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WORLDWIDE ERC® WEBINAR
DISCLAIMER

The views, opinions, and information expressed during this
webinar are those of the presenter and are not the views or
opinions of Worldwide ERC®. Worldwide ERC® makes no
representation or warranty with respect to the webinar or any
Information or materials presented therein. Users of webinar
materials should not rely upon or construe the information or
resource materials contained in this webinar as legal or other
professional advice and should not act or fail to act based on the
Information in these materials without seeking the services of a
competent legal or other professional.
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Webinar Instructions

Technical difficulties?
* Dial 866.779.3239, or e-mail questions to support@webex.com

Sound Troubles?

* If your sound quality is poor, check your Wi-Fi strength or connect
via cable.

« Call in using the phone number listed under the “Event Info” tab in
the upper left-hand corner.

To return to meeting room window:

 |f you are in full screen mode, you may return to the meeting room
window by clicking the View Meeting Room button located at the

bottom left corner of your screen. \


mailto:support@webex.com

Q&A Instructions

Q&A Dialogue Box:

Submit questions
through Q&A dialogue
box —

Box Is located in lower
right corner of screen

Do not use the Chat
Box

Be specific

You may submit your
guestion at any time

N\




CRP® and GMS® Certification

If you are a CRP® seeking CE credit for this webinar, you must
utilize the CRP® Recertification Credit Form, available online at:

http://www.worldwideerc.org/Education/CRP/Pages/crp-recertification-form.aspx

(please note that all (S)CRPs must use this form and pay the $8 admin
fee to receive CE credit)

If you are a GMS® seeking CE credit for this webinar, you must
Include the name/date of this webinar on your GMS® Renewal
Application (at the time you apply for recertification). The
Renewal Application is available online at:

http://www.worldwideerc.org/Education/GMS/Pages/GMS-Renewal-Application-Form-Video.aspx
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http://www.worldwideerc.org/Education/CRP/Pages/crp-recertification-form.aspx%20and%20the%20$8

Today’s Presenters

e Chris Pardo, VP Consulting and Marketing
e Susan Schneider, CEO
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EX - It’s a major trend

Organizations that invest
In employee experience
are more

productive
valuable
attractive
Innovative
profitable

and they have superior
stock performance
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XPERIENCE
MIVANTAGE

HOW TO WIN THE WAR FOR TALENT BY GIVING
EMPLOYEES THE WORKSPACES THEY WANT, THE TOOLS
THEY NEED, AND A CULTURE THEY CAN CELEBRATE




Employee experience
environments

cultural
environment

the 3 employee
experience
environments

physical
environment

technological
environment

Morgan, J. (2017) The Employee Experience Advantage.
Hoboken, New Jersey: Wiley & Sons
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Experience design

@ @

Experience design is both an art and a science.

You can design and manage every interaction
touchpoint in an integrated fashion.

You can deliver an unparalleled or
unrivaled experience, but you can’t do
it from your current vantage point.

©2017 Worldwide ERC®

®



jetBlue

AIRWAYS
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SANFIDRD

HEALTH
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Forever in blue jeans
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Come-to state
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Understanding the customer
journey

journey What are the major parts of the process
phases from beginning to end?

tOl:lCh What interactions do you have with your
points contact during each phase?

3 anxiety What is the level of stress?

pace What is the actual pace and what is the
ideal pace?

emotional What is the customer thinking and
state feeling during each phase?

s the customer need during
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Touchpoints

real estate relocation

seller
agent counselor
L BN BN BN BN BN AN ) L B BN B BN BN N L BN BN BN BN BN N L B BN B BN BN BN ) ..I...>

listing searching for selling buying packing
a home a new home a home a home and moving
AN it
home sale real estate potential household temporary
counselor coordinator buyers goods shipper housing
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Service vs experience

. real mortgage =tn=
tOUChpOInt estate agent inspector appraiser broker El']g u:'%eeynd
satisfaction touchpoint touchpoint touchpoint touchpoint satefaction

85% X 90% X 85% X 90% = 58.5%

Adapted from Exhibit 2, "Customer Experience:
Creating Value Through Transforming Customer
Journeys” (McKinsey & Company, 2016)
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Principles of behavioral
psychology

sequence segments control

« Hotels « Walt Disney « Norwegian

« (Cathay Pacific theme parks Cruise Lines
« Amazon + Pizza Hut
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Improving the EX

start doing

Identify simple things that you can implement to enhance
the experience of the relocating employee or client.

stop doing
Evaluate your current practices. Are there things that

you are doing that are not necessary or may need to be
adjusted to provide a better experience?
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Thank you for attending!

Visit the Worldwide ERC® web site at
www.worldwideERC.org, or contact

Worldwide ERC® for more information on
these topics. 703.842.3400
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