
“Mapping the experience of employees 

throughout their  l i fe cycle” 

F l o r e n c i o  “ R h e n c y ”  P a d i l l a

H e a d  o f  P e o p l e  E x p e r i e n c e  – G r o u p  H R



Presence in 8 

countries

Team of over 

12,000 

employees

Over 750 retail 

outlets

200k sqm retail 

space

10 e-commerce 

sites

76k sqm 

warehouse space

About us



WHAT WE DO



AMBASSADOR

of luxury lifestyle in the 

Middle East

A TRADITIONAL

distributor and retailer 

for luxury in the Middle 

East

A HYBRID

retailer bringing 

luxury experiences to 

the fingertips of 

customers 

everywhere



Strong values we proudly carry forward over the years



From a fast pace market growth to new market dynamics, we embarked on a journey  to transform 

into an agile organisation

Reflecting on our 

processes

Having the right 

platforms to be 

data-driven

Shifting mindsets



“The way to do many things

is to do one thing at once.”

-- Richard Cecil



…is an approach that will change in its core.



Principle

Mindset Methodology

Emphatise Define Ideate Prototype Test



Administer surveys, 

conduct interviews and 

focus groups

(2-4 weeks)

E M P A T H I S E

Analyse data , map the 

experience & understand what’s 

important to your employees

(1-2 weeks)

D E F I N E  P R O B L E M

Generate solutions with all 

stakeholders. Get them 

involved

(1-2 weeks)

C O - C R E A T E

Help stakeholders focus on 

4-5 key areas. Test & take 

action

(6 months)

I M P L E M E N T

Be the accountable partner 

to stakeholders. Measure & 

regularly review progress

(ongoing)

R E V I E W

Framework

EX Mapping Duration: 8-12 weeks





Build a CULTURE of 

ongoing feedback & continuous enhancements



Where do 
you start?    



Employee 
Persona



Personalising Based on the 



What does 

look like in 
different touch 

points?



Recruitment

Zooming In on a 

Looking for Job Vacancy Submitting Application Interviews & Assessment Feedback & Job Offer





Use

to measure experience consistently & build  



D A S H B O A R D S

Note:

Establish people metrics early on in the project & 

hold managers accountable.

Example:

• eNPS

• EX Score

• Engagement Score

• Happiness Index



People Research Cycle

Recruitment Onboarding Development/Retention Separation

Candidate

Experience

New Hire

Experience

Onboarding 

Process 

& Effectiveness

People Strategy Employee

Wellbeing

Training &

Development

Leadership

Employee

Attrition

Candidate

Reaction Survey
Onboarding 

Experience Survey

End of Probation

Survey

Engagement & 

Experience Survey

Training 

Evaluation

Performance

Review/ 360

Wellbeing eNPS Offboarding

Survey

Pulse and/or Ad-hoc Surveys

Support 

Services

Satisfaction

Survey

Management

Performance

Review/ 180

Pulse Survey Examples:

(1-3 questions/ monthly)

• eNPS

• Open-ended feedback

Ad-hoc Survey Examples

• Events/ Activities

• Org. Change

Hiring Manager’s

Experience

Hiring Manager’s

Reaction Survey



500 employees

8 countries

40 brands

DATA INFORMATION INSIGHT ACTION

Turn data into 



E N A B L E

E M P O W E R

E N G A G E



Automation reducing administrative time (SuccessFactors Employee Central)

Smoother point of sale system (Oracle Xstore)

Mobile, snack learning & gamification (Axonify)

Chatbot and video candidate interviews (Easyrecrue)

Quicker signature process (DocuSign)

E F F I C I E N C Y

Collecting & analyzing data (Qualtrics)

Data-driven decision-making with people dashboards (Power BI)

V I S I B I L I T Y

Employee self-service for all HR requests in one platform (SAP SuccessFactors)

Employee app as one-stop-shop for all platforms (Beekeeper)

E A S E  O F  A C C E S S

EMPLOYEE 
EXPERIENCE 
DRIVEN BY AN 
ECOSYSTEM OF 
PERFORMING 
TOOLS



P E O P L E  

E X P E R I E N C E  

C O M M U N I T I E S

20 communities; 187 volunteers 

across the Group, including for 

store-based employees

L E A R N I N G  &  

D E V E L O P M E N T

Promoting a learning culture through 

our Retail Academy, using an easy 

mobile learning app, and offering 

internal mobility

E M P L O Y E E  A P P

Amplifying the voice of our 

employees, community-building, 

open forum for suggestions, 

achievements throughout the Group



Enhanced people policies to allow for flexibility and work-life balance

Personalised office spaces to ensure comfort, boost creativity and enable collaboration

Bringing our back office and store teams closer

W E  O F F E R  A N  E N G A G I N G  &  C O L L A B O R A T I V E  E N V I R O N M E N T



Recognition at a Group level, brand level, country level

Giving back to our planet and our communities through Chalhoub Impact

Focusing on people’s wellbeing through our H.O.P.E programme

W E  O F F E R  A N  E N G A G I N G  &  C O L L A B O R A T I V E  E N V I R O N M E N T



Employee Net Promoter 

Score (eNPS) 2018

23%

61%

0

-100

+100

Customer Net Promoter 

Score (cNPS) 2019

65% 

2019



Project Timeline



Do’s

• Look at each phase from multiple angles

• Know your end game

• Be intentional about who you involve

• Focus on key groups within the organization

• Communicate! Communicate!

D O ’ S :

Successful Employee Journey Mapping: things to consider 

Don’ts

• Take a ‘one size fits all’ approach

• Keep your employee journey map updated

• Remember - it’s a tool, not a solution

• Collect data that you cannot or  are not going to 

action



“The way to do many things

is to do only one thing at once.”

-- Richard Cecil



C H A L H O U B G R O U P . C O M

CHALHOUB GROUP TALENT

CHALHOUB GROUP

& !

CHALHOUB GROUP

C H A L H O U B G R O U P C A R E E R S . C O M


