has just joined the company XY. She was 
looking forward to the first day and expected 
exciting presentations and exchanges with her 
new work colleagues.

On the first day, the speakers were lecturing with 
slides all day. Anna only had a few opportunities 
to exchange ideas with the other new employees 
or speakers.
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Anna was relieved when the day is over. When asked in the next few days and 
weeks about her first-day experience, her answer was: “Well, it could have been 
more exciting.” Anna’s picture of the company has lost some of its colors.



CONTINUOUS EVALUATION OF THE INTERACTIONS

Employees constantly gain experience in the workplace. Points of contact refer to all interactions 
that they make with and within the organization. They interpret the experiences and label them 
as positive, neutral, or negative. Employees have a positive interaction when their expectations 
are met or exceeded. The more this is the case, the more positive is their overall picture of the 
company. On the other hand, with many negative experiences, the entire company loses its 
attractiveness.
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DEFINITION EMPLOYEE EXPERIENCE:

Employee Experience (EX) is the sum of all perceptions and associated feelings of an employee, 
which are created through unique and cumulative effect of interactions with customers, 
managers, teams, processes, guidelines, tools and the working environment of an organization.3

Gartner (2019)

EMPLOYEES EXPECT GOOD WORKPLACE EXPERIENCES!

Employee Experience is a top priority from an HR perspective. Yet, nonly 13% of employees say 
that the workplace experience meets their expectations.
The more expectations employees have 
of companies as consumers, the more 
expectations they have of their company 
as employees. After all, employees are 
also consumers. They experience new, 
challenging technologies and service 
providers, which provide them with 
personalized, valuable, and surprising 
experiences. These experiences shape 
them so powerfully that their expectations 
towards the employer also increase.

56%
…of employees state that they 

expect to have the same good job 
experiences as consumers.1

Gartner (2020)
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Increasing employee engagement through early detection of 
employee dissatisfaction

With digitization, all communication and information behaviors have changed. Employees share 
their experiences with their employers on designated platforms. They give the organization 
feedback on publicly accessible platforms. As a customer, they expect the employer to take the 
feedback as a valuable impetus for improvement.

Employee expectations of their employer have risen to the same extent as customer 
expectations. At the same time, the talents want their feedback to be taken seriously and to 
optimize the company.

WHY IS EMPLOYEE EXPERIENCE IMPORTANT?

Employees expect employers to ensure they have positive experiences. Otherwise, they can 
change the company and speak negatively about the employer. In the context of increased 
employee expectations and a dynamically evolving, highly competitive market environment, it is 
essential for companies to retain the right talent and to acquire new ones.

STRATEGIC EMPLOYEE EXPERIENCE MANAGEMENT (EEM) GOALS ARE:

Quick reaction to address unwanted trends (quick optimizations and 
improvements) 

Increasing the performance of employees and teams

Retaining talents and attracting new ones

Reducing employee fluctuation

Increasing positive reviews and recommendation rate
(employer branding)
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HOW TO 
MEASURE 
EMPLOYEE 
EXPERIENCE?

 2 
The job market is changing rapidly. Millennials are gradually seeking 
leadership positions, and digitalization requires new skills and competencies 
from employees. It turns job profiles and makes many jobs redundant. Agile 
providers are crowding out legacy companies in the market. Anyone who 
wants to remain relevant in this dynamic environment is restructuring his 
organization.

A critical driver for a successful restructuring is the right talent. Given these 
challenges, companies need a digitally-driven competitive environment 
along with well trained, motivated, and committed employees to accelerate 
the company. Many organizations are aware of this, as a 2017 study 
conducted by Deloitte has shown. The four most weighted fields of action 
were the realignment of the company, career, and further development, the 
acquisition of new talents, and Employee Experience (EX), which aims to 
retain talent.2

Source: Deloitte Global Human Capital Trends Report (2017)
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Looking into the current development in the area of «Human Capital Trends», it can be found 
that a shift is taking place. Employee Experience becomes a human experience, an even more 
holistic view of the world of experience of employees who no longer want to find meaning 
and purpose in a job, but also want to understand their influence on society. In 2019, 84% of 
the business and HR leaders surveyed rated this development as essential, and 24% rated it as 
urgent.2

The urgency for Employee Experience, or human experience, is due to increased expectations 
and changing needs of employees for the companies. Companies are forced to meet them. 
Otherwise, the talents will leave the company.

WHY COMPANIES RELY ON EMPLOYEE EXPERIENCE

Today’s talents come with a diverse set of needs and expectations. They expect their employers 
to offer them great experiences as they are used as corporate consumers. They want to develop 
themselves in the company and contribute their opinions and views. Having meaningful work 
that influences social development has become more critical than ever. Employees want to know 
who is affected by their work. And they aim to combine work and leisure optimally.

The growing demand for talents creates a challenge for organizations to create the necessary 
conditions so that employees can gain positive experiences in the company, develop themselves 
as best as possible, and work for the company.  Companies that create mutual relationships, 
interactions, and workplace environments based on the needs of employees benefit from a 
positive effect on motivation, satisfaction, and employee engagement.  A high level of employee 
engagement is particularly desirable. Engaged employees stay longer in the company and 
perform better. They say good things about the company and thus attract new talents.

Satisfied, engaged employees also 
have a positive impact on Customer 
Experience. This is because such 
employees are committed to the 
needs of customers and try their 
best to meet their expectations—
the customer satisfaction increases.

These are some excellent reasons 
why a company must take a 
strategic approach to improve its 
Employee Experience. But what 
does that look like in practice?
How can a company measure EX 
and optimize it strategically?
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A HOLISTIC VIEW OF EMPLOYEE EXPERIENCE

To identify the areas that need development, you need to have a holistic view of the employees 
and the company. Every talent goes through different stages, from entering into a company 
to leaving the company. Several factors influence and shape the experience of a talent on his 
employee journey.

THE FACTORS

There are six factors, respectively, areas 
that provide Employee Insights to shape the 
Employee Experience.

1. Personal Requirements
What skills, personality, motivation, 
experience, etc. does a talent have? What 
expectations does it have of the future 
employer?

2. Organizational Framework
How challenging is the work, how good 
are the working conditions, what is the 
relationship between the supervisor and the 
employee, how good is the team work, etc.?

3. Employee-related Attitude
How committed is someone at work, how 
well can they identify with the company and 
its purpose?

4. Employee-related Behavior
How much effort does a talent put into his 
work, how much effort does someone put for 
his team and the company?

5. Employee-related Results
How satisfied is someone with his job, how 
good does he/she feel in the company? How 
well does someone feel being supported for 
his further development and career goals?

6. Business Results
What influence did the talent have on sales, 
improvements, innovations?
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MEASURING THE EMPLOYEE EXPERIENCE WITH 5 KPIS AND 29 QUESTIONS

Precise questions are formulated for the areas presented. For example, the ECHONOVUM 
EMPLOYEE INSIGHTS Platform works with only 29 employee questions that focus on the 
experience in the various areas. The data collected from the 29 questions gets translated into 
5 KPIs. They provide insights into the employee experience of the whole organization and 
organizational units.

Employee Engagement Score: How engaged do employees behave in 
their jobs, towards the team and the organization?

Employee Well-Being Score: How satisfied and balanced do employees 
feel?

Employee Retention Score: How willing are your employees to 
recommend you and to stay with the organization?

Leadership & Culture Score: How satisfied are your employees with 
their relationship with their supervisor, information, communication, and 
management?

Learning & Development Score: How satisfied are your employees 
with the development opportunities within the organization (career 
development, continuing education)?

The lean, periodic employee surveys with only 7 or 9 questions feel the puls of the employees 
quickly. They also learn that their opinion is essential. A feedback culture is gradually being 
established. This results in strength and credibility when managers respond rapidly to trends.

The KPIs provide information about the most important aspects of the mutual relationship and 
identify areas with potential need for development.
They support the organization in improving its Employee Experience.
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KEY TAKEAWAY
Employee Experience is not just a variable. It involves strategy to manage the factors that 
positively influence the Employee Experience. This in turn has a positive effect on the motivation, 
productivity and commitment of the employees.

The periodically collected employee feedback provides a holistic view of the Employee 
Experience in the company. Each sub-area is taken into account. The KPIs serve as an early 
warning system: Trends can be recognized and potential areas can be addressed quickly.
A company benefits from:

An increased employee commitment 

An increase in the performance of employee and team

Recognizing trends in corporate and leadership culture

Recognizing dissatisfaction with future prospects 

Reduction of the employee fluctuation

An increase of the talent recommendation rate and positive reviews

Do you have any more questions?
We will be happy to advise you further!
Sara Tadic
Senior Sales Executive
sara@echonovum.com
+41 44 244 19 14
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