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Overview
Did you know that the systems experience
you’re providing to users – like candidates,
employees, suppliers, students, and other
groups – likely isn’t hitting the mark?
System users have high expectations!
Consumer apps and websites have shaped
the way that people expect to engage with
enterprise systems. Today, users anticipate
interacting with systems that have a
beautifully branded user interface (UI),
seamless navigation, and are optimized for
mobile.

No matter the system or audience, you need
to think through the experience that your
organization is providing in order to protect
your brand and reduce inefficiencies to save
your team time and money.
This ebook overviews the types of system
experiences that different enterprise audience
groups anticipate, and how companies across
different industries were able to upgrade their
experience to meet these expectations.
You will learn:

If your systems aren’t providing the caliber
of experience that people anticipate, it will
impact how they think about your brand
and whether they choose to continue doing
business with you.

•

What a good systems experience looks like
today

•

The positive business outcomes
associated with improving your systems
experience

For instance, candidates may decide not to
apply to your organization if your career site
and application experience are outdated and
difficult or impossible to use from a mobile
device.

•

How to improve the user experience
across a range of common enterprise and
academic systems, like Human Capital
Management (HCM) systems, Applicant
Tracking Systems (ATSs), eProcurement
systems, and Campus Portal Systems.

Similarly, if your campus portal solution
provides a frustrating experience, students
will begin to develop negative perceptions
about your brand that could impact future
enrollment.
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Summary

What does a positive user
experience look like today?
To identify what a positive user experience
looks like today, consider the apps and sites
that you interact with on a regular basis. What
kind of characteristics do these apps and sites
share?
As an example, let’s take a look at Amazon’s
presence across web and mobile. Here is the
typical journey that a user might encounter
when shopping with Amazon via desktop:
•

Arrive on Amazon’s home page

•

User is already signed in, no log-in
required

•

Items that the user has looked at recently
or that may be of relevance to them based
on past purchase behaviors are presented
near the top of the page

•

When a user clicks on an item it loads
quickly and all the details needed to make
a purchasing decision are provided on one
page

•

When a user presses the purchase button,
it only takes a couple of clicks to confirm
their purchase – and their item is on its
way!

In addition, every page of the site from the
home page through the purchase form is

InFlight

consistently branded with Amazon’s logos,
colors, and fonts. It’s clear to the user that they
are within the Amazon ecosystem throughout
the entirety of their experience.
When we take a look at the experience on
mobile, there is little change – because the site
has been designed with mobile in mind, given
that so many people shop and get things done
from their phones.
Amazon also has a mobile app that improves
on the user experience by making things faster
and even more seamless for mobile users.
When you visit the site on mobile, it prompts
you to download the app to enjoy this
improved experience.
If we carry this example over to the enterprise
systems experience, users anticipate a similar
type of encounter. However, there is often
a major gap between this expectation and
the enterprise systems experience they’re
delivered.
Do you know if your systems are providing a
positive user experience? Use the checklist on
the next page to find out what you’re doing
well and identify areas for improvement.
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Assess your user experience with the
InFlight User Experience Checklist
If you want to assess if the user experience you’re providing aligns with expectations, you can
use the InFlight User Experience Checklist. Simply log in to your own system and address each
answer on the below checklist in turn and then take a look at your score to see how you stack up.

The InFlight User Experience Checklist
Are users able to log in just once and
complete all tasks within one system
portal – as opposed to having to log in
and out of multiple systems?

Are users able to easily start and
complete workflows and find the
information they need without
submitting a support ticket?

Are your systems consistently branded
across every page a user might land on?

Are users able to use your system from
a mobile device?

Are users able to navigate and use your
system without any formal training?

Is the mobile experience as good as the
desktop experience?

Can users complete simple tasks, like
submitting a job application, enrolling
for a course, or submitting a vacation
request, in 5 minutes or less?

Does your system provide analytics
that show how users are engaging with
your system so you can improve the
experience over time?

Are users able to submit system
feedback in platform?

How did you do?
0-3 check marks:

4-7 check marks:

8+ check marks:

Your user experience is a
little behind the times and
may have a negative impact
on your organization’s brand
perception and productivity
levels. Continue through this
document to see how other
organizations like yours have
turned their user experience
around for good!

Your user experience is fairly
standard. There are some
areas that are working great,
and some spots where it
can be improved. Read on
to learn more about how to
upgrade your experience
across all of the touchpoints
in your user’s journey.

Your user experience is
looking great! You likely
don’t have that much to
change at present, but we’d
still recommend you read
through this ebook to get
ideas for additional ways to
make your user experience
shine over time – particularly
since user expectations
change relatively quickly.

InFlight
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Business outcomes associated
with a positive user experience
Depending on the audience and the action
your system is enabling, the business
outcomes associated with improving your
user experience will look a little different.
However, there are a few positive outcomes
that apply across the board to almost any
user system.

1. Improved Brand Perceptions
The system experiences you provide
represent your brand. The digital experiences
people have with your systems showcases
your brand in action – and if you’re providing
an outdated or poor experience, your users
will begin to rethink their perceptions about
your brand.
For example, if your academic institution
is positioning itself as an innovative school
with cutting-edge programs, but you deliver
a digital experience to your users (students
and faculty) that feels outdated, members of
your community will begin to second guess
how innovative you truly are – and they will
communicate their thoughts to others too,
shaping your brand over the long run.

2. Boost Conversion Rates and/or
Completed Actions
If you can deliver on a positive user experience
– including intuitive navigation, seamless
transitions between overlapping systems, and
a limit on repetitive, time-consuming steps
– you can reduce drop offs and increase the
number of people who complete the action
you want them to take after logging into your
system.
For example, if your organization is trying
to convert more site visitors to applicants,
you can focus on the candidate experience
to reduce the number of people who drop
out of your process. By improving your apply
flow, you can reduce the time and number of
steps it takes to complete the application and
ensure more candidates convert to applicants.

Conversely, if you can provide a user
experience that delivers on your brand
values, you can use your systems to support
or even re-shape your brand positioning.

InFlight
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3. Increased Productivity – Save
your Organization Time and Money!
Lastly, an improved user experience can
help save your organization time and money
by ensuring that tasks are completed quickly
and efficiently.
For example, if your HCM system provides an
optimized experience on mobile, employees
can complete self-serve tasks quickly on the
go. This means that employees can spend
fewer hours during the work day focused
on navigating a difficult system from their
desktop.
Even if your users are not employees, an
improved user experience will still end up
saving your organization because your team
can spend less time developing training and
offering support as well.
In summary, there are many positive
outcomes associated with providing a
modern, best-in-class user experience
across enterprise systems. In the following
section of this ebook, we’ll overview a few
ways that organizations across industries
have done so and the outcomes they’ve
observed as a result.

InFlight
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EXAMPLES:

User Experience Transformation

Hyatt Hotels Corporation is an American multinational hospitality company that manages and
franchises luxury hotels, resorts, and vacation properties. The company is comprised of over
100,000 colleagues across 60 countries.

The Candidate Experience Challenge

The Candidate Experience Solution

Hyatt Hotels Corporation had an aging career
site and inefficiencies in its application
process. These issues led to a disconnect
between the company’s employer brand
positioning and the experience candidates
were having with Hyatt’s site and systems.

To address this, Hyatt relied on the InFlight
Employee Experience Platform (EXP). InFlight
redesigned Hyatt’s aging career site to
feature updated creative and compelling new
themes consistent with Hyatt’s brand. The
new career site included intuitive navigation
and responsive design to accommodate
job seekers accessing the site on desktop or
mobile devices.

Hyatt’s apply flow was deterring candidates
because the process was difficult to navigate
and time consuming to complete. In
addition, when candidates hit “apply” they
entered into an environment that was void of
branding and felt completely different from
the Hyatt career site. Hyatt wanted to improve
their candidate experience to convert more
candidates to applicants.

InFlight

The InFlight EXP also helped improve the user
experience during the application process by
removing registration and log-in barriers. As a
result, the Hyatt team was able to reduce the
number of steps required from application
start to finish to encourage fewer candidate
drop offs. The InFlight EXP also enabled Hyatt
to gain access to better analytics so that they
can track metrics and make improvements to
their user experience over time.
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Hyatt’s Candidate Experience Outcome
Hyatt was able to translate its world-class employer brand into a user experience that reflects
the organization’s values and culture, and positions the company as a leading employer in the
hospitality industry.

“Our old career site wasn’t user-friendly and its design hadn’t kept pace with Hyatt’s
evolving employer brand. InFlight redesigned our career site so it now matches
our brand, has easy-to-use job search, and uses videos and quotes from Hyatt
employees to give candidates a better sense of the benefits of working here.”
— Crystal Bell, HR, Hyatt Hotels Corporation

InFlight
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The City and County of San Francisco is the cultural, commercial, and financial center of
Northern California. The top employer in the city is the city government itself, employing over
31,000 individuals.

The Supplier Experience Challenge

The Supplier Experience Solution

The City and County of San Francisco (CCSF)
was challenged with a disjointed technology
platform that prevented them from providing
a positive user experience to their suppliers.
After implementing an expensive new
PeopleSoft financials system, CCSF discovered
the eProcurement portal used for bidding on
agency contracts was confusing and difficult
to use.

InFlight redesigned CCSF’s eProcurement
portal interface to simplify the supplier
journey and ensure a streamlined
registration process. The new portal allows
bids to be made on contracts without having
to search for additional information. It also
increases efficiency for the CCSF team, as
they now dedicate less time helping users
navigate the site.

When suppliers arrived on their site, they
had trouble finding key information required
to make a bid, resulting in fewer overall
interactions with CCSF. A modern look and
feel, along with intuitive navigation, was
essential to improve the user experience and
enhance productivity.

In addition, InFlight embedded analytics
to serve as a valuable feedback metric to
uncover insights about how suppliers feel
about all of the touchpoints they encounter
along their journey.

InFlight
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CCSF’s Supplier Experience Outcome
The redesigned portal has made it easier for suppliers to register, bid on contracts, and to search
for essential information. It also provides a more seamless approach to other partner websites
and databases affiliated with CCSF.

“The new portal is receiving high marks from suppliers, who tell us it’s much easier
to find what they need and to conduct business more efficiently. There was no need
to write any underlying code and the solution resulted in a more modern, userfriendly, and secure portal.”
— Julie Ansell, Director of Procurement Systems, CCSF

InFlight
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Cox Enterprises is a global company with approximately 55,000 employees and $21 billion in
revenue. Cox consists of three major divisions – Cox Communications, Cox Automotive, and Cox
Media Group – that lead in the communications, automotive, and media industries.

The Candidate and Employee
Experience Challenge

The Candidate and Employee
Experience Solution

Cox is committed to providing a world-class,
branded candidate and employee experience
to attract and retain the best talent. However,
their disjointed HR systems were getting in
the way of accomplishing this goal. These
systems were providing a disconnected and
frustrating user experience for candidates and
employees.

Cox relied on the InFlight EXP to deliver on
their commitment of providing a best-inclass candidate and employee experience.
The InFlight platform enables a streamlined,
easy-to-use, and consistently branded
experience across the Cox career site, apply
flow, and key HR systems for onboarding
and employee self-service.

Cox needed to enhance its career properties
and internal HR systems to provide an
improved experience that also communicates
why Cox is an amazing place to work.

Cox was able to take complete control of
the look, feel, and interactions candidates
and employees were having on their career
site and internal systems, without having to
replace their HCM system or ATS.

InFlight
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Cox’s Candidate and Employee Experience Outcome
InFlight’s integration with Cox’s internal systems has allowed Cox to fill roles faster and keep pace
with their hiring requirements. Across the entire employee life cycle, Cox is now able to attract
and engage talent more effectively.

InFlight gives us an improved user experience platform across many of our HR
tools – from our career site and ATS apply flow, through our onboarding and HCM
self-service applications. We’ve been able to streamline our talent acquisition
experience and gain better control over our HR technologies so they’re mobileoptimized and easy to use.”
— Adam Glassman, Senior Manager
Employment Brand, Cox Enterprises

InFlight
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The City of Boston is a government organization dedicated to serving the public, its internal
departments, and City Councilors. It currently employs 16,994 municipal employees.

The Employee Experience Challenge

The Employee Experience Solution

The City of Boston was looking to upgrade
its PeopleSoft HCM system to the latest
version to provide employees with a modern
experience and to streamline employee selfservice functions and increase productivity.
Timing was critical and the update had to
be completed within a six week time frame
and within budget. The PeopleSoft upgrade
was cumbersome, extremely expensive, and
did not provide the City of Boston with the
changes they were looking for in order to
provide a modern employee experience.

The InFlight EXP was able to integrate
seamlessly with the City of Boston’s HCM
system to provide an easy to use, efficient,
and mobile-friendly employee experience, at
a fraction of the cost of implementing a new
HCM or PeopleSoft upgrade.

InFlight

The City of Boston was also able to take
complete control of the appearance and
functionality employees have while interacting
with their systems by providing enhanced
applications, such as responsive web apps for
modern user devices.
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The City of Boston’s Employee Experience Outcome
With the new streamlined user experience, employees now have access to critical information
and digital support when using the mobile app, so that they don’t have to rely on support teams.
Following the initial launch of the app, the City of Boston introduced additional applications
including: benefits summary and enrollment, qualifying life events, and other self-service HR
functions. These applications were later extended to public kiosks so that employees could
access self-service functions as needed – even when on the go.

“If you’re doing a major upgrade of an ERP system, you’re typically looking at an
eight-figure expenditure. We didn’t think even that level of investment would get us
the kind of usability and mobile support we wanted for our HRIS in terms of selfservice use by line managers and employees.”
— Jascha Franklin-Hodge,
Chief Information Officer, City of Boston

InFlight
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Founded in 1912, Northeast Wisconsin Technical College (NWTC) is a nationally-recognized, twoyear public college, serving nearly 27,000 individuals annually. Focused on student success and
the economic vitality of communities, NWTC transforms, strengthens, and inspires the people of
northeast Wisconsin and beyond.

The Student Experience Challenge

The Student Experience Solution

NWTC is committed to exceeding the service
expectations of their students. However, their
PeopleSoft Campus Solutions portal provided
a disjointed and outdated experience for new
students that was out of line with NWTC’s
innovative brand. In addition, their campus
portal did not offer mobile functionality
which is an essential feature for their Gen Z
student demographic.

NWTC worked with InFlight to create a
customized solution that enhances the
student experience. InFlight redesigned
the Campus Solutions Portal to provide
students with a compelling new theme and
layout, intuitive navigation, quick links to key
information, and easy access to external thirdparty vendors, like Office 365. In addition,
students now enjoy an easy-to-use and
mobile-optimized portal to access important
information and workflows on the go.

InFlight
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NWTC’s Student Experience Outcome
InFlight’s solution has provided NWTC students with an easy to use and efficient way of accessing
pertinent information through the campus solutions portal. The entire project, from design to
testing and revisions, was completed within budget and in just three weeks. As a result, students
have already reported an increase in satisfaction when using the mobile app.

“InFlight was a game changer for us. The technology completely transformed our
student portal. The InFlight team helped us design a beautiful site for our students
and leverage the rigor of PeopleSoft business logic on the back-end. Moving
forward, we see tons of opportunity for future innovation with InFlight as we
continue building experiences that are personalized to each student.”
— John Kopp, Director of Enterprise Applications, NWTC

InFlight
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Ropes & Gray LLP is a global law firm with 11 offices located in the United States, Asia, and
Europe. The firm has more than 1,200 lawyers and professionals worldwide and its clients
include corporations, financial institutions, government agencies, universities, and health care
organizations.

The Employee Experience Challenge

The Employee Experience Solution

Ropes & Gray was looking to enhance their
benefits enrollment process to improve the
overall employee experience.

With the InFlight EXP, Ropes & Gray was able
to develop a unified and seamless two-part
benefits enrollment process under one
system. The new experience is streamlined
and makes choosing a complex benefits
package easy with the use of an enrollment
wizard that acts as a concierge to provide a
personalized experience for each user.

Their previous approach was providing a
poor experience as it required employees to
navigate in and out of two different systems
to research and confirm their benefit choices.
This process presented users with redundant
information and multiple interfaces, making it
difficult for employees to evaluate and decide
on the right benefits package for them.
As a result, the HR Help Desk team was
receiving an excessive number of calls,
creating a lengthy and disjointed process for
employees and causing more work for the HR
team.

InFlight

Furthermore, the InFlight EXP integrated
with Ropes & Gray’s pre-existing PeopleSoft
HCM so that they could avoid the costs of
implementing an entirely new system. As a
bonus, Ropes & Gray was also able to get rid
of a costly third-party tool that was previously
facilitating enrollment, so everything could be
managed and completed through PeopleSoft.
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Ropes & Gray’s Employee Experience Outcome
The new benefits enrollment process greatly improved user satisfaction by providing a
streamlined interface and a fully configurable wizard. This provides employees with the greatest
benefit options and side-by-side plans to ensure each user’s unique needs can be met.

“HR leaders in our firm provided overwhelmingly positive feedback on our InFlightenhanced PeopleSoft open enrollment process. They understand how important
InFlight’s intuitive and streamlined process is to employee satisfaction.”
— Liz Zimmerman, Senior Manager HR Systems &
Process Management, Ropes & Gray LLP

InFlight
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Stanford Children’s Health is the only health care system in the San Francisco Bay Area – and
one of the few in the United States – exclusively dedicated to pediatric and obstetric care. Their
physicians and health care teams offer comprehensive clinical services, from treatments for rare
and complex conditions to well-child care at more than 60 locations.

The Employee Experience Challenge

The Employee Experience Solution

Stanford Children’s Health wanted to provide
their employees with a world-class digital
experience to coincide with the in-person
employee experience that their new, modern
hospital environments facilitated.

With InFlight’s help, Stanford Children’s Health
now provides a modern and seamless digital
experience across all employee touchpoints.
InFlight delivered a consumer-grade employee
experience quickly and cost effectively,
without replacing Stanford’s underlying
PeopleSoft HCM.

However, the organization faced challenges
developing an intuitive and seamless user
system that could accommodate their various
tech systems, including Oracle HR and
Microsoft SharePoint. In addition, they were
looking to enhance their PeopleSoft HCM
system but were unable to integrate it with
their internal portal and mobile app.

InFlight

Stanford employees can now access
important and time-sensitive HR and financial
information and approvals on a single system
that is intuitive and easy to use. Stanford
employees can also access information across
multiple systems with a single sign on which
eliminates the frustrations of having multiple
usernames and passwords, increases the
level of security, and simplifies workflows to
increase productivity.
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Stanford’s Employee Experience Outcome
Since launch, managers have made faster approvals and reported an increase in employee
productivity. Moreover, employees have reported high satisfaction with the mobile app
functionality. The digital experience implemented by InFlight now reflects the world-class health
care experience that Stanford Children’s Health was looking to provide to their employees.

“InFlight proved they were the only partner who could deliver a re-imagined
and world-class user experience, and provide a seamless technology integration
between our Oracle HR and financial systems and Sharepoint Online portal.”
— Kishore Reddipeta, Director of Web Systems and
Technologies, Stanford Children’s Health

InFlight
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Summary
The gap between the user experience that
people expect and the user experience that
organizations are providing is widening every
day. While users anticipate an experience
that’s in-line with their experience on
consumer apps, organizations are providing
outdated interfaces that are frustrating to
navigate and impossible to use on mobile.
To address this issue, many organizations
consider implementing an entirely
new system. However, new system
implementations are time-consuming and
extremely costly. Further, organizations often
end up back in the same spot within a couple
of years since enterprise systems cannot keep
pace with the rate of change set by the rapidly
evolving consumer tech industry.

One way to fix the issue (and avoid a new
system implementation) is to adopt a similar
approach to some of the organizations
featured in this ebook.
Organizations across industries rely on the
InFlight Platform to enhance the out-of-thebox experience their systems are providing
without doing a full system overhaul. The
InFlight Platform sits on top of your preexisting systems, so you can deliver the user
experience you want, without the cost and
pain of implementing a new system.
We hope that whatever approach you take,
you’re able to drive the user experience
changes you need to achieve your business
objectives!

Looking for more insights on how you can
improve your user experience?
The team at InFlight is here to help. The InFlight Platform can provide you with the ability to
drastically upgrade your user experience – without having to replace your underlying system.

1-800-853-7505

InFlight

www.inflightintegration.com

sales@inflightcorp.com

6 Approaches to Designing the User Experience | 20

© Copyright 2021 InFlight North Corporation and affiliates. All Rights Reserved.

