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ING markets

Retail Banking Wholesale Banking

\
Australio
Bedgium International
Germany f - network and
italy s * global
franchises
Luxembourg
the Netherlands* g Mop highlights »
Spain countries
Poland where ING
Remania has an office
Torklye S
A
ING has appraximately 38.6 million Private Individual customers. Wholesale Banking has approximately 4,000 (economic ultimate parent) clients.

"1 ING's corpoente heod office is locoted In Amaterdom, the Metherlands

Total headcount

62,845 employees



Our purpose is to

Empower people to stay a step ahead in life and in business

We'll be Going for We'll do this by
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Staying

safe & secure

Unlocking our
people’s full
potential




What is employee experience?

Employee Experience (EX) a M'hﬂ:“%'!
is everything that an :
employee experiences when
interacting with an organisation

as a (potential) employer,

throughout the entire lifecycle.




The business value of employee experience
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Employee Employee Employee Better service Customer Profits
experience engagement performance & products satisfaction &
loyalty



How can you measure employee experience?

Journeys

Moments

Attributes

wuchpoints

Apply; Have first Change job; Use
Interview; day; Set services; Learn;
Receive targets; Travel for
offer; ... Meet business; Life
team, ... event; ...
Positive feeling Easy

5
HHEPhysical

D Digital m Human/

TI-People©



What can you see when you measure experience?
NPS Correlation moments & NPS

0,7 '
Negotiate/Sign Contract
Overall Experience NPS 8252 (D Request/Use Facility Services Relocate
0,6 v Interview
Travel for lL orng
9 ’ © Receive New Job/Role within the
g 0,5 ' Organisation
= Request/Use HR Services Request/Use T Services O
o)
e gzl AR LA 0

* -5 vs Median (31)

¥ -75 vs Upper Quartile (51) ve Promotion (Chonge)

—&

Have First Day 0
Negotiate/Sign

Contract Complete Background Check

70 80 90 100

Details of
moments &
touchpoints




Why measuring experience for internal communications?

Behavior

Perceptions & sentiments It helps to measure
kinfluence experience / \ behaviour /




A campaign to create empathy and inform EXAMPLE 1

Empathise

Problem
Employees ...
» did not feel heard

.‘ Done.wl
= had lost trust in HR B ARN
u did nOt ;\Jmorele.aveandovertime 7 Listen
acknowledge T
improvements | Brand ! |
promotion
Keep
delivering
and repeat




EXAMPLE 1

Claim expenses CSAT e holidays CSAT
Q123 Q123

Results — better scores of moments
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Humanising the tone of voice of our systems. Before. EXAMPLE 2

v0o O WE
We have received your Untor tunately

request regarding ... you have not Wﬂ] C]@S@
done so yet ... your ticket

Standard resolution time takes
1-3 business days ...

Review Your Offer on ING's Candidate Home Account

ing@myworkday.com
To ©

WE KINDLY ASK YOU
(&) If there are problems with how this message is displayed, click here to view it in a web browser,

This enables us to
TO PROVIDE ...

resolve your case
quickly and effectively

Email subject: Name Surname /
If you require further STA/from the Netherlands to
assistance ... Australia / Extension letter -
ACTION REQUIRED
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Humanising the tone of voice of our systems. After. EXAMPLE 2

We've got your HR ticket, but
we're missing some info. And in the meantime, you can
always check how we're doing in
the 'My Tickets' section.
We hope everything's sorted now.

Hi Mick,

Can you send itto usin 2 R S———
Are you happy for us days so we can help? e i o o e e gy iy e
to close your ficket? I e s
| Thanks for your query, sortritan
tstakingang longer. el work on it fast. N—
About one to three days, SR

For most questions asked...

aaaaaaaaaaa

Email subject: ACTION REQUIRED / Sign extension letter /
Name Surname / LTA / from the Netherlands to Australia
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We joined forces to bring EX to the next level

HR

Corporate
Comms

Facility Management

Our (EX) focus

Tech
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do your thing
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