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Delivering high impact EX programs for the world’s 
leading brands including...
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PART 1
Why do we need to evolve employee listening 

programs?



WHAT’S 
IN YOUR 
FUTURE?

Customers Less 
Demanding

More 
Demanding

Employees Less 
Demanding

More 
Demanding

Product 
Lifecycles Longer Shorter

Disruptive 
Events Rare Common

A Bor



Executives see a more demanding future



UNCERTAINTY
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Experience Management (XM) 
is all about: AGILITY

✔ Continuously learn what people 
are thinking and feeling

✔ Propagate insights in an 
actionable form across the organization

✔ Rapidly adapt based on an ongoing 
flow of actionable intelligence



Investment in EX and CX = improved business outcomes
How many companies outperform on profitability?

CX below average CX above average

EX below average

EX above average

34% 51%

58% 73%



Listen to your employees!
Agree with the following statement: 
“My primary employer needs to do a better job of listening to my feedback.”

Base: 22,735 employees across 29 countries. Source: XM Institute Q3 2022 Global Consumer Study



Listen to your employees!
Agree with the following statement: 
“My primary employer needs to do a better job of listening to my feedback.”

Likely to look for a new job within the next six months

Base: 22,735 employees across 29 countries. Source: XM Institute Q3 2022 Global Consumer Study



Being employed isn’t just about having a job – it’s a part of a person’s value system

01 Instilling confidence that you are sailing a successful ship is critical to your employee 
experience

People will look for 
confidence 

03 Bad processes and inefficient systems are fueling employee burnout symptoms
Processes and systems will 

be questioned

02 Employees have been operating at surge levels for years. Now, they’re reclaiming 
boundariesNeed for Balance

04 More than a job

2023 Employee Experience Trends - key topics to listen for
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PART 2
How does technology help?



Availability of mobile devices

Employee Experience Software 
has developed from survey tool 
to full work flow management

Natural Language Processing 
Algorithms and AI 

HRIS Systems have improved

Digital sources for feedback 
about employers

Video Processing

Technology is changing too - rapidly

EX 
STRATEGY 

MUST 
EVOLVE



1/ TIME DRIVEN SURVEYS

Candidate 
Experience 

Onboarding/ 
Training

Work 
Anniversary

Training 
Feedback

Parental
Leave

Exit/ 
Off-boarding

Role
ChangeOngoing 

Development

Expatriation

2/ EVENT TRIGGERED SURVEYS

3/ WORKPLACE AND DEVELOPMENT

Always on feedback 
intercepts

 Technology & Support 
Assessments

ANNUAL CENSUS PULSE / SNAPSHOT PULSE / SNAPSHOT PULSE / SNAPSHOT

Q1 Q2 Q3 Q4

IT Transformation 360 Development

This helps evolve annual surveys to always 
on listening



… and in richer formats





Candidate experience 
with search and 
application through 
recruitment channels
Improve quality of 
recruitment pipeline and 
optimize hiring cost

Sales team feedback on new 
product enablement (content 
and delivery channels)
Improve % of training 
completed, # of sales member 
exceeding quotas

Employee experience on 
relocation process and 
moving to new team
Reduce HR admin tasks, 
increased mobility of top 
talents

New hires feedback on 
onboarding and their week 
experience
Improve time to productivity 
of early talent and 
engagement

Enable managers to have 
actionable conversations 
based on 360 feedback
Improve workforce 
productivity, reduce turnover

In the moment feedback 
on maternity program 
right after employee joins 
back
Higher employer brand 
rankings. Reduce 
turnover

Detailed survey to 
understand the engagement 
levels and drivers
Improve employee 
engagement/NPS score. 
Improvements in operating 
model

Capture feedback on 
new travel and expense 
system roll out
Improve tool adoption.
Improve success rates 
of new programs

Understand employees’ 
perception on gender 
parity issues
Improve gender parity & 
workforce diversity

Understand top 
reasons why top 
talent leave
Reduce employee 
turnover

1. Candidate Experience

2. Onboarding Experience

4. Performance 
Management

3. Training & 
Development

5. Growth & 
Mobility

6. Rewards & Benefits

7. Employee 
Engagement

9. Leadership & 
Culture

8. Employee Pulse

10. ExitRecruiting

Onboarding

Working

Paying

Manage 
Lifecycle

Closing

X

X +O

X

X +O

X

X +O

X

X +O

X

X +O

X

X +O

X

X +O

X

X +O

X

X +O

X

X +O

Companies are increasingly combining Experience data and Operational data 
- powered by better HRIS Systems



Leadership 
The opposite of 
a specialized 
view: 
High level 
trending on 
organisational 
KPIs.

Experts in the 
Functions 
Specialised 
information about 
their area of 
responsibility 
Fix common 
experiences that 
drive negative 
outcomes, such as 
attrition, absenteeism 
etc.

New tech delivers the right insights and 
nudges, fit for purpose 

Team Leaders 
Drive action in 
a simple, 
straight- 
forward way.
Expertise is 
embedded in 
the technology



Gather feedback even from outside the organisation



 20% 
of employees never tell their managers or their organizations 

what they really think

~



 90% 
of feedback is unstructured and unsolicited

~





Where to begin?
Companies usually progress on the horizontal before moving down

Foundational Employee 
Journey

Deep Dives Employee 
Development

The Workplace

Ba
se

lin
e

N
ex

t L
ev

el
Em

be
dd

ed

ANNUAL 
ENGAGEMENT

BI-ANNUAL 
PULSE

QUARTERLY 
PULSE

WEEKLY 
BAROMETER

CANDIDATE

ONBOARDING

EXIT

EXPERIENCE 
OPTIMIZER

DEI

WELL-BEING

360 PULSE

LEARNING 
EXPERIENCE

SERVICE DESK

TECHNOLOGY 
EXPERIENCE

TEAM VOICE

OFFICE 
EXPERIENCE

CSR

OTHER EX 
TOUCHPOINTS

HIRING 
MANAGER

OTHER TECH 
EXPERIENCE 

TOUCHPOINTS

Start here



What does this mean for HR?

These programs don’t 
happen overnight, they tend 
to evolve: Start somewhere 
impactful, scale quick.

Grow at pace

With many options comes 
the need for focus: Have a 
clear vision for what 
you’re trying to achieve

Focus

Quality and Quantity of 
People data increases, 
meaning HR reporting can 
become more impactful. 

More impact

New possibilities will not 
be embraced without an 
evolution in culture to 
match the change in 
technological possibilities. 

Culture change

To reap the rewards, you 
will need different skills 
and capabilities. For 
instance in the field of 
analytics and modelling, 
but also in IT

New capabilities1

3

2

4

5



01 Frequent feedback is a 
competitive must

03
Feedback from internal 

sources can be enriched with 
operational data and 

unprompted feedback

02
Fortunately, new technology 
makes gathering, analysing 

and acting on feedback much 
easier

04
HR will have an even stronger 
impact, but must invest in the 

right skills and capabilities

To recap



Feel free to reach me at:

jhoutman@qualtrics.com
https://www.linkedin.com/in/joost-houtman/


