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An intelligent
workplace
requires two
types of
intelligence!






Business Outcomes of Top Performers in Employee Engagement

o 10% (n customer loyalty/engagement
o 21% (n profitability
o 20% (n sales productivity

Gallup, The Relationship Between Engagement at Work and Organisational Outcomes




The Digital Workplace Landscape



Consider your current internal

employee digital experience?
—






Anger?



Frustration?



Happy?



Technology Trends

« Mobile, sensors, Al, cognitive computing, data

 Access to technology by consumers globally Technology

 Technology infiltrates home and political life O change
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Employee Experience Opportunity

Organisational Opportunity: help close the gap among
technology, individuals, businesses, and society and ‘ Technology

governments
’ Individuals

‘ Businesses
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Ranking of 2017 trends by importance

Organization of the future
Careers and learning
Talent acquisition
Employee experience
Performance management
Leadership
Digital HR
People analytics
Diversity and inclusion

The augmented workforce
Robotics, cognitive computing, and Al

Percentage of total responses

= Not/somewhat important B Important/very important

Note: Ratings for “The augmented workforce” and “Robotics, cognitive computing, and Al” both relate to the broader trends on “The future of work” discussed in this report. Deloitte Human Capital
Management



The employee experience:
Culture, engagement, and beyond 79,

Very important
or important

14,

believe their internal processes
for collaboration and decision
making are working well

220%

are excellent at building
a differentiated employee
experience

1 0o

are using design thinking as
part of crafting the employee
experience

2 3%

believe their employees are
fully aligned with the corporate
purpose

Deloitte and Facebook, “Transitioning to the future of work and the workplace,” November 2016



Profound technology-driven disruption

/8% /5%

CEO's concerned with rapid page of CEO’s identifying skilled, educated and
technology change adaptable workforce as a priority for
business
Y 0
O 519%

CEQO’s identifying customers and clients CEO’s Planning “significant” changes to
as stakeholders impacting organisational technology to meet stakeholders
strategy (highest score) expectations

Source: PwC - 19th Annual Global CEQ Survey: Redefining business purpose in a changing world,
http.//www.pwc.com/gx/en/ceo-agenday/ceosurvey/2016.html



Up to a third of value-added
collaborations come from only
3% to 5% of employees.

Collaboration Overload - Harvard Business Review (2016)



\/\/hats the averag duratlon of an

employee experience project?
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What's the key business challenge?

Solve business problems with
technology as the enabler



Put the Employee at the
heart of your Digital experience



OW

to make the
complex simple






USE CASE

Michael Hill wanted SharePoint's document management functionality,
but not its user experience.

Daniel Hawkins, Michael Hill's Global IT Operations Manager, turned to LiveTiles
to help the company finally utilise SharePoint and deliver an engaging platform
to circulate news and resources from its head office to 300 stores around the
world.

A GLOBAL COMMUNICATIONS HUB

"We had several attempts at a SharePoint strategy, but it was difficult to push
over the line and get our stores to engage with it he said.

“It wasn't until I saw LiveTiles that we really had the missing piece in the jigsaw!

With LiveTiles and its library of drag and drop’ features, Michael Hill utilised
SharePoint and built a communication platform called HO Documents.

Now, Michael Hill's 300 stores access company updates, expense forms, policies
and Yammer feeds on a single dashboard.

Instead of files taking days to reach their stores across the world,
communication is instant and resources are easy to find. In turn, store managers
are able to provide exceptional customer service and immediate jeweller
quotes.

Read full customer success story and watch the video here.

@ Gaiy Clothier - sruary B 31 158pm @ ~
The Australian 2018-19 Trade Repair Price

list has been added to HO Documents.
These price changes will be
cormmunicated to kacal jewellers

[E——



https://www.livetiles.nyc/customer-stories/michaelhill

USE CASE

Looking for a way to make communication more than email and support its
growing network of offices around Australia, Belle Property used LiveTiles to
build Isabelle —a mobile-friendly corporate intranet that is driving
communication and giving agents access to the information they need on the
ground.

MOBILE STAFF, MOBILE INTRANET

With an emphasis on building an intranet that was mobile-friendly, Belle
Property chose LiveTiles to support its people on the ground and bring its
offices together.

"The mobile part is really important to us. A lot of our staff are on the go, so
having that mobile-friendly design is one of the key reasons we went with
LiveTiles," said Mark Yuen, Belle Property’s System Solution Specialist

With Isabelle, property managers and agents can access the resources they
need wherever they are.

"They might've booked an appraisal for a house and be waiting in the car. They
can bring up Isabelle, find some scripts and dialogues or watch a video to pick
up a few tips to help them in their appraisal,” Mark said.

"Without a digital environment like this, it can feel reactive with just emails and
phone calls’



THE CHALLENGE

Newly established government department
Needed to quickly build a digital environment for over 2,000 staff.

SOLUTION

Working closely with Chamonix IT, DCP SA used LiveTiles to simplify the
SharePoint experience and build an entirely new intranet for over 2,000
staff in just a couple of months.

Used LiveTiles’ library of drag and drop' tools to build an engaging solution
with intuitive search, document management and the business applications
staff user every day.

RESULT

» Engaging, mobile-friendly digital environment.

e Easy to maintain and customize

e Supporting workforce and its important work across the state
 Fastest intranet build and migration

"This has easily been the fastest intranet build and migration that ['ve
been involved in, and one | can actually say has been successful.”
Hamish Cameron, Chief Information Officer,
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"Having invested in the
0365 Suite, PepsiCo looked
to the LiveTiles solution to
increase collaboration and
gain alignment between
disparate business units”

John S Phillips,

SVP Customer Supply Chain
& Global Go-to Market



Strong adoption and utilisation of technology is an
outcome.

Good user experience is essential

|nS|g htS, Strong consumption of information occurs when it is:
Easy to find

Ana |ytICS & Considered a trusted source of truth
| ntel | |gence Relevant

Useful

Changes and updates should take minutes NOT days.



What is the value of sustained employee
engagement?

 How do you know if user adoption is dropping?
e How can you tell?

e (Canyou tell why?

e What can you do to improve it?




Intelligence & Data on Employee Experiences 5% Liveriles

Being adaptable requires insight and the ability to makes changes quickly.

* Get insight into how pages are being
consumed.

» Understand which content areas are being
accessed, how often, etc.

 |dentify issues impacting user experience.
» Proactively receive User Interface
recommendations to positively affect employee

adoption.

e Harness the ability to quickly test improvements
to see the effect incremental changes can make.






THE
INTELLIGENCE
REVOLUTION




THE FIFTH INDUSTRIAL REVOLUTION
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INTRODUCING
COBOTS
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INTRODUCING
COLLABORATIVEBOTS
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COBOTS

“So what will we get machines to do? The goal ultimately (s
what we call the 4D's: the dirty, the dull, the difficult and the
dangerous. All things that we don’t want humans to do."

-Professor Toby Walsh, UNSW



BUSINESS CASES <>

Automate routine work

Faster transac tions

Introduce Al in a friendly way

NEANEVAA

\
/




TYPICAL
ORGANISATION
CHART



INDUSTRY 5.0
ORGANISATION
CHART



WHAT ARE THE DIFFERENT
TYPES OF BUSINESS BOTS?



“By 2019, 40% of enterprises will be actively using
chatbots to facilitate business processes using natural-
language interactions”

“By 2020, the average person will have more
conversations with bots than with their spouse. “

"By 2021, more than 50% of enterprises will be
spending more per annum on bots and chatbot
creation than traditional mobile app
development.”

“By 2020, Al technologies will be a top-five
investment priority for more than 30% of ClOs. They
should be preparing their organisations to get the
optimal return on that investment.”

Gartner



You can disrupt productivity on the workplace by giving every employee
their own assistant. This is what we do for executives. They have PA/EAs that
know how to get things done and where to do them. They also understand
how our executive likes their day to be managed.

We do this so we take away mundane daily tasks and give them to lower
cost personnel.

This is where digital transformation can help.

Why not give everyone the ability to have their
own digital assistant?

Pierre Legrand, Digital Workplace Partner, pwc



TIME COST — Currently customer service
enquiries e.g. VERIZON save ~4 minutes
of human customer service time

TIME IS MONEY — The technology is there
WHY? | toautomate and route, low value but
necessary tasks e.g. meeting preparation
or provide quick insights from any line of
busines application capable of exposing
data. The value is amplified in high
earning professions e.g. banking.




Defining a
chatbot

A chatbot is a service, powered
by rules and sometimes artificial
intelligence, that you interact
with via a chat interface.

The service could be any
number of things, ranging from
human resources, EMR,
technical knowledge bases,
Chief Executive, Personal
Assistants etc.

Leveraging investments in
Office 365, ServiceNow and
other technology platforms.






LESSONS
FROM THE
FIELD

HAVE A FIRM UNDERSTANDING OF
CAPABILITIES AND LIMITATIONS OF
NATURAL LANGUAGE AND PLAN YOUR
USE CASE AROUND THIS.

EXPECT AN AGILE PROCESS, YOUR BOT
WILL REQUIRE CONTINUOUS TRAINING &
RE-TRAINING.

AVE A DOMAIN EXPERT "OWN"
KNOWLEDGE MANAGEMENT OF THE BOT.

START SMALL AND BUILD OUT USAGE
OVER TIME AS YOU BUILD INTERNAL
SKILLS.



Use Case Execution

- Define the goal of the guided experience
- What is considered a successful interaction?

- Always “gracefully land” the interaction

- Transfer to a human
- Open a ticket
- Feedback Loops

- Conversation Modeling
- IM Mock-Ups
- Storyboarding
- Conversational Flowcharts

- Keep recognition in the forefront of the design

- Avoid open-ended or green field situations that lean solely on determining intent
- State the domain in the introduction



“The Airline”

Audience: Gate Agents

Business Problem:

 Policies and associated Forms difficult to find across multiple content systems
* Inability to escalate easily to a knowledgeable Agent

« Too many complex screens to find/enter information

Does this Use Case simplify an interface? Yes! It simplifies over 20 interfaces.

Does this Use Case provide functionality or information that is disparate in the organization? Yes! Over
100 policies, 50 forms, a Passenger Information System, and Corp Communications.

Does it just replace the current process, or does it improve it? Improves! The existing process wasn't
really a process at all, and relied on the domain knowledge and training of the gate agent.

Does it reduce workload or just displace it? Reduces! This solution provides a guided experience for better
than 80% of the situations that a gate agent would have to deal with.



“The Theme Park”

Audience: All Corporate Employees

Business Problem:

« Major technology upgrade from Office on-prem to O365 caused gaps in
employee knowledge and hindered adoption and productivity

« Training materials, policies, How-To's, and instructional videos all on different
platforms

Does this Use Case simplify an interface? Yes! The business problem is already one of having a new
interface to deal with, so further complication was not an option. Natural language was the solution.

Does this Use Case provide functionality or information that is disparate in the organization? Yes! That
was really the primary point of this use case. Information existed, but it was logistically difficult to get it out in
a unified location across such a traditional, siloed organization

Does it just replace the current process, or does it improve it? Improves! In this case it was all about
going after the information where it lives, associating common information by subject across multiple
platforms, and delivering it in a snackable, targeted way.

Does it reduce workload or just displace it? Reduces! The information was already being maintained, but
created an additional load trying to get the information published. This eliminates that issue.



“The Law Office”

Audience: Lawyers and Office Staff (1000+)

Business Problem:

- No unified location for subject driven information, terminology, and litigation decisions
- Multiple locations (including external SaaS applications) to search

- Aging portal experience that further hindered the task of getting information

Does this Use Case simplify an interface? Yes! It greatly improves some of the legacy
interfaces that would have had to have been updated at a cost

Does this Use Case provide functionality or information that is disparate in the
organization? Yes! Currently there are 1800+ informational entries in just one law subject that
existed in multiple places — and in some cases were contradictory

Does it just replace the current process, or does it improve it? Improves! This is a daily use
case for a Law Firm which was frustrating, domain specific, and time consuming.

Does it reduce workload or just displace it? Reduces! Not only is it quicker for the user to
get the answers they are looking for, but it reduces the maintenance from SMEs across multiple
knowledge sources into one central source.






Continual Evolution — the world,
and your department, is constantly

evolving
s



CONTACT OR VISIT

Owen Brandt

Senior Vice President, www.livetiles.nyc/
Owen.Brandt@livetiles.nyc
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