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Why does
onboarding
matter?




Why do you do onboarding

in your organization?

a.
b.

oo

To deliver a great employee experience
To ensure new employees are set up
for success

To boost engagement of new starts

To drive productivity and performance
To deliver on the employer brand
promise




The impact ot onboarding

82% more likely to remain for

more than 3 years
#1 | Reduces turnover costs (Glassdoon) y

60% faster to reach productivity

#2 | Accelerates time-to-productivity Brandon Hall Groun)
Brandon Hall Group

#3 | Enhances engagement and satisfaction 2.6 X more likely to be engaged
(Gallup)
#4 | Influences long-term commitment 31 % icave within the first 6 months
(Digitate)
| 60% high l ferral
#5 | Builds brand advocacy 0 higher employee reterrals

(Glassdoor) @



Where are we
going wrong?




How Is onboarding
experienced? pm

To login, you need to use the company provided laptop.
The provided password doesn’t work.

Y . .. To open a ticket, you need to use the company email, which only works on the compan
Fi:} joltjames123 - 3y ago - ,apt:p Y i 4 o

Took me like a month to get onboarded for a 3 month internship and then they didnt have anything important After talking to many people to finally be able to open a ticket, you ask to send the email to
the personal email. The first email goes there...

for me to do
Then, when 3 days later you can connect to the company email, you see an email that says:
0 49 {} O Reply Q Award @ Share b= Do you still need any help with issue X?
z Then another email: As you didn't say anything, | am closing this ticket as problem solved.
neonreplica - 3y ago -
Then, when | finally start the real on... (more)

I'm on my 3rd full-time real dev job and I've never had an "on-boarding" or mentor Hupvote OO

-

Every time I've just had to play "obsessed detective" and study the code on my own and strategically bother
various colleagues when | get stuck

¢ 14 O O Reply £ Award 2> Share
| took a job that | regretted very quickly. Among other things, | had to go to the storage

It took 2 months to get a corporate email address. And that was fast from what peopli building to “pick out" my desk, then find a janitor to move it. No one gave me any
me. My job was largely email based. | learned other stuff in the meantime and used a  instructions or guidance or training, | was completely on my own.

personal email address when | REALLY needed to send email. Getting access to the -~

databases, that was 6 months to a year. A Upuomk | 32 o G

The best part, | worked at a business process outsourcing company. We told people how to
be more efficient and effective, but we didn't eat our own dog food.

329 views - View 1 upvote - Answer requested by Ethan Jennerich 1 of 3 answers




What are your biggest

challenges in onboarding?

There is so much admin to do that it is

overwhelming

b. Istruggle to coordinate all the various parts of
the process

c. Our processes are unstructured and difficult to
repeat

d. Iam notsure if our onboarding process is
focused on the right things

e. We don’t have technology to support the

onboarding process




What makes the onboarding
experience tail?

Multiple role players shape the experience One-size-fits-all approach

Administrative and operational burden Neglecting support beyond 90 days

Disjointedness of the experience Failure to gather feedback




Tactics to elevate
the onboarding
experience




How can we elevate the
onboarding approach?

Tactic #1

Applying EX desigh methodology to the onboarding process

Tactic #2

Balancing efficiencies with personalization through technology

Tactic #3

Establishing continuous listening mechanisms




Tactic #1

Applying EX design methodology to the onboarding process

What does it entail and why

is it relevant? G a e Y
Designing O_UtS|de"n. _ B\ UNDERSTANDING DETERMINING ) UNPACKING ¥
Understanding specific ‘WHY’ “WHO’ y

3
3
(S hared) needs Why does this Who does this What should this How is this experience é
D Id@ﬂtlle ng moments experience matter ? experience matter to? experience look like? shaped and measured? §
that matter |
D Deﬁ N | ng rOI.e playe rs Implement, review, revise, realign !

systems and processes




Tactic #1

Applying EX design methodology to the onboarding process

Traditional inside-out
approach

e Linear process

e Usually standardized
across all employees

e FocusedonHR
processes to be
completed

e Main outcome that is
driven is to ‘activate’
new employee

Wesk sfter start

J

Active Employ

3G

SendSwag

v

B

uest new Identify ororder IT
yeeforms equipment
v v
i’l S 3
2r Amex, IT equipment Add to
)ess cards setup HR systen
v v ¥
E) - on
L)
EX- '
[
Ttation Welcome lunch  Review g
proced
j |
® °
.ﬁ ia
3 Ctherfollow-on
t= t
Benefits meeting =

— New employee tasks template o

® new item or edit this list

All ltems  «es Find an item L | SAVETHIS VIEW
v Task name ¥ Assigned to

Identify or Order IT Equipment - Mark
Order Business Cards .« Kathryn
Obtain PM / Mentor assignments from Manager .« Deborah
Key to building and office .« Courtney
Explain the Welcome Party and give them some ideas « Kathryn
Check employment eligibility via E-verify .« Deborah
Explain the Activity Fund . Courtney
Hold benefits meeting «» Deborah

Relative due date T
-21

-14
2
1
2
2
7

30

Task priority

Active

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Yes

Task Stage
Pre-Hire
Onboarding
Onboarding
Onboarding
Start week
Start week
Start week

Active employee

O




Tactic #1

Applying EX design methodology to the onboarding process

EX driven outside-in

approach @\4% @\ﬁ

Lot g
irst impression ettin amiliar arting 1o iaen aining con ence
moments that matter 5 g g & P

e Flexibility to

. bout Meeting the team and start- Getting to know the | feel part of the team and | feel confident to be myself
accommodate various ngag- ing to explore the organisa organisation and people know my way around the or- and | can take initiative
ivities tional environment. Receiving Starting to work on content ganisation. Sharing experienc- Work on full potential and
needs IT access and setting up ac- and job role related activities es with organisation with have an impact on the orga-
counts family and friends nization

e Focused on experiences

to deliver

e Main outcome that is @ @ Q
driven is to ‘enable’ new
employee Gl o g

orrers or stay at practice company were way they were recejved effective onboarding gentity are ’ IKely to rej J P




Tactic #1

Applying EX design methodology to the onboarding process

BENEFITS
POTENTIAL PITFALLS
Addresses the specific needs of real
employees 1. Balance standardization with
Shapes the desired experience personalization
Facilitates process development 2. Catering for too many needs

w

Enables technology investment Risk of over-complicating if you do not
decisions follow a methodology

Identifies where we should listen

Beyond the first 90 days

e 4
e 4
e 4
e 4
e 4
e 4




Tactic #2

What does it entail and why

H

H

Balancing efficiencies with personalization through technology

In onboarding, technology has to do one (or more) of these things:

is it relevant?

Using technology to do
the heavy lifting
Leveraging technology _- Deliver

to personalize the Enhance Optimizes sersonalized
experience efficiencies processes experiences
Tracking and managing
the end-to-end
experience




Tactic #2

Balancing efficiencies with personalization through technology

Automated and standardized Automated and personalized

e Automated onboarding Al-powered onboarding
emails assistants . .

e Document collection Personalized learning Considerations:
platforms paths

e  Benefits enrollment Automated personalized )
platforms surveys e What problem IS

e Task automation tools Interactive chatbots with

i technology solving?

c
_.C:) Data-driven onboarding e Which experiences
= pratielns should it enable?
b= : : - e Where will it unlock
S Basic use Customizable application )
< e Document storage e Custom onboarding most business value?
systems portals ; ;
e Standardized emails e Digital feedback surveys ° What Investment is
e Shared calendars e Role-specific content requwed?

e  Basicvideo conferencing

Personalization




Tactic #2

Balancing efficiencies with personalization through technology

Automated and standardized :
e Automated onboarding Onboarding task example

emails

e Document collection . gain : 5 & :
olatforms Benefits Form Saves HR time, ensures
H @ Benefits with Gusto Poy Period: April st - 6th £ . .
: Completion . ~curate data, timel
e Benefits enrollment P e e e oabe i ’ y
® Menu
platforms * . 9 \pletion
mw Coverage and enrollment details
e Task automation tools N . .
L e— Enroll in benefits
Q
Health Plan Information &
= Choose your health plans
i “ S " Pick a plan for each benefit type,
i or decline coverage:
B Medical UnitedHealthcare. Select Plus Silver BHCM / 855 [1/2/3/4]
&
: © edica
a UnitedHealthcare Select Plus Bronze HDHP BHBQ / 856 [1/2/3/4]
@
| o — 9 o
* Dental Principal Principal Dental Plan 4
o Covocdas Eispluyen oy Covavite Bevarocts
Your company covers 75% of the pr " Employee pay: premium.
&0 o =
Vision
Beam CA Beam VSP Choice Plan 2

Estimated company costs

Estimated Medical Costs $2,993 per month

Estimated Dental Costs $ 501 per month “el :
2 Coverage for these benefits will begin

Estimated Dental Costs $102 per month on January Ist

Total estimated company

costs $3,596 per month /




Automated and standardized

Tactic #2

Automated onboarding
emails

Document collection
platforms

Benefits enrollment
platforms

Task automation tools

Balancing efficiencies with personalization through technology

Map your contact's journey
Guide each contact’s journey by plotting the
points they can visit along the way.

Learn how to create a customer's journey

Rules
1 & /e
Wait
Delay
Actions

I Send email

I Q Add or remove a tag

Gets email

Contact Exits

First, a contact is added when...

A tag is added to their audience data
All eBooks

= Filters

Next, the contact

5 Joins 'Yes' path

If Landing Page Activity signed up on H...

Yes No

gsagement
mnanual work

e Add starting point

Add or remove a tag

00Se an existing tag

©

Contact Exits




Tactic #2

Balancing efficiencies with personalization through technology

Automated and standardized
e Automated onboarding

emails ' O Onboarding Project: Zoe Wong £8 Q [+ -}
e Document collection o nlines coordination
platforms B - _ )
° Beneﬁts enrollment + Add Task @ Incomplete tasks = Filter ™ Sort 8% Customize ']SU res t| mel_y taSk
platforms # Task name v Assignee Due date Timeframe Owner Actionable? + etlon
e Task automation tools
v {J Start here .

() First day meeting with your manager 2 £ NeelRana June 6

Zoe Wong June 6 - New hire Actionable
Zoe Wong June 7 Day 2 New hire Actionable

(©) Attend day 1 welcome session

¢

(©) Complete your profile in Asana 2 ©

¢

v *» HR, Benefits, and Payroll **

(@ Provide relevant employment documents

Zoe Wong June 6 - New hire
Zoe Wong June 10 Day 5 New hire
Zoe Wong June 13 -17 Week 2 New hire

@ Complete your new hire paperwork in our HRIS 3

Esl

Dave Jung June 7 Day 2

(@) Reference documents

D o @ ¢

(@) Review PTO policy 10

v (& Communication &

@ Projects to favorite in Asana g Zoe Wong June 7 Day 2 New hire Actionable

Zoe Wong June 20 -24 Week 3 ' @

How to stay up to date with company announcements

¢




Tactic #2

Balancing efficiencies with personalization through technology

Automated and personalized AI-powered onboarding assistants
Al-powered onboarding
assistants
Personalized learning e Personalized guidance to new What activities can it help automate and personalize?
paths : employees
Automated personalized . . . : :
o pr— e Powered by chatbots or virtual - Communication and guided interactions
Interactive chatbots with agents through the onboarding process
Al e Personalized instructions, answering - Task management and reminders
Data-driven onboarding questions, and making - Role-specific and contextual information
platforms recommendations -> Onboarding progress tracking and feedback
loops
-  Onboarding ‘buddy’
Examples:
1. Talmundo: An Al-driven onboarding platform that helps personalize the onboarding experience for each new
hire.
2. Enboarder: A platform that automates and personalizes the entire onboarding process, including tasks and
check-ins.

3. WorkBright: Specializes in remote onboarding and automates document collection and compliance tasks.




Tactic #2

Balancing efficiencies with personalization through technology

@
3 Employee

\

Check out our newest learning
module on communication in @
hybrid teams

COMPANY Chat with our chatbot |

to all your onboarding re
Claudio
arn | Mentor
Welcome back, Jane! " ——)

2.tasks are waiting for you, complete these tasks
and make sure you'e fully prepared

You have been assigned as
Daniel's learning buddy. Let's
set up your first catch up.

Where can | pa

There is a park
our employees
the office, but it

Introduce yourself
& workbright. com s

WorkBrght

Thank you for completing S|0tS, SO we req

the introduction,

You've been invited to
complete onboarding

™ documents for PowerUp
Form l 9 Staffing. Please use this
link to create a password,
Your Document is Being Scanned set up your account, and
Detected Document: U.S. Passport view your documents
powerup.workbright.com/

We are looking forward to
meeting you in person!

Have you seen
compensation
Read all about

Reminder: Your required
forms for PowerupStaffing
are due in 3 days!

powerup.wvorkbright.com

earning engagement has increased to
1%! You can see the overall
erformance Ht ’./

Your forms for PowerUp
Staffing are now LATE!

Log in to complete them:
powerup.workbright.com




Tactic #2

Balancing efficiencies with personalization through technology

Automated and personalized Personalized learning paths

Al-powered onboarding

assistants

Personalized learning e Uses data and machine learning What activities can it help automate and personalize?

paths : algorithms to curate customized

Automated personalized training materials and development = Skill gap analysis to provide tailored training

surveys

Interactive chatbots with programs programs

Al e Paths adapt in real-time as the -> Role-specific onboarding tailored to the

Data-driven onboarding employee progresses employee's job

platforms - 0Ongoing development recommendations based
on the employee's progress and aspirations

Examples:

1. WorkRamp: Provides personalized learning paths and integrates with other onboarding tools to streamline the
training process.

2. Cornerstone OnDemand: Offers a learning management system (LMS) that tailors courses and materials to
individual employees’ roles and learning preferences.

3.  Docebo: An Al-powered LMS that curates personalized learning experiences for employees based on real-time
data and feedback.




Tactic #2

4l WORKRAMP

Q gl,zfarolyn
83 Admin Console
O Home
D Events
D Uibraries
S  Pprofile
@ Help
@+ Logout

Balancing efficiencies with personalization through technology

At () Search Training
Hi Jackie! What would you like to learn today?

New Manager Onboarding Patt

UX Design, Ul Development, Leadership,
Marketing. Project Manage, Edit § ts

The Fou:
WithNorm @ Asovr "
B Jul24,20 1 I= 3Playlists B F
Come listen Time and Conflict Management
he goes thrg |
his company ! PAST DUE
(o] New M, Live Tr g S |
| New Hire Orientation
B Top Picks for Jackie
(@) Team Management: Running Effective 1:1s
. Social Media Guidelines
(&) Employee Performance Review Process . Eval
) 1 Company Policies !T P?h('es

o Launch Wy

- Modem Office Layouts Your Company & The How the Past Saw the
(&) How to Budget Effectively g Inward for the New Age Environment Future Helps You Now
: :-.J‘ﬁ‘)}b 3 Hours, 30 Minutes 20 Minutes 1 Hour 2 Hours, 10 Minutes
Security Awareness Essentials o oo - e
New Hire Onboarding: Product & Pitch Certification Path & Phishing
Platform B DueJan 22 )

Get familiar with our family of Get certified to start pitching with our




Tactic #2

Balancing efficiencies with personalization through technology

BENEFITS

Creates efficiencies across the
onboarding process
Eliminates errors and compliance risks

Ensures that employees are set up for
success

Delivers personalized experiences at
scale

Even a small enhancement can
Improve the onboarding experience

POTENTIAL PITFALLS

1

Over-reliance on technology

Lack of human oversight in
decision-making

Not moving out of the automation
mindset when it comes to technology
use




Tactic #3

Establishing continuous listening mechanisms

What does it entail and why
is it relevant?

A Shifting from feedback
on the process to insight

on the experience Set feedback Sl Analysis and
o . ) ) feedback
A Establishing multiple collection points channels response

feedback points across
multiple channels
A Closing the loop /

iterating based on
feedback



Tactic #3

Set feedback collection

points

Establish feedback
channels

Analysis and response

YLy Vil

i bl

Establishing continuous listening mechanisms

Aligned to moments that matter
Across the onboarding journey

At minimum pre-onboarding, first day check-in,
pulse survey (bi-weekly or monthly) and

end-of-onboarding review

Surveys & questionnaires
One-on-one check-ins
Digital touchpoints

Peer feedback

Sentiment analysis

Trend analysis

Escalations and issue resolution
Predictive analytics

Considerations:

What type of feedback is
valuable?

What is the desired
experience you want to
measure?

How will you use the
feedback?

How can technology
support the process?



Tactic #3

Establishing continuous listening mechanisms

Admin View v < Back
g5 Dashboards v Slack
4 ) Watch your organization's TINYpulse activity skyrocket when you connect to Slack!
& Surveys v .
Feed back report Tell me more « TINYpulse-bot: Enable pulse survey delivery to Slack and employees can submit their responses directly from their app.
) Progress Plans * Wins Feed: Stream anonymous suggestions, initiatives, and Wins to a Slack channel to improve transparency and highlight progress.
« Cheers Feed: Connect Cheers to a Slack channel for a live feed of employee shout-outs and recognition of one another.
Topics Response rate R EES #° Cheers v Learn more
-
.
— I
. ¥ Wins v
.
. . () .
469 feedback received 48 in the last 30 days s @ Suggestions
L]
I Report: v
O 75% anonymous . LI
.
v < Share Center v
200 [) Trending topics ® &5 S R
160 User Management
Topic < Mentions < Variation @ <
120 Add People
80 Deadline
40 Team
. View Topics Report To this Slack Channel
0 Toptopics @ Arbased
Visibility I, . i "
Jun 27 Juld op 10 discovered topics. size of the circle elative to the number of comments where the topics was discovere
Account - Con s A ik : iz TI NYPulse
120 positive feedback (6]
. Benefits I 1 h “ b 1
1 8% inthe last 30 days = ntegrates Wlt CO a Oratlon
Transparency Social l
Responsibility too S

\

Officevibe

7 - Personalized survey questi
- Two-way feedback

- Weekly pulses

Pay &

Recognition Benefits

Remote work

Betterworks Engage
- Real-time analysis and
sentiment analysis
- Manager prompts

Positive Neutral




Tactic #3

Establishing continuous listening mechanisms

BENEFITS
POTENTIAL PITFALLS

Real-time insights into the onboarding

journey 1. Datathatis gathered and not used has
Allows for iterations and interventions little value

throughout the process 2. Feedback is not actionable

Creates trust and transparency in the 3. Analysis becomes retrospective and

process not real-time insights
Enables line managers to take

ownership of the process




Getting started




How to get started

What are the Wgzzilrsezhe What processes How do you
objectives of ) and technology is create feedback How do you
o onboarding : : : 2
onboarding in : required to bring loops in the enable critical
experience that : : )
your ou want to this experience to onboarding role players?
organization? y life? process?
create?
Why is it What should it How do you How do you

important deliver operationalize it enable others



Any questions?
Ask away!




