
EX

As we have discussed 
previously in our CX series 
we understand what 
Employee Experience (EX) 
means, the relationship 
between EX and Customer 
Experience (CX), and how to 
start building your EX and 
CX strategies together to 
better achieve your company 
vision.

That’s all great but the 
question still remains… 
where do you start? Building 
on our intro from last week, 
this infographic explores the 
concept of Employee Effort.

In the same way your 
customers’ experience is very 
dependent on the amount of 
effort that is asked of them to 
engage with your 
organisation, Employee 
Effort is a key indicator of 
your EX and a great way 
to start identifying, 
prioritising and shaping 
improvements that 
will improve your EX 
and CX. 
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● Is your team motivated 
to make sure the customer 
succeeds? 

● Are your employees 
motivated and empowered 
to make sure the business 
as a whole improves over 
time? 

● Do you prioritise
meritocracy over hierarchy?

● Do you have coaching 
and mentoring schemes to 
help your people 
grow?

Process and Data

● Are your processes as 
efficient as they could be?

● Are there unnecessary 
steps, complexity or 
bureaucracy?

● Is the right data available 
to your employees so they 
take action and quickly 
make decisions? 

● Is the data they need 
up to date and easy 
to find? 

Tools and Technology

● Do your people have access to a relevant L&D platform?
● Does your business have the appropriate collaboration tools? 

The right video conferencing solution? 
● Do you have social media for business applications to drive 

engagement and communication across your teams?
● Does your business have the right tools & technology to 

interact efficiently with 
customers (e.g. shop ipads
and card machines) 

Get a deep understanding 
of how effectively your employees are 

able to support your customers and any challenges 
they face in doing so. Use tools such as personas, scenario 

mapping, empathy maps, employee diaries, employee 
shadowing and research (surveys, focus group, interviews, etc.) 

Follow Service Design
techniques to create a suite of 

interventions that look at culture, processes 
& data, tools & tech. Keep a balanced focus 

that looks at customer value, desired 
business outcomes and UX/EX. Leverage 
the Voice of the Employee (VoE) to inform 
your design decisions and make sure you 

consider employee effort of customer 
facing teams as well as back office teams. 

Apply agile delivery 
techniques to prioritise

and break down your 
interventions to quickly 

deliver value to your 
employees and 

customers. Continuously 
test & gather feedback to 

make sure that changes 
are delivering value, and 

to inform your future 
roadmap and how you 

scale.

Organisations constantly 
introduce unnecessary 

complexity and siloes in their 
internal ways of working. 

Decreasing employee effort 
should not be a one off activity 

so make sure you give VoE a 
default seat at the 

decision-making table. Make it 
easy for employees to get 

involved by creating the right 
channels to get their regular 

feedback, and make sure you 
have a clear process to action 

the feedback and close the loop
so you avoid creating any 

disengagement from your teams. 

Tip: Focus on mapping 
employee tasks to Value 
delivered to customer

Tip: Plan a wider set of change 
management interventions 
required to land these 
improvements and make the 
change as easy as possible 
for your employees

Tip: 
Use tools like wireframes 
and prototypes to validate 
early and often with 
customers and with 
employees 

Tip: Employee feedback is 
one of the best ways to fuel 

internal innovation! Consider 
how you can formalise this 

process as a fun internal 
competition to engage the 

entire company in improving 
EX and CX

Creating the right environment and an effortless experience for you employees is one of the most important things you can do 
as a leader to have a direct impact on your CX. Don’t waste any more time and start tracking your employee effort with likert
scale surveys by asking your people to which extent they agree or disagree with the following statements:

● The company makes it easy for me to do my job.
● The company makes it easy for me to deliver a 

great customer experience.

If you have any questions, 
reach out to one of experts by 
following the link below.

https://www.clarasys.com/insights/thinking/?category=customer-experience
https://www.clarasys.com/how-can-you-start-improving-your-ex-impact-on-cx-part-1/

