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Building an employee-centric culture

Many organisations are adopting an employee-centric approach,
but what does this actually mean? Put simply, it means your strategy
is designed with your employees at the heart. It's a step on from
traditional employee engagement practices, and vital to success in
today’s workplace.

WQORGVKVKQP HQT VCNGPV KU KPETGCUKPI PGY IGPGTCVKQPL
RCVVGTPU CPF ECPFKFCVGU JCXG OQTG CEEGUU VIJCP GXGT VQ
9JGP KV EQOGU VQ CVVTCEVKPI UWRRQTVKPI CPF TGVCKPKPI 1

6Q DG UWEEGUUHWN [QW PGGF VQ ETGCVG C EWNVWTG VJCV
FGUKIP CP GORNQ[GG GZRGTKGPEG YJKEJ TGfGEVU [QWT VCT
FQPoV VIJGTGoU C XGT[ TGCN TKUM QH C ICR FGXGNQRKPI DGVY
GORNQ[GGU UGG FC[ VQ FC[ 6JKU E& EmpdyedsGayChgywvduick P |

jump ship if their culture deteriorates.

Our guide will explain the principles that underpin employee experience (EX), show you
how to create a culture for success and share practical steps you can take to improve your
employee experience.
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https://www.glassdoor.com/blog/mission-culture-survey/

SGHQTG [QW FGUKIP [QWT GORNQ[GG GZRGTKGI
target culture with your employees at the heart.

Your target culture is the way you need to do things in order to deliver on strategy. This
GPEQORCUUGU VJG XCNWGU DGJCXKQWTU TQWVKPGU VGEJP
required to deliver the strategic outcomes you are seeking.

Look at your target culture as the anchor against which you design and assess your employee
GZRGTKGPEG +V UJQWNF TWP VITQWIJ CNN VIJG RTQEGUUGU R
CPF DG CRRCTGPV CV GXGT[ UVCIG QH VJG GORNQ[GG LQWTPG]
EQPVTCFKEVQT[ CPF EQPfKEVKPI GORNQ[GG GZRGTKGPEGU
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Strategy

Keep employees at the heart of your strategy, your purpose and culture.
These inform the design of your employee experience.

Need a hand?

Our organisation scientists are experts at understanding your organisation and designing a culture
VJCV JGNRU OGGV [QWT DWUKPGUU IQCNU

> L earn more about our culture workshops

Peopleﬁnsight



https://peopleinsight.co.uk/app/uploads/2020/01/Defining-your-desired-company-culture-final.pdf 

Terms to get your head around

.GVoU DTGCM FQYP VJG MG[ RJTCUGU VQ FQ YK

Employee experience (EX) KU JQY [QWT EWTTGPV EWNVWTG CPI
GZRGTKGPEGF D[ GORNQ[GGU DGHQTG FWTKPI CPF Ct

Employee engagement (EE) KU C OGCUWTCDNG QWVRWY QH JQ
CETQUU VIJGKT GORNQ[GG LQWTPG] 'ORNQ[GG GPICIGC
goal of improving your employee experience.

The employee journey TGHGTU VQ VJG MG[ UVCIGU ECPFK
RGTHQTOCPEG ITQYVJ CPF GZKV CPF OQOGPVU QH VT
employee experience.

Employee experience programmes adopt a design-led approach to
ensuring that the reality of employee’s experiences matches the target culture
throughout the employee journey.

Peopleﬁnsight



Plotting your EX journey

Taking an employee experience approach means using exciting new
ways to design, measure and manage the realities on the ground for
candidates, employees and alumni.

Before you start to plan your EX journey, take time to assess if your target organisation
culture is in place. This is the ‘anchor’ of your EX programme and vital to its success.

9JGP [ QWoTG TGCF[ VQ UVCTV WUG VJGUG UVGRU VQ

Map each of the 5 employee stages - look at the processes, procedures

CPF VQQNU CV GCEJ UVCIG 6JGUG EQWNF KPENWFG 1
induction processes; team welcomes; goal setting and performance

management procedures; learning and development platforms; core

tools and technologies; exit processes and alumni networks.

a Identify who is involved at each stage - this might involve several
personas at each stage, for example at candidacy consider the experience
of the candidate, the recruiter and the hiring manager.

e Identify the outcomes you are seeking at each stage FGUETKDG YJCV
‘good’ looks like from each of the persona perspectives.

Review your data EJGEM YJCV HGGFDCEM [QW EWTTGPVN] |
key people at each stage, and consider whether this provides you with
UWH,EKGPVY CEVKQPCDNG KPUKIJV VQ GPUWTG C ITGCV

a Identify culture stabilisers and destabilisers - agree how well each
UVCIG TGfGEVU [QWT VCTIGV EWNVWTG YJCV GNGOGF
EWNVWTG EWNVWTG UVCDKNKUGTU YJCV GNGOGPVU
EWNVWTG EWNVWTG FGUVCDKNKUGTU

e Identify any new actions or approaches for each stage - identify what
PGGFU VQ EJCPIG CPF CUUQEKCVGF QDLGEVKXGU CPF ¢

Peopleﬁnsight



(continued)

'm OCRRKPI

Stage

What processes /
procedures are in
place?

Who is involved?

What outcomes
are we looking for?

What data
do we have?

What are our
culture stabilisers
and destabilisers?

Key action areas

#P GZCORNG

Candidacy

Job application
forms

Interview
procedures

Assessments
and tests

Candidate
Recruiter
Hiring manager

Positive
candidate
experience

Positive recruiter
experience

Positive hiring
manager
experience
‘Right’ time to
hire

Candidate
survey

Recruiter/agency
feedback

In-house
recruiter team

Values based job
advertisements

%WNVWTG
assessments

Revised
candidate
communications

Peopleﬁnsight

Onboarding

Induction
Team welcomes

Probationary
reviews

Employee
Manager
Team

Role clarity
'ZRGEVCVK
Initial
engagement

Likelihood of
retention

Fast ramp to
productivity

Joiners survey

Probationary
interview

CEO induction
day

Probationary
reviews are
inconsistent

Updated role
guides

Manager’s
onboarding
checklist

)

Performance

Goal setting

Performance
management
procedures

Bonus and
salary reviews

Employee
Performance
manager

Team

High levels of
rformance and
' €éngagement

Values being
lived
Inclusion
Wellbeing

Census surveys
Pulse surveys

Performance
review data

Listening posts

Performance
metrics don’t
align with value,
some measures
are contradictory

Some issues
relating to peak
workloads

Resilience
workshops

Hard bake
values within
performance
review

Growth

Learning &
development

Management
training

Employee
Manager
L&D co-ordinator

Management
capability

Learning &
development in
line with
personal and
company goals

Talent retention

360 feedback

Competency
assessment
data

Talent
management
data

Learning portal
content is good,
but visibility is low

Time is not
routinely
scheduled for
L&D

Lunch and
learns

E-learning portal
relaunched

Exit

Exit interview

Informal alumni
network

Employee/alumni
HR

Positive exit
experience

Alumni retained
as positive
advocates

Leaver surveys
Exit interviews

Loss of contact
with alumni

Exit interviews
often not
informed by
other data

Alumni

social network
group to be
established

Exit survey
data to feed
exit interviews




Once you’'ve mapped the stages of your employee journey, consider
JOQY VQ ICVIJGT GORNQ[GG HGGFDCEM CV GCEJ

6JKU KU NKMGN[ VQ TGSWKTG C TCPIG QH NKUVGPKPI OGVJQFU
different approaches to help organisations understand how well their employee experience
aligns with their target culture.

%CFGPEG KU MG[ VJG fQY QH HGGFDCEM PGGFU VQ OCVEJ [QW
CEV WRQP KV 2GQRNG FQPoV IGV UKEM QH UWTXG[U DWV QH VW
UWTXG[ HCVKIWG D[ FGOQPUVTCVKPI VIG CEVKQPU [QWo0oXG VC
received.

Need help de ning your listening strategy?

> Read our full guide

Deopleﬁnsight


https://peopleinsight.co.uk/app/uploads/2020/01/New_People-Insight-What-is-an-Employee-Listening-Strategy.pdf

(continued)

9JKNG [QWT NKUVGPKPI UVTCVGI[ YKNN DG VCKNQTGF
VIRKECN EQORQPGPVU OKIJV KPENWFG

Surveys

» Candidates, new joiner and leaver surveys — for insight at key moments of the employee
lifecycle
» Census surveys to track employee engagement in depth
* 4GIWNCT RWNUG UWTXG[U HQT SWKEM HGGFDCEM QP RTQITGL

. HGGFDCEM HQT NGCFGTU CPF OCPCIGTU VQ JQPG VIGKT R(

Listening groups

« +P RGTUQP QT XKTVWCN HQEWU ITQWRU VQ
a.) Give qualitative feedback on important issues

b.) Crowdsource solutions to problems raised in surveys

Online platforms

Online discussions & polls for quick responses

Ideation platforms — taking ideas and suggestions into further detalil

Organisation network analysis — identifying connections and silos

Scraping social media and review data — e.g. Glassdoor

In person listening

* 5VCPF WR 3 #U TCP D[ NGCFGTU

* 6GCO OGGVKPIU CPF UHQT OQTG NQECN FKUEWUUKQP
CPF VQ IGPGTCVG HGGFDCEM

Peopleﬁnsight _




' CV.YQTM #VVTCEVKPI PGY VCNG(

With competition for talent on the rise and up to 5 generations
entering the workforce, many employers are looking to
expand their talent pool. When looking to attract employees
from different demographics, ensure that your culture is set

WR VQ GPCDNG YJCV [QWOoTG RKVEJKP H [Q

QHHGTKPI fGZKDNG YQTMKPI CPF EQPV KPI

have the tools and tech in place to deliver this. Consider the

cultural changes it might require too, such as developing Southampton

OCPCIGT DGIJCXKQWTU VJICV FGOQPUYV Tm=hlli:lNeille VTW

and valued whatever their choice of working pattern or

location. # EJCPIG QH NGCFGTUJKR
vision prompted a culture refresh

This could also require you to overhaul existing processes CV 5QWVJCORVQP (QQVDCN]

to ensure a consistent experience at every stage. Consider Iﬁvé Q’l\)l(l\(lBC I;)(E)BIC\)/(IS(’Q\II:’NGYUK VFJGé

whether your recruitment campaigns are targeting the right Getting to the values was easy; the

FGOQITCRJKE KH ECTGGTU RCIGU TGfGEVYGZVFRXIGTU-E EOOA HKE T

KPVQ VG DWUKPGUU CPF O
demographic make-up of your interview panel and what you gy R CNRGE

VJ
ECP NGCTP HTQO VJG HGGFDCEM QH WPFF@{I{he’{@TﬁO}e@Hﬁe?%@F ITQ)
identify moments of culture clash,
which included their recruitment
and induction processes. Value
DCUGF SWGUVKQPU YGTG KP
« Do our recruitment processes present us as a tech-forward, along with a two-day induction

fGZKDNG GORNQI[GT! (QT GZCORNG E C Progr@me @it RipeK B O K Q P H
DG UVCTVGE CPF PKUJGEF QP C RJQPG' values apply to individual roles

and helps colleagues incorporate

A EX perspective might prompt you to consider:

- Do our core technologies and workspaces support secure, fhe_ Vrf‘t'“es frorln iz SR tpeof"e
nsi 's annual engagement surve
OQDKNG YQTMKPI! ‘ 999 J

helps measure progress, assess

YQTM NKHG DCNCPEG CPF GX
[ ]
Doesourengagementsurveymeasurepeoplesperceptlons GNN VJIG XCNWGU CTG GODG

CTQWPF YQTM fGZKDKNKV[ CPF YQTM N&Hn@reg@gh&gg@@gwre
QH OCKPVCKPGF VJTGG [G
row.

> L earn more

Deopleﬁnsight _



(continued)

' CV.YQTM 'PCDNKPI EWUVQOGT

Similarly, if your aim in a competitive consumer marketplace

KU VQ YKP D[ FGNKXGTKPI QWVUVCPFK
experiences, then you need to create a culture where front-

line employees are empowered to respond to any issues and
delight the customer in the moment.

‘Computer says no’ won't cut it and neither will micro-
management or elevated and slow decision-making
processes. Employees need to have the freedom to respond

to customer needs and have some meaningful options
KOOGFKCVGN[ VQ JCPF YJGP KV EQOGU
delighting customers.

An EX perspective might lead you to consider:
« Do our values translate into management and supervisory
DGIJCXKQWTU VJCV GORJCUKUG FGNGIC(

« Do our 360 tools and management development
RTQITCOOG EQXGT VJG UCOG XCNWGU

* 9JCV FQ NGCXGTU UC[ CDQWYV UWRGTX
&Q YG CUM VJIGO VJG SWGUVKQP!

Deopleﬁnsight

The Nottingham

When Nottingham Building Society

launched a multi-million pound

digital change programme, their 3TO ?‘

CODKVKQP YCU HQT OGODGTL

more control over how they access

their services and colleagues
: : TU!

empowered to deliver exceptional

experiences. Changes for customers I

KPENWFGF KP DTCPEJ XKFGQ

advisors, a new e-savings portal

CPF fGZKDKNKV[ QXGT JQY VJ

VIJGKT DTCPEJ

The transformation involved
UKIPK,ECPV EJCPIGU CPF TG
for colleagues, and a culture shift

to help leaders share the vision for

EJCPIG CPF GPCDNG EQNNGC
wow customers in their new roles.

The Nottingham developed a new

‘Doing the Right Thing’ culture

framework, with values which are
EQOOWPKECVGF CPF TGfGEVG
the organisation. People Insight

designed a cultural assessment

to help The Nottingham measure

where they stood at the start of

the process, measure progress and

NKUVGP VQ EQNNGCIWG HGGF

> L earn more



(continued)

' CV.YQTM 6TCPUHQTOKPI KPFWUVTKGU

If your goal is to disrupt a traditional industry with impressive new technologies, then your

culture needs to foster experimentation and permit, even thrive on, mistakes as something

to learn from. You also need to ensure that a full range of perspectives and experiences are

valued and incorporated in decision making. Provide opportunities for different personality

VIRGU VQ EQPVTKDWVG VQ KPETGCUG VJG EJCPEGU QH DTGCNMW
VTCEVKQP 'XGT[ VGCO OGODGT PGGFU VQ HGGN VJCV VJGKT RC

An EX perspective might lead you to consider:

* Do leaders openly talk about the mistakes they have made and lessons they have
RGTUQPCNN[ NGCTPV!

* &8Q QWT EQTG EQORGVGPEKGU KPENWFG GZRGTKOGPVCVKQP ¢

* &8Q QWT RWNUG UWTXG[U OGCUWTG RGQRNGoU RGTEGRVKQPU

« #TG NGCTPKPI CPF FGXGNQROGPV CEVKXKVKGU FGUKIPGF VC(
CPF RGTUQPCNKV[ UV[NGU! #TG OCPCIGTU VTCKPGF VQ TGEC
KPENWUKQP!

Peopleﬁnsight



Implementing an EX programme will mean viewing your current
activity through a new lens.

7UG VIGUG SWGUVKQPU VQ RTQORV [QWT TGXKGY

* Is our organisation’s target culture described in measurable and
behavioural terms? (QT GZCORNG KU [QWT EWNVWTG VJG TKIJV (
[ QWT QDLGEVKXGU! #TG XCNWGU FG,PGF CPF KP RNCEG RC
OCPCIGTU !

9JCV *4 UKNQU QT NGICE[ U[UVGOU GZKUV VJCV OKIJV TG
employee experiences?

* Are candidates, employees and leavers able to meaningfully feedback
on their experiences at each stage?

* Are measurement tools customised to consistently track our target
culture?

Need a hand?

People Insight's Employee Experience Journey Mapping workshop helps align your employee
GZRGTKGPEG YKVJ [QWT VCTIGVY EWNVWTG .GF D[ CP QTICPKUCVKQP UEK
a long-term vision for your employee experience and identify the actions to achieve it.

> Find out more

Deopleﬁnsight -



People Insight design and deliver highly successful programmes that improve
the experience, performance and retention of tens of thousands of employees
NKMG [QWTU CETQUU VJG RWDNKE RTKXCVG CPF PQV

2CTVPGT YKVJ WU CPF HGGN EQP,FGPV MPQYKPI VIJCV [QW JCX
UWRRQTV CPF NCVGUV VIKPMKPI VQ CEJKGXG [QWT DWUKPGUU

6CNM VQ WU CDQWYV

* Employee experience (EX) journey » Design and facilitation of listening posts
mapping » 360 feedback design, implementation
* Values and behavioural framework and coaching

development « Executive insight and action planning

» Candidate, joiners and leavers surveys workshops

» Census and pulse surveys

We'd love to talk

6Q ,PF QWV JQY 2GQRNG +PUKIJV ECP JGNR [QW GXCNWCVG CF
CPF EWNVWTG EQPVCEV WU CV

9 peopleinsight.co.uk  ~ 0803 142 6511 ~ ehquiry@peopleinsight.co.uk

People Insight, 33 Foley Street, London, W1W 7TL
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