Challenge Card #2 - HR Processes
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Map for your

Use your challenge card and list all people or groups connected with the process. raise complaints

Stefanie Norman
Place them on the map based on:

Interest — how much they care about the problem or are affected by it.

Influence — how much they can affect the process, decision or implementation. CHRO
. HR Partner
Katharina )
Map four groups: - Daniel
Baran Fittkau

e High interest/ high influence

Key stakeholders. Talk to them early and involve them closely.
e High interest / low influence

Main users or affected groups. Important for empathy interviews.
e Low interest/ high influence

Potential blockers or decision-makers. They may not feel the problem, but HR
the requestor
can stop or enable change. department
. . - every regular
e Low interest/low influence colleague

People to monitor. They may be less important for interviews now. TUvemployee Anna Kalifiska
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Stories & Experiences

‘Tell me about the last time...’

what is the
easiest way
for you to
submit this
request?
Whatis your How often
biggest do you
frustration with g
the requests experience
you receive? this issue?

did you place

your request

directly or via
a ticket?

How did
you issue
the
request?

What do you
think the
process

should look

like?

Where did
you look for
instructions?

What do you

think would
help in this
situation?

Sticky stack

what was the

difficulty you

experienced
when requesting
spomething in HR

Did you know
who to
address with
your request?

Tell me about the
last time you have
got a smooth and

satisfactory support

from HR Team



Non-obvious & Deep
‘What if...", ‘Why specifically...”

Sticky stack




Choosing the Interview Group

Go back to the stakeholder map from the previous exercise. Choose one group — preferably users. Note who, why, and how many people.

e
HR department
the requestor colleague
- Kasia Monika Wawrzynek
Pawtowska TL HR
Kruczek Admin
Nowak Anna Kalifiska - TL
Recrutitn
o

do people

find this
tiring/difficult



‘Faster Horse’

What users think they want — vs. what they really need?

Sticky stack




Observation & Experience .

What do we want to see live? What will we ask the interviewee to show or demonstrate? Sticky stack




Hypotheses & Goals

Sticky stack




Category & Conclusion
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TASK -~ HOMEWORK FOR EVERYONE

‘Conduct one simple and shortinterviow.

‘Gontact a person from the selected group.

2. Explain that you are participating in a training and need real
Information fo workshop work.

3. You cantak live, meet on Teams, o send the questons by,
e-mallorchat

4. Usethe questions prepared during the exercise.

5. 1 possivle, ask follow-up questions and capture examples,
stores and quotes.

6. Wite your answiers In Miro using stcky notes. Please use one

sticky note forone pisce ofinformation. (Tp: You can use.
Mir's bulk mode 0 paste able rows and automaticaly o
them into separate sticky notes.)




CUSTOMER JOURNEY MAP: TASK

y o

Work in your team and create a Customer Journey Map for the process your
challenge is about.

Steps:
1. Start with the stages of the process.
2. Review the proposed stage names on the board.
3. If you do not agree with them, change the names so they better reflect the
real process.
4. Add touchpoints for each stage.
5. Add user actions — what the user is doing.
6. Add pain points — whatis difficult, unclear or frustrating.
7. Add insights — what patterns, needs or improvement opportunities you see.
& Mark the most important moments that should be improved first.

The goal is not to create a perfect maj
‘The goal is to understand where the experience breaks and where improvement
can create the most value.

HOW TO READ THE JOURNEY MAP

ages
“The main steps of the process, for example: Discovery, Request, Approval, Onboarding, Service
Usage. They show the journey from the beginning to the end.

Touchpoints
Where and how the user interacts with the service, system, team or communication channel
Examples: emall, service portal, meeting, form, nternal communication,

Actions.
What the user s doing at each stage.
Examples: searching for information, submitting a request, waiting for approval, using the

Pain Points.
Friction, frustration, confusion, delays or blockers in the user's experience. This is where the
process becomes difficult or unclear.

Insights.
Patterns, conclusions and improvement opportunities. This row helps us transiate observations
into decisions about what should be improved.
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RULES FOR IDEATION

Copy ar

10creco

might we remove the need for
loyees to understand, search for or
manually submit HR change requests by
creating a system that detects, prepares

and routes the right change automatically?

uestions



TASK: ANALYSE IDEAS ON THE MATRIX

Use the idea evaluation matrix on the Miro board.
Place each idea on the matrix according to two criteria:

Vertical axis:
Impact on solving the problem and improving KPIs

Horizontal axis:
Impact on user experience

Instructions:

1. Read all ideas generated by your team.
2. Discuss what each idea could change for the user and for the
organization.
Place each idea on the matrix.
4. Look for ideas with the strongest combined potential:
o high impact on the problem and KPls,
o high impact on user experience.
5. Select 2 ideas that your team wants to develop further.

@«

Output:
2 selected ideas with the highest potential for prototyping and testing.
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TEST YOUR PROTOTYPE

Test your prototype or MVP with a user from another team to check if your Test

Whatto do:

1. Set the context
Who is the user?
« What problem does the prototype solve?
« What hypothesis and success criteria are you testing?

2. Give a task (don't explain too much)
sk the user to complete a realstc scenario
« Letthem interact naturally with litte guidance

3. Observe carefully
« Whatis clear vs confusing?
© Where do they hesitate?
« What questions or reactions appear?
« What do they do differently than expected?

4. Ask for feedback
« What worked / didn't work?
« What was unclear or missing?
« What would improve it?

Did you meet your success criteria?

5. Draw conclusions
« What to keep, improve or change?
« What did you learn about your hypothesis?
« Continue, adjust or stop?
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Design an experiment for your selected idea

Design an experiment for your selected idea
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