
CONTENTS

About the author  xi

Foreword  xiii

Acknowledgements  xv

Introduction  1

01	 Why employee experience is a business imperative  5

Customer and employee experience  5

Technology and employee experience  7

From employee engagement to employee experience  11

Community, not corporation  12

Great expectations – the search for meaning  14

Humans, not resources  17

We don’t belong  20

Summary: Why employee experience is a business 
imperative  22

References  23

02	 The experience challenge  27

Context, connection and community  27

Creating an EX MOVEMENT  30

Summary: The experience challenge  45

References  46

03	 The principles and lens of experience  49

Customers, consumers or employees?  50

The principles of EX  52

The lens of holistic EX (HEX)  54

Summary: The principles and lens of experience  77

References  78

EMPLOYEE EXPERIENCE_01_WHITTER_9780749491727.indb   7 7/6/2019   6:17:18 AM



Contentsviii

04	 Defining the employee experience strategy  81

An authentic everyday experience  85

Case study: Defining EX at Mynt  86

Discover  89

Disrupt  96

Case study: Defining EX at Sykes Cottages  99

Summary: Defining the employee experience strategy  103

References  104

05	 Designing the employee experience  107

The convergence of principles and humans  109

Case study: A high-impact EX journey – Starbucks  121

Well-designed EX, world-class CX  124

HEX by design  125

Human and technology  127

Case study: Designing across the HEX at Maxis  129

Leadership by design  133

Case study: Transforming the EX at Sky  136

Summary: Designing the employee experience  140

References  141

06	 Delivering the employee experience  143

Experience innovation  143

Changing by experience  145

Real impact in the right places  146

Better questions, better results  147

Big and small – every experience counts  148

Setting EX priorities  148

Case study: Pioneering EX at Airbnb  150

Freedom within a framework  154

Case study: Deepening EX into SAP’s merger and 
acquisition strategy  155

Communicating, sustaining and evolving the EX  157

Intelligent actions: nudging and networking to EX 
success  162

Networks and technology with impact  164

EMPLOYEE EXPERIENCE_01_WHITTER_9780749491727.indb   8 7/6/2019   6:17:18 AM



Contents ix

Case study: Deepening the EX at Haidilao  166

Growing deliberately through coaching and action  170

Summary: Delivering the employee experience  171

References  174

Epilogue  177

Index  183

EMPLOYEE EXPERIENCE_01_WHITTER_9780749491727.indb   9 7/6/2019   6:17:18 AM


