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TRENDS

“HR PRACTICES NEED TO BECOME MORE CENTERED AROUND INDIVIDUALS”

A

C D E

B

Yesterday
 Hierarchy driven
 Job architecture
 Employee lifecycle
 Career paths
 On Payroll
 Competence model
 Corporate learning
 Company owns information

A

B

DE

C

Today
 Purpose Driven
 Personas, team, role, projects
 Gigs, Multiple jobs
 Multistage life
 On and off payroll
 Employee Experience
 Talent Acquisition
 Blend public / personal data

A

Tomorrow
 Shared values
 Individualized HR
 Platform Economy (packets)
 Human lifecycle
 Reward for  skills / productivity
 Customer Experience
 Network acquisition
 Free flow of information 

TECHNOLOGY ENABLES CONTINUOUS LISTENING AND MASS CUSTOMIZATION



Our Context: Purpose
How do we create meaningful work in an age of automation?

 Develop new ways of working focused on customer and employee value & fun
 Working environment where technology, individuals & teams work together with increasing 

flexibility & autonomy - with supporting performance mechanisms
 The importance of ‘purpose’ driven teams

A

C D E

B

Yesterday
 Hierarchy driven
 Job architecture
 Employee lifecycle
 Career paths
 On Payroll
 Corporate learning
 Company owns information
 80 to 90% full time employees

A

B

DE

C

Today
 Purpose Driven
 Personas, team, role, projects
 Gigs, Multiple jobs
 Employee driven learning
 On and off payroll
 Talent Acquisition
 Blend public / personal data
 50 to 70% employees 
 50 to 30% flex

A

Tomorrow
 Shared values
 Individualized  & team HR
 Platform Economy (packets)
 New career models
 Reward for  skills / productivity
 Network acquisition
 Free flow of information 
 <30% full time employees
 Machines structural part of 

contingent



MUST WIN BATTLES

Simplified  
service model

Transforming  
the bank

Business driven
& fact based

Attracting &  
engaging talents

EMPLOYEE 
EXPERIENCE





To create a world-class CX we must 
first create a world-class and 
meaningful EX

WHY EX MATTERS 
TO OUR CUSTOMERS



design and engineer a high value, integrated and
relevant experience for all our employees and new hires

EX is “only” the transition phase from “de” humanized HR 
towards consumerized HR

EMPLOYEE EXPERIENCE



 Transforming our bank
 Simplified service model
Attracting & engaging talent
Business driven & fact base HR

EX AND DIGITAL HR
ARE KEY DRIVERS THAT

HELP US REALIZE OUR
MUST WIN BATTLES.



Combining HR EX and Digital HR as key drivers
Focus groups/ 

Current HR 
Employee 

Experience Define HR customer 
persona’s

Define high impact 
moments

Select and define 
customer journeys

Translate customer 
journeys into 

activities
HR Transformation 

Prioritization

Current state assessment HRIT HRIT Scenario analysis Digital HR 
Roadmap
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This combination has led to multiple Employee 
Journeys and a Digital HR Roadmap



SO FAR OUR AMBITION

THIS IS HOW WE DID IT 
(AND ARE STILL DOING IT…)



WHERE DO YOU START? 
 IDENTIFY WHO IS YOUR CUSTOMER
 MAKE EMPLOYEE PERSONAS 

employee manager
new hire

external 
employee

international employee
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By building employee journeys and focusing on impact we 
are able to maximize the value for our employees

JOURNEY MAPPING

USAGE AND IMPACT

NEEDS ASSESSMENT

(DIS)SATISFIERS



“My HR is too 
complex” 

“I get lost in the 
systems 

frequently.”

“It would be 
helpful to 

simplify My HR 
and focus on 

user 
friendliness”

“For me, there 
is not enough 
structure and

clarity on where 
to find 

information”

“Searching for 
information 

takes too much 
time”

“Ik zie door de 
bomen het bos

niet meer…”

“Answers I got 
from the service 
desk were fast, 
but the quality 
of the answer 

was not 
optimal”

“I often struggle 
to find contact 

information and 
don’t know 

which desk to 
call for which 
questions.”

“T2G is not a 
meaningful 
facilitator of 
performance 

conversations 
with my 

manager”

“I am not happy 
with the 

(subjective) 
rating process, 

I’d prefer to 
have 360 
degrees 

feedback from 
my team.”

“it’s not easy to 
schedule
trainings 

outside the 
learning 

catalogue.”

“The learning 
offering is huge, 

however it is 
not clear which 

trainings are 
recommended 
for which levels 
and how good 
the quality is.”

“HR should be 
more proactive 
and supportive 

in internal 
mobility 

questions”

“Internal 
mobility should 
be stimulated 

more.”

“It’s helpful that 
leave requests 
are accepted 
straight away”

“It would be 
easy to have an 
app to request 

leave”

“The 
declaration 

process takes 
too much time 

and is not 
intuitive”

“Well, we all 
know the ‘blue 

pen’ 
discussion…”

“It would be 
helpful to have 

an app to 
declare costs”

“The benefits 
snapshot e-mail 

was very 
useful”

“Salary is 
always paid on 

time.”

“The overall 
rewards vision 
of ABN is really 

good.”

EMPLOYEES HAVE THE NEED TO…

Key Quotes 

Let me help you Meaningful growth I owe you

Learning

…have 
sufficient 
learning 

opportunities

Declarations

…submit 
declarations in  

an easy and 
efficient way

Leave

…request leave  
in an easy and 
efficient way

Internal Mobility

…have clear 
insights in 

development 
opportunities

HR 
Information

…gather HR 
related 

information

Personal Data

…have insights 
in their personal 

data

Performance

…have a 
meaningful 

Performance 
and Talent 
Dialogue

HR Contact

…reach out to 
one focal point 
for HR related 

questions 

Salary/Benefits

…have clear 
insights in salary 

and benefits



 Positive experiences with ABN AMRO as employer
 Salary and benefits paid on time
Good overall vision on benefits
 The HR mindset to improve (benefits snapshot)
One uniform process for performance management
Quick reply from HR Service Desk
 Learning opportunities
More self-service opportunities where approval 

from manager is not needed anymore

× Lack of overview of where to find information, information not up to date, not consistent, 
not relevant or not in language of the user

× HR system landscape is overcomplicated and all systems lack intuitiveness and user 
friendliness 

× HR Service desk is sometimes too occupied to reach and quality of answers does not solve 
the request

× No option to set a preferred communication channel with HR services 
× HR is not tangible enough for it’s customers; which leads to a distance between HR and it’s 

customers and a lack of overview of which services are provided or who to reach for 
questions 

× Process of cost declaration is too complex and too time consuming
× PD/TD process is not clear and ratings are not always perceived as helpful/fair 
× HRS is not perceived as a helpful facilitator for PD/TD 
× Not enough clarity on process steps and their relevancy, especially in complex processes

Main HR satisfiers Main HR dissatisfiers

Suggestions to improve from employees

“Make HR systems less complex”

“Increase user friendliness HR systems ”

“Make sure that HR will be known as ‘one face’ ”

“Align HR communication channels with 
each other and make sure employees can 
set their preferred way of communication”“Create one HR portal for all HR related 

information and actions”

“Simplify performance management 
dialogue”

“Provide more proactive support in internal 
mobility questions”
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Headcount
XXXXX

Ø Tenure
XXXXX

Ø Age
XXXXX

Male
XXXXX

Female
XXXXX

Netherlands
XXXXX

International
XXXXX

New Hire
XXXXX

Manager
XXXXX

Internal
XXXXX

External
XXXXX

Vacan-
cies

Find HR 
information

Contact 
HR for
support

Learning

Performance
Dialogue

Internal
Mobility

Talent
Dialogue

Salary
&

BenefitsOnboarding

Screening

Declarations

Absence/
Sick

HR 
BC’s

Personal
data

changes Sur-
charges

Leave
Re-

organi-
zations Pension

Recruit-
ment

Off-
boarding

Under-
perfor-
mance

Best start Let me help you Meaningful growth I owe you Great 
ambassadors

Primarily managers

Vacancies
• XX% in Top 5 HR Topics (no 

split in create or search 
internal vacancies possible)

Recruitment
• XX% in Top 5 HR Topics
• ±XXXX views on ‘recruitment’ 

page

Screening
• Ø XX ISP screenings
• Ø XX PES screenings

Onboarding
• ±XXXX new hires
• ±XXXXX views on ‘onboarding’ 

page

Find HR information
• >XXXXXXXXX page views on staff page 

(intranet)
• XX HR Topics in Top XX key searches on 

ABN AMRO intranet

Contact HR for support
• >XXXXXX HR related questions (Calls & 

emails / Raet & ABN) 
• ±XXXXXX searches for HR contact on 

intranet

Personal data changes
• ±XXXXXX personal data changes
• XX% in Top 5 HR Topics
• #XX ‘own employee file’ (XX% usage) #X 

‘Personal data changes’ (XX% usage) in 
HR actions

Reports/MI
• <XXX Report/MI related searches on 

intranet
• ±XX report/MI requests

Learning
• ±XXXXX completed courses
• >XXXXXX courses in ‘current pipeline’
• ±XXXX views on ‘Learning & Development’ 

page
• XX% in Top X HR Topics
• #X in HR actions (XX% usage)

Performance & Talent Dialogue
• ±XXXX views on ‘Performance & Talent’ 

page
• XX% in Top X HR Topics
• PD #X (XX%) and TD #X (XX% usage) in 

HR actions (XX% usage)

Underperformance
• X% in Top X HR Topics
• ±X demotions

Internal Mobility
• ±XXX promotions and <XXXX job changes
• #X in HR actions (XX% usage)
• >XXXXX mobility-related searches on 

intranet

Salary & Benefits
• ±XXXX choices in benefit shop
• >XXXX searches for CAO, salary and 

benefits on intranet
• ±XXXX views on salary & benefit pages

Declarations
• >XXXX declarations (km and cash)
• XX% in Top X HR Topics
• #X in HR actions (XX% usage)

Surcharges
• #XX in HR actions (XX% usage)
• <XXX surcharge requests

Leave
• ±XXXX holiday leave requests
• ±XXX other leave requests
• XX% in Top X HR Topics
• #X in HR actions (XX% usage)

Absence/Sick
• ±XXXX‘ call in sick’ at Beter
• #X in HR actions (XX% usage)
• <XXX views on ‘absence’ page on intranet

Reorganizations
• ±X mutations due to 

administrative consequences
• ±XXX views on 

‘reorganizations’ page

Pension
• X% in Top 5 HR Topics

Offboarding
• ±XX leaver mutations in 

employee administration
• X% ‘Leaving ABN’ in Top X HR 

Topics
• <XXX views on ‘leave ABN’ 

page

Reports/
MI

Size indicates usage 
based on data

Muta-
tions
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Best start Let me help you Meaningful growth I owe you Great 
ambassadors
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Intranet search XXk - XXk XXk XXk XXk - - - XXk - XXk XXk XXk - XXk - - -

Staff page XXk XXk - XXk - - - XXk XXk XXk - - XXk XXk - XXk XXk - XXk
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Top 5 XX% - XX% - - - - XX% XX% XX% XX% XX% XX% XX% XX% XX% - XX% XX%
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EXAMPLE OF 
AN EX EPISODE

Have a great 
onboarding 
experience
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Have a great onboarding experience
Desired future journey

Future journey: Have a great onboarding experience 

Needs

Critical succes factors

Time
Freed up time from the hiring 
manager, buddy and team to welcome 
the new hire and facilitate activities.

Customer centric focus
Put the needs of the new hire first 
during all the steps in the onboarding 
journey.

Make me feel welcome
I want to feel welcome and wanted in 
my new team at ABN AMRO. 

Make it easy and relevant
Give me one point of access to find 
everything I need.

Make it personal
I like to have easy and personal contact 
and relevant information.

Let me choose
Empower me with choices and make 
me feel in control, anytime, 
anywhere.

Lisa has just been 
called by her hiring 
manager  that she 
can start as a new 
full-time employee 
at ABN AMRO.

LISA
New Hire

Ownership
Clear ownership of the onboarding 
journey to be able to coordinate the 
steps with key stakeholders like 
facilities, security, communications etc.

Technology enablement
Digital steps in the journey are 
enabled through the right technology 
and access is provided to the new 
candidate once accepting the offer.

ACCEPT OFFER
Lisa receives 
and accepts her 
employment 
offer online.

This was 
easy!

SCREENING
Lisa starts the screening 
procedure. She can upload 
all documents at one point. 
The steps of the screening 
are explained and Lisa can 
track the status.

Glad to 
know that 
all is good

MANAGER VLOG
Once accepted, Lisa has 
access to the onboarding 
app. The app opens with 
a video from her manager 
who congratulates her 
that she’s in and explains 
the next steps before she 
starts.

MAKE YOUR CHOICES
The app contains a shop 
where Lisa can choose 
her laptop, phone, travel 
allowance, pension and 
other benefits. Lisa 
choses a new iPhone, a 
Dell notebook and an OV 
abonnement.

ABN AMRO 
SUPPORTER
Lisa also gets an 
option to open 
an ABN AMRO 
bank account so 
that her first 
salary can be 
transferred to 
this.

GET AN OVERVIEW
Lisa can already have a 
virtual tour through the 
office, see her team and 
chat with her assigned 
buddy. She also gets 
practical information 
about what to wear, the 
best route to the office 
as well as insights in the 
learning possibilities.

IT’S ALREADY 
PLANNED
The first days are 
already planned and 
transparent for Lisa, 
like getting to know 
her team and buddy 
and having lunch with 
colleagues to make 
sure she doesn’t feel 
lost at any moment in 
time.

LAST INFO FOR YOU
The day before she 
starts Lisa gets a 
message from her 
manager/ buddy/ 
colleague welcoming 
her in the team.

He even asked 
how I drink my 
coffee. I already 
feel welcome!

YOU’RE ON SCREEN
When entering the 
entrance hall, Lisa sees 
her own name and a big 
‘welcome’ sign on 
screen.

SIGN CONTRACT
Lisa receives her 
contract in simple and 
clear wording and signs 
digitally. After signing a 
confetti bomb appears 
on screen to celebrate 
this moment.

Yeah, 
I’m in!

Incredible that 
they’re doing 
this for me

It’s good to 
know what to 

expect
IT’S ALL SET UP
Lisa decided to pick up her 
equipment on the first day 
(she could have chosen to get 
it send home before day 1). 
She got time reserved in her 
agenda to get her laptop and 
phone started. Everything 
needed is pre-installed and 
works smoothly.

COFFEE WITH A 
“STRANGER”
Lisa received two 
coffee vouchers to 
invite someone from 
her new team for a 
coffee.

CHECK-OUT THROUGH 
MANAGER
The last 30 minutes of the 
day Lisa spends with her 
manager – he asks her 
about her feelings and if she 
has any additional questions 
and accompanies her back 
to the entrance hall.

YOUR BUDDY IS HERE FOR YOU
Lisa spends a big part of her 
first day with her buddy. She 
gets a tour through the office, 
useful tips and tricks and has a 
go-to person for all questions.

Wow, is 
this me?

Great to get 
personal 
attention 

This was 
easy!

I don’t feel 
alone at all!

This takes a lot 
of insecurities 

from me

I’m part of 
the team

EVALUATION
Lisa is being 
asked to evaluate 
her experience so 
far with a simple 
5-star rating and 
the option to leave 
comments.

I like their 
mindset to 
improve!

EVALUATION
Before the first day 
there is another 
evaluation moment 
in form of a 5-star 
rating.

HOW HAVE YOU BEEN?
In the evening Lisa 
receives a (video) 
message from one of 
her direct colleagues to 
ask her how she’s been.

Technology enablement Moment that matters Emotions/Feelings
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Don’t let me alone
Give me the structure and support I 
need to have a good start.

Manage my expectations
I want to know what I can expect in 
terms of activities and information.

Value

For Managers
• Less administrative effort and 

freed up time to welcome new 
team member 

• Less time until new team member 
is up to speed and productive

• Build up and strengthen 
relationship with new employee

• Engaged employee and happy 
manager

For ABN AMRO
• Employee engagement
• Employees as ambassadors
• Improved time to productivity
• Reduced wasted effort and time
• Alignment to the ABN AMRO 

brand, culture and policy and 
regulations

• Higher retention
• Higher client satisfaction

Let me contribute 
Let me contribute from the start and 
enable me to show my skills.

Measurement
Clear candidate experience measures 
which can be analyzed to track 
progress and results.

Commitment
High commitment from hiring 
manager, hiring team and HR to make 
the onboarding journey a success.

For HR
• Clear roles, responsibilities and 

accountabilities during onboarding
• Streamlined processes
• Acknowledgement for the time 

and effort dedicated
• Improved visibility

LAND
First 7 days

SETTLE
First 30 days

GROW
First 90 days

ONBOARDING DAY
Lisa attends a bank-
wide onboarding day in 
her first week and gets 
information about the 
structure of the bank, 
culture and vision, and 
activities and initiatives 
outside work. 

I’m getting a 
better picture of 

ABN now

GET CONNECTED
Throughout the week Lisa 
has meetings with the team 
members she doesn’t know 
yet. She also has information 
about and easy access to 
relevant networks, like 
female networks and other 
starter groups.

GET AN OVERVIEW
Lisa has one single point 
of access to information 
about where to find what 
and a ‘to do’ list with 
actions that need to be 
taken. She can also 
choose to have push-
notifications to remind her 
of outstanding actions.

SHARE YOUR EXPERIENCES
By the end of the week Lisa is 
invited to write a short blog, 
upload some pictures and/or 
make a short video to share 
her experiences and feelings 
in her social networks.

MANAGER CHECK-OUT
By the end of the first 30 
days Lisa has a check-
out moment with her 
manager.

BUDDY SUPPORT
Lisa still has a weekly 
check-in with her 
buddy to see if she 
has all information 
needed and if she had 
a good start at ABN 
AMRO.

START UP 
PROCESSES
Lisa knows where to 
find information and is 
getting an overview of 
processes that need 
to be started – like 
the goal setting and 
learning activities.

LEARNING JOURNEY
Lisa follows the 
mandatory trainings 
and starts her 
learning journey. 
This is also included 
in her ‘to do’ list.

DEVELOPMENT 
JOURNEY
Lisa sets her goals 
and starts the 
performance 
management 
journey.

ONBOARDING 
EVALUATION
Since ABN AMRO 
continuously wants to 
improve the employee 
experience Lisa is 
requested to fill in a short 
onboarding survey. In this 
way she can give her 
opinion on her onboarding 
journey and provide tips & 
tops for future new hires.FIRST SALARY

Lisa receives her first salary. 
On her bank account she 
finds a personal note.

YOU ADD VALUE
Lisa receives a hand-
written post card where 
her manager sums up 
the main reasons why 
she as a person adds 
value to the team.

What else is 
waiting for me 
here at ABN?

What a lovely, 
personal surprise. 
I didn’t see this 

coming!

I start to 
know how to 
find my way

Sharing is 
caring!

MANAGER CHECK-OUT
At the end of her first 
week Lisa has a check-
out moment with her 
manager where they can 
openly talk about the first 
experiences and provide 
feedback to each other.

Glad they 
like me!

He really 
knows me by 

now!

EVALUATION
After the first 30 
days there is 
another evaluation 
moment in form of 
a 5-star rating.

READY
TO GO
After 90 days 
there is a 
check-out and 
the team 
organizes a 
team lunch to 
celebrate that 
she’s up to 
speed!

I know how to 
find my way!

Look at this note! 
“Congratulations 
Lisa, your first 

salary!”

Now I know 
everyone from 

my team

ENJOY YOUR WEEKEND
During the check-out her 
manager gives her a 
magazine to have some 
relaxing quality time at the 
weekend.

Have a great onboarding experience
Desired future journey

Needs

Critical succes factors

Customer centric focus
Put the needs of the new hire first 
during all the steps in the onboarding 
journey.

Technology enablement Moment that matters Emotions/Feelings

Future journey: Have a great onboarding experience 
For the New Hire
• Happy employee
• Empowered to get up to speed 

and perform to full potential
• Seamless, structured and 

engaging experience
• Expectations set during 

recruitment are met and in line 
with employer branding

• Improved understanding of ABN 
AMRO’s culture, values and vision

• Clarity on career path and 
learning opportunities
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NEW WAY OF WORKING - TWO WEEK SPRINTS



WE ADVOCATE, BUILD AND RUN AN EX CULTURE
THAT CONTINUOUSLY DELIVERS WOW!
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LESSONS LEARNED
 Shift from policies /  processes / products and services to experience

 Don’t be a hero on budget day

 Focus on new (HR) capabilities

 Align with business (CX/Digital) from day one

 Combine a new model with a new way of working

 Trust more, control less

 “Run” and “change” should be approached differently

 Try to be as transparent as possible to all employees

 Redefine customer value

 Continious listening: measure your impact from the start



ENGAGE WITH US

https://nl.linkedin.com/company/abn-amro/careers

https://www.abnamro.com/nl/carriere/index.html

@werken_abnamro

@werken_abnamro

@werkenbijabnamro

ABN AMRO


	Building an EX�centric organisation
	Dianummer 2
	Dianummer 3
	Dianummer 4
	Dianummer 5
	Dianummer 6
	Dianummer 7
	Dianummer 8
	Dianummer 9
	Dianummer 10
	Dianummer 11
	Dianummer 12
	Dianummer 13
	Dianummer 14
	Dianummer 15
	Dianummer 16
	Dianummer 17
	Dianummer 18
	Dianummer 19
	Dianummer 20
	Dianummer 21
	Dianummer 22
	Dianummer 23
	Dianummer 24
	Dianummer 25
	Dianummer 26

