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Introduction: 

Increased employee productivity. A recruiting carrot to attract quality talent.  

Those are just two of the many potential benefits for organizations in offering great 

employee experiences. So, it’s no wonder that many organizations across diverse 

industries are working to create and support those experiences. 

But what does it take to succeed? Above all, there must be a coordinated effort, a 

breaking down of silos, by all teams in an organization, especially HR and IT. That’s 

true for the top executives in an organization as well. Together, CIOs, CHROs, and 

others need to adopt a transformative mindset—one that will require HR and IT to 

partner closely to deliver experiences that enhance the digital, human, and physical 

employee journey in every area, in every aspect of a business. 

We’ve identified five ways to partner across HR and IT to foster that mindset  

and deliver great experiences:

1. Build and structure new work teams 

2. Make technology investments together early 

3. Optimize employee service with a single digital experience platform

4. Go beyond automating tasks and design for the end-user experience

5. Listen, design, test, and iterate 
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1 Build and structure new work teams 
Designing for a successful workplace strategy requires a cultural shift between HR, 
IT, and facilities. The idea is to define new skills and talent as well as structure teams 
in a way that encourages ideation and allows for work to flow between groups. The 
resulting coordinated effort can help you avoid inconsistent experiences that can 
affect an employee’s perception of the workplace and business.

For example, imagine working in a fully-functional, beautifully designed office 
workspace where you have to lug around hefty projectors and deal with outdated 
conferencing capabilities. Or think about the feeling you get when you start your first 
day at work with a warm welcome from the CEO and then have to contend with the 
frustration of not being able to access your email or calendar. One bad experience 
can negate many good ones. A coordinated effort can help a business achieve 
consistent, positive experiences. 

Hitachi Vantara, a wholly owned subsidiary of Hitachi LTD., is engaging in this 
dynamic cross-functional HR and IT shift with employee onboarding. According to  
Mia Isnardi-Shook, VP of Global People Services Enablement at Hitachi Vantara, 
“The best way to ensure a partnership between HR and IT is to establish dedicated 
employee experience resources and have those resources drive cross-functional 
alignment from various departments, not just HR and IT. A cross-functional employee 
experience team would manage EX projects for alignment, integration and an  
enterprise-level communications plan. And at Hitachi Vantara, HR is working closely  
with IT counterparts to establish a partnership related to our ServiceNow projects  
and optimization.”

Upping the game, talent, and responsibilities in shared services 

To foster better working relationships and align on experience goals, organizations are 
redesigning existing decentralized service delivery models under a global experiences 
function for HR, IT, payroll, and other people services. The scope of HR shared services  
or “people enablement” is also evolving well beyond routine transaction activities. 

Organizations historically have relied on shared services to deliver HR administration 
processes. But now with increased capacity of technology, automation, and 
dependency on self-service, the HR shared services model has expanded. According 
to the 2018 Aon-HRSSI study, HR shared services is now the most common provider of 
new hire onboarding services, responsible for delivering a simple, helpful onboarding 
experience from end to end. 

Data scientists and experience officers 

Workplace transformation is equal parts technology, talent, and change. And to 
successfully implement new technology, companies must train and enable a team 
that looks after that technology. This is why new roles with deeper skills such as data 
scientists and experience officers have been added within IT, focusing not only on UI 
but also on how technology makes people feel. 

HR is similarly reinventing its structure with new “experience” teams or even retitling 
functions, including “people operations” and “HR service delivery.” New titles 
are appearing such as “Head of Employee Experience” or “Director of Employee 
Engagement,” often reporting to the CHRO or even the CIO. With connectivity being  
a vital component of the workplace experience, organizations are adding new  
global HR technology teams focused on architecting the use and mobility of HR 
software, applications, and systems that interface regularly with their IT counterparts. 

WHITE PAPER

The best way to 
ensure a partnership 
between HR and IT is 
to establish dedicated 
employee experience 
resources and have 
those resources drive 
cross-functional 
alignment from various 
departments, not just 
HR and IT.
–  Mia Isnardi-Shook, VP of Global People 

Services Enablement at Hitachi Vantara 
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Julie Tschida Brown, Chief People Officer at Transamerica, says, “The employee 
experience initiative at Transamerica is directly connected to our modernization 
activities and our pivot from transformation to growth. You’ve heard people say,  
‘Our employees are our most valuable asset.’ Well, it’s time to think more critically  
about how we demonstrate that. And looking at how employees experience working  
here is the right way to do it. The cycle is virtuous: create an engaging environment, 
employees become more engaged, employees provide an exceptional customer 
experience, and leadership spends less time putting out fires. At Transamerica, we are 
focused on defining and delivering great experiences during the application process, 
onboarding, benefits enrollment and performance management as well as in career 
development, our physical work environment and how leaders communicate. It’s all 
wrapped in supporting our own well-being through our Wealth + Health brand. It’s 
why the HR team adopted Employee Experience as our name and why we’re taking  
a holistic approach to all of it.” 

Employee experience can be complicated. Driving experience projects without cross-
departmental alignment can discourage end-user engagement and ultimately be 
a disservice to the organization’s workforce. The rise of employee experience teams 
drives governance and ends the power struggle between departments such as HR  
and IT of ownership and decision-making. “Transparency, open communication,  
and alignment on the work each group is doing on an ongoing basis is key –  
considering each other true partners in the journey and building that partnership  
with engagement” says Mia Isnardi-Shook. 

We’ve renamed 
our organization to 
Employee Experience. 
That’s the new name 
for HR. It’s really helping 
ensure that employee 
experience is at the 
heart of everything 
we do, including the 
systems that we use
–  Ron Wood, Employee Experience 

Technology Director, Transamerica

HR past

Reduce manual/administrative 
processes & increase e�ciency 

Modernize HR service delivery and 
deliver a great employee experience 
during lifecycle moments

Voice of customer 

Employee experience 
platform 

Emerging technologies  

Service delivery

Consumer-grade 
intelligence

HR now Priorities 

HR or IT past

Technology decisions 
and  implementation
 

Connect on an enterprise vision and drive 
technology decisions together that enable 
great end-user experiences

HR or IT now

HR or IT new roles now

IT past

Reduce manual/administrative 
processes & increase e�ciency; 
service IT customer only
 

Enterprise-wide service delivery; 
support HR in employee 
lifecycle moments 

Employee engagement, perks, 
real estate, digital, technology, 
culture, wellness

Employee Experience O�cers 
or HR Transformation

Data Scientists  

Uncover data to solve complex 
problems and help shape 
business goals (AI models etc.) 

IT now

The HR/IT-led employee experience evolution
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2 Make technology decisions together
According to Gartner, “By 2022, 75% of organizations will include employee experience 
improvement as a performance objective for HR and IT groups. ”1 To keep up, 
companies are steadily adopting cloud-based solutions and other technologies 
to deliver digital, enterprise-grade systems to the workforce. But that adoption 
has left IT and HR struggling to understand how these systems add value to the 
employee experience. Meanwhile, employees have become overwhelmed with 
multiple systems.  

HR and IT now have a growing priority to ensure new technologies not only address 
complex business issues, but simultaneously meet the expectations of people  
who use them.

“At Hiatchi Vantara, both HR and IT are committed to not only making technology 
decisions together, but to ensure our investments will optimize the end-user experience 
and how work gets done. We like to think past the technology but to the end state of 
how it will be incorporated into the flow of work to make the experience seamless and 
maximize productivity,” says IT leader at Hitachi Vantara.” 

Leading by example is a ServiceNow customer Schneider Electric. Schneider 
Electric, a top power management company, experienced this epiphany after both 
departments realized they had planned separate initiatives to transform internal 
enterprise customer service delivery. At the time, HR was running a separate user 
experience from IT for their employees, utilizing several customer support phone 
numbers and facilitating ticketing in an outdated platform with limited upgradable 
functionality. Simultaneously, IT was on a quest to modernize IT service management.  
The end game in each initiative was delivering a rich, consumer-grade experience  
to their 133,000 employees and having rich functionality in place for IT and HR staff.  
This prompted HR and IT to join forces on their initiatives with a business outcome  
to deliver a single unified employee service experience.

3  Optimize employee service with a  
single digital experience platform

System siloes in HR and IT 

The commonalities between an IT and HR case worker is a relevant paradigm. Both 
are servicing an internal customer inquiry with a goal of addressing an issue raised by 
an employee. Despite being IT or HR, both workers are required to tap into knowledge 
content, ensure proper routing, and ultimately close the case and set a positive 
service experience for the end-user. Yet both IT and HR have long been utilizing 
separate instances of software or manual processes, causing a lack of consistency 
while discouraging a positive employee service experience.  

When employee requests enter HR and IT black hole 

Similarly, too often HR might own the expectation of an experience; however, the 
responsibility to fulfill that expectation is not limited to an HR-only task. A relevant and 
mutual HR and IT example is system access requests. An HR system access request 
submitted by an employee attempting to gain access initiates an inquiry to HR, but 
to resolve this request, there’s a dependency on IT to update the employee’s active 
directory account, enabling HR to provision rights. This is where workflows as well 
as communication breakdowns occur due to unsophisticated routing and workflow 
management. The result is a black hole where neither HR nor the employee has 
transparency or immediate resolution.

We’re no longer 
just implementing 
technology to solve 
business problems 
but thinking about 
the viability of using 
technology to enable 
a great end-user 
experience, that’s 
easier, friction-less  
and intuitive across  
the enterprise.
–  Poonam Dasani, Service Delivery Manager, 

American Express Global Business Travel 

1 Gartner “To Achieve a Consumer-Grade Employee Experience, HR Must Follow CRM,” Melanie Lougee,  
Jim Davies, Chris Pang, 2 November 2018
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The reason we chose 
ServiceNow is because 
of the platform.  
The platform would  
allow us to build one  
employee portal to  
create that single,  
unified experience for  
all employees.
–  Melissa Golden, Director of Global HR 

Customer Service, Schneider Electric

Not having a consistent way to find answers is a major breakdown in the employee 
experience. HR and IT have historically offered hotlines, portals, inquiry submission 
forms, human channels, and email aliases, with limited success. In many cases, those 
departments fail to realize that employees simply don’t know where to go to get the 
answers and support they need. 

Organizations with a customer-centric vision are shutting down websites and email 
and increasing self-service with a single, digitally driven employee service center. 
According to Gartner, “Some organizations have taken the step of combining their HR 
service function with other employee-facing support services, such as IT, procurement, 
or expenses, to create one extended employee service center. The formation of a 
“one-stop shop” is intended to simplify the employee’s experience by removing the 
burden of deciphering multiple processes and systems. This is one example of a move 
toward a more employee-centric model.”2 

A digital experience platform becomes the central touchpoint across the workforce 
and enables departments such as HR and IT to deliver a consistent service experience 
and retain their unique departmental requirements and workflows. 

4  Go beyond automating tasks with a digital experience 
that inspires connection and collaboration

Transformation of the employee experience isn’t just automating tasks or addressing 
individual inquiries. It’s about identifying and reimagining moments in the employee 
journey that can have an overwhelmingly positive—or equally negative—impact on 
the end-user. According to employee experience experts Dan and Chip Heath3,  
great experiences hinge on “peak” moments. 

For example, an employee starting a new job is less fixated on the extensive interview 
process she endured than the excitement she’s felt after a great first week. The 
experience of the first day or even the first week can heighten sensory emotions such 
as relief, gratitude, and validation for making a career move, which is also considered  
a “peak moment.”

There are several of these peak moments throughout the employee journey where 
HR and IT can partner to create experiences inclusive of human, physical, and digital 
touchpoints. According to Dan and Chip, when it comes to using technology, one 
needs to ask, “Is the technology boosting responsiveness or limiting it?” 

2 Gartner “To Achieve a Consumer-Grade Employee Experience, HR Must Follow CRM,”  
 Melanie Lougee, Jim Davies, Chris Pang, 2 November 2018

3 The Power of Moments: Why Certain Experiences Have Extraordinary Impact
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Pre-Boarding

Orientation

Acclimation
@Home

Resignation

Disengaged

• Sense of belonging 

• Developed competency

• Culture, values, mission and purpose

• O�ce orientation 
 (desk set-up, campus tour)

• Personal tasks 
 (401K, business cards, credit card) 

• Drip feed of training and development 

• My org, role, responsibilities

• • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • • •

Great experiences hinge on 
creating “peak moments”
New joiner onboarding anywhere  
from 1-30 days
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By broadening our 
scope of the customer, 
their behavior 
and needs, it then 
informed our strategy, 
design, process for 
implementation and any 
necessary approvals.
–  Poonam Dasani, Service Delivery Manager, 

American Express Global Business Travel 

5 Listen, design, test, iterate
To attract, retain, and engage the best talent, the pendulum is swinging away 
from what HR thinks employees want and towards what employees actually want. 
Companies seeking to put people at the center of their organization are introducing 
feedback channels to build trust and capture the voice of the customer. With the use 
of employee pulse surveys, suggestion boxes, open forum discussions, and employee 
design thinking workshops, HR and IT departments are prioritizing the employee  
journey as the initial step in transforming their employee experience. 

Design thinking has become the predominate aspect of HR transformation models. HR 
is putting the end-user at the center of the experience to encourage interaction versus 
transaction for critical employee moments; however, applying a design thinking mindset 
to how employee issues get addressed isn’t isolated to HR. IT is also using this principle.

Chief Experience Officers will require progressive digital employee experience 
platforms to be well informed to ensure a continuous drumbeat of iteration, 
feedback, and execution. To get experience correct and ensure its effectiveness, 
companies will need to establish platforms that surface experience dashboards, 
providing real-time insights of employee satisfaction rates, scores, and SLAs 
benchmarks for enterprise service delivery. 

In the dashboard example below, IT and/or HR have insights to employee satisfaction 
scores, service center engagement levels, open case and deflection rates, and 
the time it takes to close cases. Additionally, the dashboard monitors effectiveness 
of experience projects implemented by HR and IT across key employee lifecycle 
moments such as onboarding, relocation, leave of absence, or off-boarding. 
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On the right path
Creating a strong partnership between HR and IT can lead to experiences that 
enhance the journey for every employee, benefiting an entire organization. The 
five best practices discussed in this paper can help put you on the right path to 
achieving that partnership.  

Contacts

Sunita Khatri
Product Marketing, ServiceNow 
Sunita.khatri@servicenow.com 

For more information on ServiceNow HR solutions, visit Servicenow.com/hr 

For more information on ServiceNow Enterprise Onboarding and Transitions, visit 
Servicenow.com/products/employee-onboarding.html 
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