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5 Perspective and way
forward in HRM & IR

The trends indicate that Managers
perceive a tectonic
relationship between
IR and HRM.The
emergence of HRM,
does not rule out the
effectiveness of IR
fully in the post
liberalization period.
An article by Viresh
Mathur & Dr. Manju
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Idea in brief

Workplace productivity

1. Start with an inside-out look at your core purpose
2. Map your culture to understand the values
3. Determine who your customers are

4. Map the employee journey to understand what
re currently delivering to employees

experience you

5. Treat Communication as a strategic activity

The entire employee experience plays
a very crucial role in ensuring that employee
productivity is at its best.
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n a regular week, life is full of :

Activities which expect you to str

conceptualize, co-create, collaborat

times, focusing on day-to-day operat

weekends usually come in as a bi
fresh air. Not that the work responsibilities (24x’
lesser, but most importantly, it gives me sol
Time". It's that time which helps me to unwi
recharge my batteries.

One of the activities of my "Me Time" is catc
with Bollywood movies. Movies which m:
experience a different world. While I can write
various learning that I have gained through (
that's not what I want to focus here. Post one suc
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Workplace productivity

outing, I went to KFC to enjoy the new spicy Paneer

Ginger Burger. I asked my husband to grab a seat,
while I went to the counter to place the order.

At the counter was this sweet little girl, barely
out of her high school, welcoming me with her
pleasant smile. Post taking the order, she
recommended some combo meal explaining how it
would increase my overall experience and also will
not drill a hole in my pocket. She asked me to take

a seat since my o1de1 would take a few mmutes I

The experience an
organization
delivers to
customersis a
reflection of the
organlzatlon and

explain their own tasks without reference to the
overall process of flight departures. Employees
involved in the flight departure process displayed a
great deal of blaming towards each other for late
departures and other negative outcomes.

On the other hand, employees in the airline J
focus on subjective issues, what they call human
software. Their first way of differentiating
themselves from their competition was to focus on
1n ﬂlght serv1ce They have the gold standard in 1n
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experience, the role of employees often comes up. We
talk about the importance of employee
empowerment and how critical it is that employees
feel free to make decisions that are right for
customers. We discuss tactics like hiring,
socialization, and rewards that can help
organizations build corporate cultures that reinforce
customer-centric attitudes and behaviours.

Rarely - if ever - does anyone ask me about
actually designing the employee experience.

As T've said before: Great customer experiences
don't happen by accident - they have to be actively
designed. In other words, you need to follow a
structured process to ensure that you're meeting
customers' needs and enabling interactions that are
easy and enjoyable for them. While the discipline of
design hasn't yet become main stream in the
business world, companies around the globe - have
started to embrace the value of design in customer
experience. Theyre conducting ethnographic
research to uncover customers' hidden needs. They
are bringing customers in for co-creation sessions to
develop new experience ideas. They are iteratively
prototyping and testing the proposed solutions.

So why aren't these two concepts - employee
engagement and experience design more
frequently combined? In most companies that I
know of, even in those where customer experience is
a priority, the employee experience just kind of
happens. The IT department implements a new
CRM or accounting system, finance and human
resources introduce new policies and procedures,
the facilities group moves employees to a new and
unfamiliar location - and employees must learn
(mostly on their own) how to adapt to these changes
and integrate them into new ways of working. But
just like great customer experiences, great employee
experiences - those that enable employees to support
customers as they are supposed to - don't happen by
accident. They have to be actively designed.

Employees are on a journey....Help them
create great stories!

How do we inspire employees to deliver great
customer experiences? Is it as simple (and as hard)
as designing great employee experiences?
Experiences that motivate and support employees
to work, allowing them to learn, slay dragons, be
happy, transform and develop mastery along their
own life's journey.

If you're ready to cross the threshold along your
own journey to transform your enterprise, here's a
possible roadman for tackling the challenge:

Workplace productivity

Companies
striving to improve
employee
engagement
rarely develop an
inclusive view on
end-to-end
employee
experience, across
processes, across
every employee
touch point.

¢ Design the desired customer experience.

¢ Map the employee journey to understand what
experience you're currently delivering to
employees.

¢ Design the desired employee experience.

¢ Architect a platform that allows you to deliver
on the experience.

¢ Treat Communication as a strategic activity

(think content marketing for employees)

The key lies in the details. There's no one right
method to deliver great employee experiences that
align with the customer experience. Every enterprise
is unique. But there are organizations out there that
are doing some really interesting work in this area.

Few organizations through their innovative
approach have leveraged their employee
experience as a brand differentiator:
¢ FAB: The Fab Way. It is making people smile.

Everyone's got a customer, be it external or

internal. Ask yourself, "Will it make my

customer smile?" If yes, do it. If not, don't do it.
¢ Netflix: Freedom and responsibility. Shaping
the employee experience through culture.
¢ Hubspot: Creating a lovable company.
Solution for the customer. Not just their
happiness, but their success.
¢ Zappos: Delivering Happiness. Zappos is
committed to WOWing every customer.

¢ Lululemon: Lululemon Athletica has carefully
cultivated culture. Every employee is
encouraged to create a vision for their ideal life
with goal setting.

¢ 02 Fans and fandom. If our people are not fans of
the business, theyre not likely to inspire
customers to become fans, so it all starts with
our people.

¢ Google: Not a happy accident: how Google
deliberately designs workplace satisfaction

Companies striving to improve employee
engagement rarely develop an inclusive view on
end-to-end employee experience, across processes,
across every employee touch point. And all too
often the employee experience conversation is
simply an add-on to employer branding. It's time to
take the employee éxperience seriously and think
about ways to optimize the hundreds of touch
points between employees and the organization.
Why? Because it is a critical component for

managing cost, fostering collaboration, and
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