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• About the Report 

llis reportsummarileS key insi,dlts from researtfl undertaken» exptn aoo understard tfle Crown Empbyee 
E>perialce (EX). TheC>'owll EX is explored U..ugJl rndernandif!g keylactoRUlatcompise ard dril'e tile 
CJOerience of w~ffit at Crown QremJIO)'ees and the im>act m critbll ottcomes. i:nclidintthe Ccstomtr 
El<perialce (Cl). lmlJOllanlly. insigJlls are gleaned from e~oym aaoss al busiless Ulits (BUs) of botll 
CIO'Ml Nclbotl'nc ond Crown Perth. 

Prelininaiy quatitalite insigtlts tnd rid\ qua11ti1.a1ne inst:;ltls are presented tr1ro1.ch1>ut lhe report, \lfl tre 

pcssibleusingthe language of employtes fn:m s.uney questionrespmses tnd st.mmarised op.en 
tommetltll)'. 

Ql!antitative reseaf'dl llndilgs are use4 to identifydistil<:t segnentsot c::wm el11lloyees, UlePersmal afll 
Sluotio.ol For;ton flotcompNc the [)(.O$WCll 0$ busi:ne33•rdcvont Employee Re.iponK.S tothc$Cfoctot:.\, ft 

isinpollanllo nole tllal Oiiy siO!Mrrl Employee Responses are reported in tllese fincings. 

QualitaliYe research find ires are used ro idemify irdicali'le inakem' (points of ddigJl~ and 'ble>kei<" (poius 
of pain) of employees' typical e:xptrienees, as Y#'ell J:S Ol)l:Ortunities to in..,~ve bcch the Crom EX ard Cron 
er. 

Oita ontlpi3 i3 conducted ond fndffig, pro'Wided brtJwccsub~omplc$:All cmpbyec3{Ulc Totol Semple~ 

Ciovm NelboUTie enployces, and Cro111 Perth e"'loyees. Sone statistic-Sty sigpificart. but marginal 
dif1erences exist in 1k i ncings 8ClllOS CrownMelbolR'ne and Clvwn Perth. 

Therepot ilstnJCtured into key•nd d"ailedinsigllts, induding an apjl<ndix olfradingsbyprope11y, emptoyeo 
~1rvey rne111t1ues. setmenico~risoos a1 ti;n item level, and suggesled ~Htm::i:rilie Crown EX segm~nt rut:meS. 

Mditioral allflendices are provided St.pa:m1rty, i:nduding an ittm calllofue and detailtd canlent analysis 
res.ullS. 
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Crown Resortsengaged the Customer Expeitence and Insight (CXJ) research group to better understand the wortclng experience 
of its employees. 

The resea rch Is guided by three core research objedlves: 

1 2 3 
IDENTifYEXSEGMENTS 

IDEN11FY CORE DRIVERS DEVELOP A PROPRIETARY 
OFEX EX MODEL 

including the unique size, 
including the to track and 

profile, and any 
relative importanoe and improve EX, and 

knowledge gaps impact on ultimately ex, 
ex Delivery overtime 

• 



The project commenced In March 2018 and employed a multifaceted research approach 
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• EX survey measures Included Personal Factors and Situation a I Factors, as well as a number of Cognitive, Affective, and 
Behavioural Responses to the experience of worldng at Crown 

Value e + • 
~ 

Balance 

Ptisonal Fectorsare internal to lhe employee 
and, as such, cannot be directly controlled by 
Ciown. 

VM..UE: Perceheel value ot empl(Jflllentln terms or 
bene'1s ~·rivtd Iron wOl1<ilg 81 ero ... 
BALAHCE: Pen:eived babmce between Crovm 
ernptoyrnent demands aTid the employee's ptt:Sonal 
life.i 

cP ~~ .,,If<) .. .,~ 

Q.,, 
~'e 

tJ 
<>~ 

~~f 

Situational Factors are external to the employee and 
directlywithin the control of Crown. These factors act 
as 'levers• thro11gh which Crown can attempt to 
generate desi rable business outcomes. 

CllllURE: Perceptions ol conm.micatfon, social intenctions, and 
ltad"'hip sl)1e. 

RESOURCES: Perceptions of resources, including ade~uate 
rraini)f and appmpriate tools and technologies. 

SPACES: Perceptions ofttle ~ical trM1'00n'Le111. i:ncludi:nt 
p~~;al space. funitvn and equipnent. and facilities and 
l)meritiiet. 

REWA.ROS;Pen:e,tff>tHoftherewMtl$ ond bcnclits 1hrt 
employeesteetivt in exr.:tlange f<M" dleirw<dc effon. indudint 
pay. 

--
£mpl"1'9" Responses to the experience of 
working at Crown. These responses drive 
b11Siness outcomes such as prolit.ability and 
customer satisfaction. 

COGHnM'! Though&, beti!ts 3n:I ide3t. 

80iAYlOURAI.: Acting a cntainway. 
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• The final EX survey sample comprised 5,032 Crown Melbourne employees and 2,553 Crawn Perth employees, representing bath 
front-af·houseand back-af·hause roles and a a'OSS-sectlan af employee subgroups 

CROWN MELBOURNE CROWN TOTAL 

70% 
PERTH SAMPLE 

60% 66% CDMPlmS 

5,032 completes out ol 
CDMPlEl'ES COMPLETES 

7, 196 imites 
25Sl~lett1Dutol 7,585completes outof 

4,202imacs l 1,458t invites 

% ffiDNT·DF-llOUSE 
79" -

% BACK OF-HOUSE 284' 30t. -
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• Sample proflle: Crown Business Units (BUs) 

CROWNMElBOURNEBUs s.~2 1= -l'lll!lllJlll -~ ~ 
1VllL 

SAMPll CaplUilClub 12 Cage&COUl'll 56 97 - . -~IZ 7,AI U,4111 

rutl11M£ 

CaplUilProje«s 3 

C.aslnoCa.J• 60 159 

Conte!Cklns 68 381 . .................. 
Cl'OMICasual Statnng 28 208 

2.524 3.396 1.281 J,641 3 ,805 5,037 Cl'olWI rood & Beve111ge 1.356 2.364 
Crown food & Bewragt 683 1.356 

"""""'E Cl'oYlllHo<elS 460 592 
CrownHoteb 232 268 

1.847 2,553 970 1,536 2.917 4.089 EntertailWTlent 74 199 

........ CfolWI Management 13 
UeclAMMINn 10 16 

561 1.247 302 1.085 863 2,332 
CroYlll Senices 118 227 

Ana1K:e 42 39 ....................... 
Fk!ance 49 48 GaminSMM;tines 128 160 

BUSINESS CA.RUR LEVEL 

CROWNMElBOURNE ··~;illll~iz;I 
Gani'n.a: Madlln9:5 157 261 

ttiman Resoun:es 15 108 

GamingProdua 61 ........................ 
HumanReSOtlrt:eS 38 38 ....................... 

n ln¥ftadl IT 97 121 l.T 45 57 
5,032 7,196 

Legal & RegulalOI)' 25 31 Lepl& Regulatory 12 28 ....................... ....................... 
105 43 44 

··- ··············""········ 
2.2 149 65 Marfl.edng 70 .. Maftl:eclng 45 38 . ......... .. .......... -- ....................... 

OOuwC:OfP(lra(e 41 
Propqs.vlces 164 203 

Sec;wity & Serrit.s 105 267 
P\lrtlla&lng&Swm 15 39 107 105 145 

Sewrlt,y 88 181 
612 520 192 190 804 110 SUpjlly 23 5J ............................................... Si.net Hance 27 42 

SUrteillanee 39 16 
Tabl e Games 669 827 .................... 554 2.463 341 1.271 895 3,734 

TableGamtS 
TEMIM018ER 

2. 117 2.626 VIP- Local 38 41 

3.654 4.065 1,927 4.065 5.581 6.804 V.PGaR'n.g 221 118 VIP- htematlonal 17 27 

~ott;lh••ut11n,..Mrtf~tl""'*"'~au1 ... .ei:1Ji.twtm.wM•••••r4~PtllJl."°"'""·'•"'".arc:tenilttiJ""'9fl,..11t'"Uflrli-p,pltd•~1:1W8tb.ONINi:1Ji.tMifo1tto;ll8tl-'""ti:hdwp.mttothll90lt •r.,t1H!rh19f.-,....,. 
lmlJbi.tt«d~fletitudmldH1awwt.rr~eull.dttet«Jlr,c-&1.1tr.-ltdCftltWflUrltd1td$)drl)•Jil~ 



Organisations typlcallyfocus on the experiences they create for employees by BU. However, lndus1Jy best practice and the 
findings of this research suggest a more comprehensive perspec:tlve based on unique EX segments 

lhe ultimate aim of 
EX and ex at Crown 
is ..• "'Togetherwe 
create memorable 

experiences• 
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Crown employees are generally positive about the experience ofwor1dng at Crown1 

EIT(>loyees generally view tflei.rexperience ot wo®ng at Crown as positive (79%) and are Protld {78%} to be emptoyed by Crown. 11lere are some smal differences between Crown Melbourne 
and Crown PerUI, with ltvels ol Belongjng and being Committed bwerat Crown Pel1h. 

111TAL H.!f''+L!.!l!H -MllP\P PEll1lt 

'li apee/str«tfhagreel 

... -~~ - 111'f 751'1 Mean4 8.1 8.1 

• 
~ I 

.... .......... .......... ···················· _, 
741' 78" 7211 - Promotors 50% 50% 50% ........... ... ..... 

Passives 32% 33% 31% ··-················· ··· ............................ - - t71't 58"1 Detractors 17% 17% 19% 

~1 
... . ............... - 78" - t 76"1 

H1PPJ n1' 7Kt 74"1 .. _ 
7211 751'1 an1 -- .... "" -~;, I .... _"' .... ""' 82"1 

····~···· .. Discntk>nlrt!ftl:lrt "" .... .... - 17" lK 17" 

NPS +33 +33 +31 

Mean• 7.5 7.6 7.2 

Promotors 40% 40% 39% .................... . ..................... 
Passive-s 32% ......... 3.'.1".L. . ~9."..L . . ................... 
Detractors 28% .. J~".J ...... 3.2.".l 
ENPS +U +14 • 7 
8enchmarkl -23 

lnvesUgate msonf ng for differences bei-i crown Perth and CroWn MolbOume. Wl!ere p0$$lble, learn f!om what wo111S, what doesn't, and 
translate across properties 

No11t'it.!ioudi1Nll<tll,$of 2l 'HleibliiWedll'Wllftllou1Awt11il1nswfltlillff'ljllllJlllK•thC»Ofltai.is. .... .,iv.1a.~C!8): !foUISCOtH:Oi"M>tlCOl'M~C-lrf•••tr•MdC-PMtt;'Pt«Ktl,U'°1datt•-ff'IP~HMOHht'"I"'•·« 
... ,~•Cl"'wa,.'Ml:iri!M'w··~wtWitd';kMfMtKtotlCO•t4 ... nii;dtd•ttitu1"•wt.•ptor;fftl(t:1'fl$udE'fH1to,.."'" • .,..,.NKIWlflll 11oirtn•:..,_lr.uk'f.SO-lhtk•'1•illg;,. ..... l'Q(piO.CCl)n d"""'",ll-m• 
c°"plffdbtlthO IS. ........ 
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Crown employees report poor Work-life Balance - a major pain point that requires attention 

While Crov.n per1ormswell in terms of employee perceptions of Value and Resoln'CeS, Ulere is room to i~rove Worto;- lile Balance, Rewards, Spaces. and Culture. 

e----. 

e . 

- -·-

Personal Factors 
% agree/ stnll1gly agree• 

e • 
!fl 

VAUIE llAIANCE' 

73% 39% 

75%j 42%j 

69%! 34%! 

RESOURClS 

................................. 82% 

.............................. 84%j 

......... -.................... 78%! 

Situational Factors 
'I! ag,.e/ stmoOYag>ee' 

~ 
Rf.WARDS 

I 
58% 

57% 

60% 

....... 
l I ........ 

SPACES 

54% 

54% 

55% 

CUl.1UR£ 

I 
60% 

62%t 

57%! 

/1...., Improve work·llfe balance by senior management modelling of f>O$tt!Ye W1Jr!Hlfe balance or by Implementing new potlc!es {e.g. nelC!ble Wllrlt y scl!edules, provision of unpaid leave, e~) 

• 

Hoir. 1t.ii;t!Vf~irdw .. t-••t•lt.r·•~ ontror.0f(ne'or1•'.wtldiecl"w"'*"1•utiJ11..d':~l•" •t9' tCC 1rd1,. "1udt4tolhffM.i ... olt1it«W•V.1l.&.n:tbr.l•,. r"'•b'•onled.,,riu•ruptKtltrllH/l.t"91ff./ft~ >r~I 
SCOttteoNlresellfHllWl~ptope'9ts;AAWlll~tfilffSOllsllUll'/l\llllmiclltl'lllct(p<:U:llLJ•~dt~N;lbWf1Hdtt'Of!'f'tld loltl1l*IS.ll'f't. 

While Crown performs well in terms of employee perceptions of Value and Resources, there is room to improve on employee 
perceptions of Work- life Balance, Rewards, Spaces, and Culture 
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The gap that exists between employee and customer perceptions signals room to Improve CX 

E1TC1loyees rate tfle-.ircleliverf Of CX higllutllancustomers rate treir exii:erience ol CX at Crown. rbere may also be a gap between what employees and customers pen::ehe lo be "memorable 
experiences'. 

CXDELIVERY ex PERCEPTION 
EMPLOYEE PERU1TIONS1 CX DEIJVERY GAP CUSTOMER PERCEPllONS' 

,. apt/~gty ••~ % exeet1envmy good 

°'"'" Front-of.floust Bactc-olMuse 9 ...... ... •••••••••· 91%T ·••••••••• 86%! ······t • I 9 ......... t 92% 87% ...... 1 - I········· .. 
I e ······ ... , • 89" 85% "···· ~ ' 

,/L, Investigate end understand ltOW and Why emproyees ancl customen cllflorln lllefr peroep1fo1 or ex Debety. Partloorarettanttonshould be paid to y widerstandlng the notton of 'mt11tonibfe expe!lences' for both emplayees and customers 

• 

,..~ic-h"""~lf"'~ lt>fc•Uit.--"~ 'rp<•'°' ·'*•fh•P"'*.;"'«n•,.•tOlltoCull_..,.._.., , .. .,.._ .. .,.cr-u•P.T-l a<.u~W"blitc_ca_kltbp,...e&a; '«-4'*'~c-·•-nc:-•cao .. ..,._,._..,.~,..,.,-.-iiooi1_ ... ,..,..,., 
~hu11k-,.rtont•er-, ... llt' .... lief-w' •61~1'""ff"lWIM•"f'•l"Ulwflt'. er-u.1twet1';!0N;~lt:-d"11~ .. c.-Ol"'.fO$pJltfl••oit*cC-CXndo•Cwnitt""lt.-,.io4IApll:Cato:u111'1!CttPcrtcc"P•irck••-
1&tOllled•ttowr1ll ~"*'etlil'n::tllttrar .. "JM', 
Mwtl!S"..l\lf.l&ltbe.llfslp'a'udl!IHtnU;p<ll ll~1) Hdh:6,tH.;11iw.,_t cOl'!'~~dll>•thUtS.U-fl't. 

The majority of employees see their role as related to and impactful on CX Delivery at Crown, but a gap exists between 
employees' perceptions of ex Delivery at Crown and customers' perceptions of the Crown ex 
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• Only four drivers have a direct Impact on employee perceptlonsof CX Dellveiy at Crown 

TllefOllrEXlactOIS Ulat driveCX Odiveiya,. Alaplallili1y, Coolmlted, Beton6ng. and WOl1<Peif0111181ce, v.ill>Adaptabli1yUle mostimpacthll. 

CROWN EX FRAMEWORK 

CROWN RESORTS CROWN RESORTS 

EMPLOYEE IXPEIEICE -- EMPl.OY£E RESPONSES -- CUSIOMEREXPEllENCE 

PERSONAi. 1m..-i10- llon-lmpldulD,_, 

~ COGNO'll'E 
o .. oau Sab•faction 

eo1o.inc 
PMViw £mp.loyte 
EJperitMt 

f'J AffECll'IE PlOt>d . committed H't>I')' 

r...T 
SITUATIONAi. 
FACTORS 

(i~I.; BEllAVIOURAL Oiscrtti:irl!eyEffort 

Ad1p1lblll!J J«Heekfr•.g 

WolllP•rfoimance EM'S 

N?S 

~ Undetstand whatdrliesAdaptabllltytoreach EX seonert. and foster Adaptabllltyamong all employees to slgnl1!canttt enhance ex Del!Yery 
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• Adopting a company-v.1de approach that centers on EX segments aligns Crown with best-practice, providing a holistic and 
consistent View of employees 

Fweunique Crown EX segments baud on employee rnotivations exist. tri1h some stgmtflS skel'td tow.ardspartirular Crown BUs. 

® ® ® ® ® 
D!Upnt Contrflluto" Amb~AclllOYe" Relltblo Co-w°""'1 AspMntClreerlsts Oben<tlanted Le.Sers 
ConP:tentliM&Oµbltt Hatd-tffXftln~&SITMe!fle ComhtUble&Comhttml MNlr418d&UncomprMlbln/ /itffl(JllrMtN/dEnf/8«:/Jt!d 

comm!Ulcltodolnatne~)llO Hi('11ymo1ivatedwlt111""1nt ~*··- .. ,.. r..c-iomalcoU>elrnmln SatOnedwitll"'*"''"· ttey wol!,llloyputfnU..WOl1<!0 
uptht Cl1fff' t.ddtr, 1My.,. tllt job dolltttd-CJwn I thtworN, theyaltonnt to Nybollowlnd<lhlwln•• 1ulrdltappoo.'llltydodt 111111,d>tyd<lkWll.K-, oofoyMlhawll.lleilolnCit. 

nnt!O 111..,.nedowt\ llllj)ired l>f ealence. Tiiey lotll1nliftlu-mudl .. -c ..... ....i-
lildodilltl!Jtf•-•nd 

aroc:ommtuodtohonf~Ud ............... dtlltJ 
lti.yhJMn'tcemmm.dtoa ~.Holrto\lor,wbo11 

"1lowle&mne-.""° aldJt~ oppcrlllnilllt!O 
.. 1 .. IMirlollfllf-· 

-•tC1VW11,buttlllywcrll facodwltlllnccnpeteocund 

h'clil~•od""tllolrwcrll 
1eam1nc1toteann1111m:e ·--t>do-t!W harlf•<epp•llllnltleoto- 101C1-,1tulldennlneltl11lr 
bell"""clllnceU>eJcet bclllperaanlllyand motMll!onwaa.....i. ......, ... tlift. ,.,,_.,ly, 

---- Clw.IM; .... -- ..__ 
ta.;2611, lll-...CMotR.Table -. .. -K.:46llo., IN~WA, .... Ciiire.s,M:11heillll.RDll.._N/• a.1•'lll., t.U-.Cr./A, ,.. 

Sla:14'4.IU .. F&e. Hotth. 
191:2,.. IU.-.Cflllle(lamtt, 

ti,ml;H/A ..._fNSiinMi)er 
Ptcf~Senlces,bet-..:Te~11 

bl9.._H/A -- ..__ -- _ ... 
C..."'IQ: lbc25'4. IU._rr,~ 

U.44'-IU~H/A. .. Etl~ .. *-:H/A Aik l8\. 8U._TaMeGWU. 
Cl'IMllhllll: 

1111:3 \\, IU-..fllllt&lllM!$, 

-..:"'" ---1etm,,...1oe. a.t:J'-. au-.na, .. ble~N.fll 

*-::TURl"*"bH 

~ B11ngt11efX~en1stolfre1Dtn1nlltl011llllmaBUors1allt·lla$edapproaclltoacompany-wklemln<ISet 

Ordered from largest to smallest 
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Employment motivations dr1vethe EX segments 

Aspiring C.reerisls are hi~ly molivaled, v.tlereas Oisenchanled leaders are not molivaled by 'Plaming how lo get ahead', 'O<veloping new lolo"1edge 0< sl<ills'. "Otveloping new skills lo cope 
with c:flanges in my field', or'Opportulities to socialise stworf('. 

"°' .,OTIVATE08't x .. F+HH!M",i·ii' 

__ ..... 
......... .......... fletd., -.,_,.,.._......, ........ 

.... , ... ..,... .. ,.., .. 
.,........ • • 111111 ·--­...... --·­....... 

,/ 

,/ ,/ 

,/ 

x x 

,/ ,/ 

,/ 

x ,/ x 

,/ x 

x ,/ x 

x ,/ x 
,/ ,/ 

,/ 

Work-life Balance Is a motivatarfor almost all EX~ents, 111infon:ing the need to focus on this pain point in orderto improve Iha EX and ex 
Del Miry 

• 



There Is a relatlonshlp between employee motlvaUons and Crown emplO'Jlllent tenure 

EX segmeitswifl a sh:lrterCrown emplOflTICnttenure are nore tigJllymotivated toYfor1t 

Hi{/ler •• 
motiwtion 

Lower 
motivation ' r 

ASPIRING 
CAREERISTS 
14%, $YRS ®® . 

5years andunder 

AMBITIOUS 

2~%,6YRS • 

DILIGENT 
CONTRIBUTORS 

44%, 8 YRS . 

6to 10years 

RELIABLE 
CO-WORKE"RS 

16'1o, 10YRS 

® 
DISENCHANTED 

LEADERS 
2%, 11 YRS 

11 )ears+ 

Tap ln!o these motivators, particular!yWork·llfe Balance and develnplng knowledge and skllls to encourage em~ to deliver memorable 
""!'eriences 
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• Cognitive, Affective and Behavioural Responses are below the average for Disenchanted Leaders and Rell able Co-Workers 

Tile perceived ex Oeliveoy score is higll lcw """I EX seginen~ with Oisenc"8nted leaders reponing the l0wtsl ex Oeliveoy score. 

--- !.!!iiili,!i.! ,,.; ·!i,,.1.p1 :!.l,,!.!i.!.iiill,!,.if Mi·i.\li!\.l llli!.!iliijii.!,I if.dl.!lil:!lilf., .. !ili.! .. i! 

..... 83" 83" 

~ ······················· -Em-- 7K - 7 ... t 

81 .. .. ,. -..- 74" 77 .. ,... .... 

I 
..................... -·- 72" 7 ... f 

~ Pn>ud' 7•" 1 ... 
........................ 

"""' 77" 78" 

I 
····-····--········· ....... ·········-···· 

WoJtc- M" -1 

(i@1·; 
........ ··········-····· 

MllpQbll)' M" tS"f 

·-.. ~ .. ·· ·-..,y["'ft- ..,. .. ,. 
'"""-"' .,,. 

"" 

78"! 58"1 

87!1 

.... .... .. ,. 78"1 . .,,., 77"1 

.... '°" '"' 17" 

Ull 18" 

CXOtl'"'Y - '1" .. ,., '3111 

LJ Understand ttteditvers of CX Detlwrytoreaell EX segment to Improve thelremploymente)q)erience 

Moi.. 1TNl•-~~·-,..·~-~i.;1't1t-trVCulrd~1»11'-•ftflll'tnp'ot'~t#ff~kof.f••i:Mot9tlC01r4•'""drd•tNtNl'fftwt~'"'"°"l.l'fJ:>ltJorS.,.t11i;l#.trofQCO...,,.Mvwir4i:ntu"':llla:'lb'Jtlrilimt 
6tltMU:p<ll.:l01:wdtlif-et}hwff-•-ptttdl)•ehtJIS..rplt. 

CrowrCXRHffrdl 18 
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• Work-life Balance Is the only Personal Factor rated slmllarly across all EX segments 

Oisencfla1ted leaders and lleliable Co-WOft<ers rate the Personal and Situational factors consistenttf kwfercompared to tile ottlersegments. 

Personal Factors Situational Factors 
9' afl"/atron~eg,ctt 1' tgrce/ •tron'1YeO""l 

e • .I. !fl r· .. 1 .. .. ...... 
YAW[ BAl.NICl'I RESOURCES REWARDS SPM:ES CUllllRE 

m 3"' 82" 581' 54S 80" 

74" 39l!. 83" 67" 641' 811' 

78St "°" 84" 88"· 80"f 88"f 

591'! 36% 74"! 42"1 37"! 39S! 

81St 41" 831'1 71"t 88llf 76S! 

351'! 39" 481'! 25"L 25"1 171'! 

UC.ENO: 

• S16NtFICAHnY 
HICH&a 

- SIGNIFICANT\.'( ·-· 
~ Unde!StAnd wlletW011Hlte 1JaJ1nce loolls 11118 lor eac:ll EX seg)nentto ld•~ways to lmpllMI 

l'lllU 'hR;-lfflt•~ .. 1t-•.u.-....., •IJ"'Ot'"""~..,.· -~· • .......,., --ef)w--.r:s-· ...... )1100•U"""'4t<llfllt~N•U,•t•~_.. "e•«•~·-'-"'....,......, .. .., .... '"PM-W'-'ff.iM·lii'll~~· 
1eomeorM11t1e011ttt..,liad\p10pt•1;W-lll:ltllUsttU11.tJl.,lip".AJi,.dllmrt1(1'Cll.:llt)Httlp'~rreutco11"fUtdtooeT*IS. ....... 

While Crown performs well in terms of employee perceptions of Value and Resources, there is room to improve on employee 
perceptions of Work-life balance, Rewards, Spaces, and Culture 
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The likelihood of employees reeommendlng Crown as a place work Is strong, with the exception of the largest EX segment, 
Diligent Contllbutors 

Mo!! EX StgmtlltS ha~ a net positive ernpl~ pronOler score, with tt.etxetption of Disenchanted Leade6. 

l1l'S' SEGMENT 
PROMO'lfRS PASSIVD DEl1IAC10RS SCORE SIZE" 

- ® +II -DIUGl!IT 
37% COrmtlBUIORS 

- ® +23 24% 
AMBmGUSACHIEVERS 29% 

llWABlf - ® +11 18" 
CO.WOlllERS 

ASl'IR!llG CAlEERISIS 21% - @ +SS 14" 

DISENCHAHIED - 29% ® LEADEJIS 

£M'S1 DlsNbutitJ.t(%PnmotM, Ptts:Uw~ lk>ITldtn} 

~ Oeep-Gl'le Into Olllgent Con111but1Jisto ldsntl1) and undeistand Whilt Is drMrig the lowwSW!e and ldutl1) opportllnltles to lmp/U\'81helr EX 

• 
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Adaptablllty Is the primary driver of CX Dellvery across all EX segments 

There is s~ne m abilily in the drilers olCX Oelivety aclll5Sthe fil< EX"'gments;Al!tr Adaplablity. ttis is either Committed CK Belooging. 

CEflNffiONS 

....... Wl!Jk a 1..tf.~d b.ti:1r ... ouJ111I 
mponseneasaung ~loyee 

l)enlel)UOMOfthW ablll)' to a•al)t 

Mn1ce deOvery a~d proidehlfl qualty 
seNcetocuS(Omen. 

Co ...... IS an l ffectM bel'IWIOUral 
~H nctMUi ngo!l1)10y .. fMlkl~(lf 

belftgpartOllteJtnltetl>'MI 8ndtl'8t 
CtOWn pro·*'-• aoppon1nityh c:a.v.1op 11 

.... ~lsaeogriltlven!l'f)OnH 

metst1rlngemp1o,eefe.llnptt11td'let 
~Mrcte»O'!ltlenfore jobwdldone. 

fMlpalt.ofthe CQv.n cunroority. ancl 
haw. MllM of I M:iUrl"/ IUlbl l t;t ' " IMl t 

Joi>. 

W..,.........lsasolf•a s,,o"" 
measureorempl~HPftld~tr.wortc 

~nd.llrd,widwlllinlP'!-W~Choj~ 

dor.e'. 

DILIGENT 
CONTRIBUTORS e 

AMBITIOUS 
ACHIEVERS 

RELIABLE 
CO.WORKERS 

ASPIRING CAREERISTS 

DISENCHANTED LEADERS 

Reviewtralnlngand otherineth>ds that support and encourage Adaptability to fO<US oe skhls that help employees; edaptto meat unique customer 
needs, prcwlde hlell semce level•, aad encou,.ge knowledge sllarlng 

• 
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The Crown proprietary EX model developed from this research can be tracked and validated overtime, with comparfsonsto CX 
metl1cs 

Ong:>ing measuitment of care ex and EX metri::s "1Uenable di'ect CX1n1>ariSMS an:f the ability to vati:late tt\at the:se meaS\ftS drive ex Delivtry. lonDtucfi:nal data will tlso plOYide the 
cpportunityt G fnthenrideftt~nd how empJoyte~' tnl'IS;tion fron.orie CX UgMel'lt to '11'10her • 

COLL.MOMTION 

......... 

nltCZIVID ....... 

.a. 
& 

COMMUNICATION 

0 Track core EX mrtrlcson aD annual basls,comparetoCXmebics and l11"4>lementnorelh!quent'pulse' checks 

• 
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• Aspects related to CUiture and Rewards are frequently mentioned as areas for EX Improvement 

TilelnOSl lllqtle!W/ met'dOfledl)ppolt.Wl~tt et1t1Hce Cl'l!IM'l·s El lncfullesmanagement s.t)le and ltf~e benel'lts. wfllms ex e.an be en11anced11uoufl custctnerccrnnurtleadonand tl!e foodot'fefl~ 

CUtTURf REWURC£S REWARDS SPACES 

D.fHMHCOU1fTa>l"OltTUN~ - .... 
l111Pt'tt'Cll'IMtlff'lttrt.lr.ct1.,.moretc1lttable 
lrullntf!to bt~ts.pport~rdinaeued reco&nltial ...._. 
l11¥WMC1wcrtU a1:1nc:e 

flfDll1Y 
lf1¥1'Mt'Cl•cm•19:me•rclltdble'irO!U'IR 
tnat:~l. .._....._ 
BflUl'MdfllClfttrlf"'91'tf\• lfftninktttont Cl'MI 

~"'IS 

., .. lllY . ... 
eturc•tttll'lt•t:• l'f'IMIPl'ICU.W$,tld9cli'll 
KtHS to tilne ol,tledllewullin( lto11n,and st:tlle 
wallir.11twrs 

""'° • 
8«hlfOO( lt!Cl11dlre lltallfll&l'Ojid011l 

i LfUl'IUI BI.... • • • • • 
! Bftlft/ lllllltlf:cblebtr.tf!t$.lnd11dlr.1t:w.mailbtflellt5 
! (e4.tt:eeu.to2..,.ovr pn)ande:dftrlllbtfirfts(e.;. 
! 11 t:tt11 inJeOt~nce.acovru,..ioeinrceor1nsuMce 
! diloo11n~ 

! OIKU SC&m • • • • 
: l iqiro...edbMtlit.\,irdNin1mep~rliriJ:.fldbrtt1Kbcd 

i PWlllQ 

j =nl•ie~c!Clmtt 

l l f'CMM'ClrtWlll'CIUr:d • • nlellflSkt«an ; ._ __ 
! ~lionllfll'll!tllritles • 

CXBIWICOtOfrCPPOlrt1.1HnES 

lfNFATTIRUI COllellUWl:AnofiC DS'l'ISHRI 
Er.tOt18(t.MP90ltH1dprt• • • ·ru#lplo,ffllO ll'l)f'O"rtCfthtffcylr.dde. . • • inbtlotl t t41 Bt11fftl(t.l.l)ll\ll'Jl).piot· · · },f . d1Hw.fl')lt:d 
r. .. ..,11,w1e-i_.,, 111',....,~pr.,,.uontow~ ~C•.s.tou1V.YlllMllfW1tdOrO'M'lpr~ 

EIOCI...... TIUllM 
fteclu:etlmejMUWIUOl'ld• • • 11110.te1lefwntce llnJrO~Wll'Ulllnll'tCllndl1t<rUt110ppo11111tlda1D1 
llldf'MlftPMONlil:edlttettklt! tlWnl.~flOl····ltJrtflPf'OOeMiOfl -Er.cot111s:eml.clmoetintomttfetdtack •• 

~ other quiet.wins can be klentlfted by regllfaityasklng employteS for suggestions 

Ll<ilNO: - ~~TOllS •
AMIJTIOUS 
ACMtlVE'JltS •

RELIMLE co..,,._. • 
ASf llUNi 
CAAmlJ!'1'S -~U> 

i =., •••• !lflleouet••·•ntr1•ueltlo9'I 
l fle..tf•IWrstlttf• .chN.-..J 

I =nden101Uiw1Kl'olui1D«1eu~t1ut•,m11r.d 
l e.stor1m••• 

r/llCtt.mD 

I llf'9IG'eplrpit;ll spces,1Mfedall)'MOW'dlhec;uiio ·- lmo<••:sti•••··-o;& .. ......kM~rsd ! t1clllt!M.tP•tH•titfltC1cet 

! ACCDt i lq1t-ac·to-1d5acdirfom~&rlboatks. 



Summary of Key Rndlngs 

Employee peroeptlons of woridngat Crown 

Crwn emp1.,._.,.,...,.,IY pooldwo-wortd"*lt Clown. However, 
a major pain point 1hat requires attention is poor Work-life Sal.anoe. 

Otllef_...11l1trequlreltlontion-tocullllre .. d.....,,,1,which 
are frequently mentioned as areas for improvement 

The rela11onshlp between EX and CX 
A(Jpexltts-emplajeeand outlDmerpe....,&ntatCX, 
reinforcing that there is room to improve ex. 
rourkaydr!wnhlveadlreotlmpeotonemp5-peroepelontofCll 

Deliwlyat Crown: Bel~ Committed, Ad1plabili1J, -
P.,rfllnnanoe. 

DTT.010.0003.0040_0023 

foclls areas to lmprow EX 

AdoPIMC1'oom--•PPftllGh1ll1tcenl9lsonEX....,_a1;gns 
Cro'M'I with best-practice, providing a holi.stic and consistent view of 
employees. 
BotllcopllMancl ___ below-acetor 

D~nt.edl..eaclenand RelillbleCo-Wo......,howeYer, 11lis does not 
appear to have a significant irrc>act on CX Deliveiy. 

Wot1<-lle8•1-lt11leon!y-,.1111tlt.-tlmUor(tndl..., 

·-•llaee-ill. 
TheUkdihoodofN00111mencliOCC!uwntoworl<lt-ni. Thatsaid, 11le 
largest EX segment. Diligent Cmtributors, are less likely than average to 
recommend Crown as a pt ace to work. 

AdaptallilltJdO-CllDeliwly 1.,_ on c .... EXHOMllta. 

TheC!wnp"'prieWyEXmodeld-pedf!Qm1111t-rdlcen be 
validDd ... rlime,wtth-rtoonstoCllmetriao. 

• 
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DECUJMSUMMAlll' 

Summary of Recommendations 

Short tenn (next 6 months) 
ll'N'eltiCltethe OM11eof ditferenoet between Perttl and Melboume. Consider adopting some Melboume practices to make immediate improvements to Perth. 

Developltratetl• to lllll>f'DW Work-fife Balanoe1t Crown, for instance with senior management modelling a positive work·life balance or by implementing new policies (e.g. 
Pex.ibJe work schedules, provision of unpaid ~we, etc.). le.ad this by underst.Mdingwhat work·life balance looks like for each EX segment lo identify ways to improve. 

OUWquld<wl111C111beld..-byNO'lrtynklncemp1ope1for1U"8111o111. 

Medium term (8-12 months) 
Btlnfthe Clown EXae&mentlt.o ltfe80t0Mthe buineu to transition from a SU or state-based approach to a ·company-wide' mindset. 

!.....UC-how ••d wllyempio,.. 1nd ..-dl!ferln tllelr"""°""on al ex Dtll""Y. Panicular attention should be paid to underntand tile notion of 111emol3ble 
e,q>erienoes'. 

r-ncld1plabilllywttllln emp'-< wlll tlCJllftconllydm.. ex Del""'1. Re>iew uaining or otll« methods, to support adaptabiltty, focusing on sl<ills that help employees: 
adapt to meet unique customer needs, provide hi{61 servioe levels, and encourage knowledge sharing 

~lntotheOlll'91rtCon1J!bvtollaecrnonttoinvestigatewllat isdri>ingtflelowerscore, anddarifyopportunttiestoimp<OYetheiremployeeelq)erience. 

Undellllnd tfledrlw:n of CX Oell\lofyforeldl EX aeirment to prioritise efforts to improve their employee .. perienoe. 

Longtenn (12+ months) 

TrocktlloconEXmnicsonanon .... 1b&li1111dlmplemtnt.,...fl9quent'pulWclllClca,oomp1rinCtllo'""lt:ltoCX. 

• 
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CXI 

02 Research Overview 



The Crown EX research project commenced In March 2018 and employed a multifaceted approach 

Project 
Initiation 

• l"lotfCllrtltllllCltl 

tncltlt•P 

• S~H.ltfel 
llM'fCl'ipt nd 
•P•Nll~M 

"'*'""" 

I 
Soopingand Development 
(Ph ... I) 

Gt«oc111t'4MtWlll'llOf OMIOJ'H 
bllekal'Outd .._ .. 
AUOWllC)OlllYl*WIO 
COl'lllWIClll r&pl)fb'trittlln 
IMl.Gi.U)'Nrf-f 

rM'lltdttfOfmtl•lmll 
~llie llte,...,rourinw ry, 

llSefell'kodl.tJ• M7" 
• hblM 

SMmuytfttlft:nt S 111'lty 

liter:rt.tlndifC.l.Midlley 

Dfl'fl09"""1.0f0hnEX 
SW!tymottks 

ffftliOtct;ll'OmCX· 

"'"-11"P"-lllll'!C 
pwps.todlire 

""'"" m."fi:r.,siacu 
IMltipl.ebusir.tu 
units"'°40pn. --
aunp.st:illod!• 
inllblf'ttclb:rt 

I 
Research lmp1ementation 
{Ptlale2) 

CEO&nCIOIWMelltM --tuMytoercourap tl~d#oltilll hbn:ll .. -- 2018 

Adllr.i....llOtlot 
ff"'_ptle.f WM 

tPUti~ltOl'I 

"'"'"" 

I 
Delivery 
tphoto3) 

0 -.UctHf\ll't&WIO 

\'lllt.tlon 

Onotpcftt ll'lll)'$1• 

S~:rNl)Ss. 

OrM!tnltJ41S 

COl'lbf!tlll_. 

MeeodrCsllitiCfOM" 
1Moiec:t~.un!o:11neu 
PfopmW!Cld""'°f' 
l'ISl°"l'tl~• 

• CXlmlCl'ow•ptc9tct 
tt:rmWO!l.sll'l't:oVl'se-
dledubt..J 

ftfP)!Ul'tl et bf lewaftll 

"'""" l*'illlkotlWl-'Ofl"""'"'" 
tofl'fthfdw~09a: 

.w•l!bJ5£XPtGOl!:rS 

S-m.:.y.rdittuled 
1ew:rtdl~ 

Pto~t:ttro~EX91odoel 

RrldnptryBUlflactf 
tn•t 
r.,dnptrywN.:lnplein 
~irttfom~ 
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• Survey Procedures 

A focus oo suncy design end cndorstmcnt sou#Jt to mnxirnisc tfic r~se rate and ensure thot employees y,·crc comfortable ond encouraged to p!OYidc occorotc end 
honest answers. .----., ...... ------,...w_._ ...... c-____ _ 

.. ~:.i-M.a .... _ .... __ .. _,_ 

... _,,, ... _ ... .......,. _ _,. .. __ _ 
_ .. o.--... __.. ........ -.._ ... __ _ 

_ _,,,,,....,._""" __ __, __ ..... _ ... ,_ ____ ... _ .... _ ... __ ._ 
--··~··--

--- ··-·---·-·-..~--,,.._..,_ ... ____ ,... ___ ,,.._. __ ._ ______ ..,._._. ........ 

-Design 

the wrveywas designed to le ,;S11a11y appuli>g and engaging using aesd1elic lea1UreS (e.g. 
colour, inagery). varyilg question response qllions (e.g. smple ists, nalrix tables. and •tiding 
~c::tte bDrs), ~ndp:.gebrukt. lntttms o1flow, the tt.Weyw:tt structured in ucticuM:ut~ 

blocks ot $imilarquestions. 

Endorsement 

IMPORTANT MESSAGE FROM 
BARRY FELSTEAD 

·--~·--..... ,......... -~'-"'-r ... _ ..... _ .. ____ _ 

....... e....w. .... _ ...... .--., ·-·----.. ~- ... ..,...-.. -........ -._ .. .......,.._ . 
""'--;:::: ... ::::..::~J:"·k-
n._ ... ,._ . .. ......._ .. ""' ... -.......... _-""""'"""•ll--•-"'* --... -............... --

llil'W~\11\.4---,a:~ ,,.._..,. .... _ .. _ .. i.._--. ---- .. ---........ -..... -
·---...::..~ .......... -
""--.. ,,--.. ....-~""" ............... .. _ .. .,,.... ___ __ 
~.,.. _ _..,. __ .,. __ 
... "...,_'"'...,..._cio-. ___ -·--..... .... ---.. --.... -----_ ...................... _..~ ... -- .......... ,.._ ... ___ _. 

The EXsuNeywa~ promoted ill ad'Va1ce olfiekttort<. ilduding brief details of be researchO.e. 
aims and ctjectires, the participati:>n incen~ laund\ and dose dates), the i'npoe1ance of 
p:irtie:ip:ati~n. modes 10 comple1e the suney,c<>nfidfflti=ilify:i~sur.arices, :irid low re1u~ ~I 

be sJiared. Jhesuvey was intemaly prorroted 11$i.ng posten, newslettet'S, and the Intranet as 
well as management ai d tearn blie!i:ngs.. rn addition, alJ conmunt.a'tions fncwded 
tndOtSemtnt fn:im Crown's CEO. 

,. 



Survey Procedures cont 

Pre-testing 

The final survey was tM re:sllt of l'.NeVious versi:ln:s dtve&ooed 
thmlgtl tte proct$S ol pre.testingwith asmalsam(>le of 
em,.o)US (n•40). ~ prc·te3t dttw on the CX.EX Stceri:nt 
grotips, wwt<inggtoups, frooUine staff and managen across 
multiple Wsine$s ooi'ts. The purpm.e of pre.testing was 10 
ootinise the wrvey desitn.1ormat. ~rehension. fklw. and 
logic. 

Mode 

Thesurveywas seH·alinfnistered, anonymous, and offered in a 
rante of del#erymodts to optimise sample coverage and allow· 
employMS to ct.oose 'heir Jn"femd option. ~icattd ti:ms 
witllin emplo)'ets' workday was aho offered. 

Timing 

Ttlesurveyperiod lasted onemooth from ttle launctt f ate (16"" 
Apii - t:J'I Ma)l to ensure sufficient response time tnd eoteragt 
of citferellt times ottrledayand days of !fie week. A remin~erwas 
iasucd to en Cn:!wn Mdb<M.lme and Crov.n Perth c1~ycce and 

supporte<I by ""nagerendcnement twoweda after lam eh po• 
Apli). 

b be ent..,lmo the ptlle~. )'Ol.I w11 bt> Mir.eel to IWO'licfoe 'f04ll W'llaet detaill. T'heM 
oecda .,.otttfbe u!8d tor M 1)11:19 draW and n no11n1<ec 10 yourrespor.eM hm the .,,...,, 
snoi111c1 you Wl'I mo pUO <bw, youtcon~ ocuts wt l>O pRY.aocl to Cfown 

Me'!bol.rMl'Cnwtt Pttth tor !hit putpoM d ~ yo.i ..:i ~ thet.ft cants. 0rty 
~·, lntorma11on i. oaM«I on. 

Incentive 

DTT.010.0003.0040_0028 

• 

An ln::OO-e was pnwided toemplG)'tt:S to moWate fleir aw.arenes.s of !he res.tan:tl and SUYYey particC>atioo. A 
icl'ltd1.de of nl'ldom pri11e drn1s wu est:iblished thl"Ol1gJlout the surveyperitw!. :indwinners west provided :i 

Crom gift card Utwetn theYa-.e of $50-$200. Acms.s tMsurwy peri:xl SOwi'lner!wee awarded a prize ror a 
total pril:evalue ()f $3,350. Winners Yl'treCOntacted tiy emafl and Uitirnames wtJenot p1bli:sfltd 10 11'3in1ain 

••Ol)mity. 
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RUEMOHOYERYliW • EX survey measurement Included Personal Factors and Situational Factors, as well as Cognitive, Affecthe and Behavioural 
responses to the 8ljlerience of working at Crown 

Value 

(+) + • 
~ 

Balance 

Ptrsonal Factorsare internal to lhe employee 
and, as such, cannot be directtycontrolled by 
Ciown. 

VALUE:: Pacen-ed vaQe of emplwraentin terms of 
bene'1s deriv<d fnltl w0!1<ilg at Cl'ol\11. 

BJJ.ANCE: Peneived balance bettfeen Crown 
ernplavment demands and the ernployee's 1)6S0031 
life.~ 

r.P ~~ 
.,<f <> ') ~ 

Q.,. 
~,.$ 

c 
;:f 

~.,,~o 

Situltlonal Factors are external to lhe employee and 
dircctlywithin the control of Crown. These factors oct 
as "levers' through which Crown can attempt to 
generate aesirable Dusiness outcomes. 

CUllURE: Perceptions of comntmkation. social interactions. and 
leadeiSJlis> st)1ei. 

RESOURCES:: Perceptions of resources. i:nclldint ade~uate 
traini.g and appmpriatt tools and technologies.. 

SPACES: Pm:eptions ofthe pllysical tnrinm1e,., including 
physi;41 $J>fCC, ftrniture ond equipnent. •nd locilitle4 and 
ameritiei. 

REWARl>S:Perte9tioosof the rew811s and beneli1s 1hot 
emp1eryees teetM f.n exmange rort11e1:rwmc enon, 1nt1uafnt 
pay. 

--
c.og•ltlve 

£mploree Responses to the exptrience of 
v.orKing at Crown. 111ese responses drive 
b11Siness outcomes such as profitability and 
customer satisfaction. 

COGllllN£ 11-ooghlS, be6'fs ancl ideas. 

B!HA'l!OllRAI.: Acting a cntain •ay. 



AUEARCHOVERYIEW 

Survey Data Analysis 

Phase 1 

Preliminary data cleaning & 
validation 

AH self-reported survey data was subject to 
data cleaning (i.e. mpons.e out tiers, 
i:ncomple1t$, inaccurate infonnatioo) and 
valtdation 't'ia statistic.al pmceduret.. 

Sett-reponed demogn>pllicsu!Yt)' dat> were 
validated with tagged Human Resources 
demogl3pllic data.• The avmge aCC1Jr.1cy 
aaos.s ll)t$e data soorces was orttr 90%. 
Thmfcre, <mp'*'"" sett.,.p00ed 
demognipllic dat> was detmed 10 be 

sufficiently aCCtJrate to be used in the main 
analysis and tagged HR data was oot used. 

90% of all s,....ys started were full)' 
completed and any partially co1r4>leted survey 
with >80% comple1ed was retained. Ho 
systemic survey drop out point was identified 
and tile majority of surveys not completed 
dropped oulin the ti!Sl2-3 questions. 

DTT.010.0003.0040_0030 

• 
Phase2 

Main data analysis 

Foor main data anat'jsis steps were undertaken: desa1>tWe analysis, segmentation anatysis, drWer anatysis, and content analysis. These 
analysis tecfvliques were conducted across a number of employment characteristics (e.g.. BU. location) to identify any unique EX subgroup 
differences. 

DESCIUPIM 
ANALYSIS 

Descriptive analysis was 
undertaken to draw general 
survey insigJ!ts. including 
filering ... utts and identifying 
key differences by employee 
subgroups (e.g. by property, BU. 
tenure. age, gender.wm 
anangement. career level, line of 
business). 

In addition. conelatioo anab'sis 
was employed to desaibe the 
mngth ol relatiooships 
between key EX measures. 

SEGMEHl'ATIDN 
ANALYSIS 

Segmentation anafysis w.as 
conducted using litent Class 
Analysis(l.CA).LCAisa 
tectmique employed to identify, 
develop and profile the EX 
setments. 
LCA identified subgroups witflil 
the CroMl Melboume and CroMl 
Perth employee populations 
based on key EX similarities and 
differences. 

In onlerto understand the 
driYers of ex Oeliveoyfor eadl EX 
segment. Structural Equation 
Modeling (SEM) was employed. 

SEM is a method used to 
detenni:ne the relative impact of 
drivtrs on EX measures, in this 
case role in ex Odivtly for 
Clo'M1 employees. 

r11atl)', content analysis of open 
qualitative responses was 
conduced using leximancer 
sottware. 

lexinancer conducts 
quantitative content analysis by 
del.,..,.ning the frequency and 
relationships of concepts in a 
dataset Coocepls are defined 
with the tletp of user input and 
ronn the basis of subsequent 
thematic and relational 
automated anatyses. 

crwrCXRHffrdl 31 
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RUEAAOHOVERYliW • The flnal EX survey sample compl1sed 5,032 Crown Melbourne employees and 2,553 Crown Perth employees, representing both 
front-of-house and back-of-house roles and a aoss-sectlon of employee subgroups 

CROWN MELBOURNE CROWN TOTAL 

70% 
PERTH SAMPLE 

60% 66% COMPl.illS 

5,032 complttes out ol 
COMPl.EltS COMPl.ElES 

1.t96invites 2.553~outo! 7 ,585 completes out of 
428:!...,itet 11,46.SI il'IWfH 

% fRONT·Of-HOUSE 80% 75" 79% -

% BACK-OF-HOUSE 28" 30% -

Hoi:e-n•11~tlMl'lll>Me,.,.lltiDttot•owt ... dllxk.,..ou1(Q!.2.'llt.6cl'l"olClllM!tlll•JiM .. IXllflr~otUctdl?j1lwedbfr.l .. lffpwstt. .. t1Xltc61ClllleOfllllfLn.t ..... ,,'ffttl"11"stGmttpnMl'tl~fe'l .. IU•IC11111d•c.'1M'1ltal,W 
.i•Or!l""'11t•/-1"'41H\~~1fldU.a.,.....n1Jntr;• ... nlC~.alh•,,..,Ja,,..,., ... .,,.lh1.-tt..-ntWf'Q~•U\1odd('f'ltt.fltt••""•'~11b;Mm..trtbt~iJtbt-•r'911flt'~lt'-lr9ht"'""'t""' u.....,lidiln.illlcri•:ontt.blt• 
SU1o11tU,...irMi:b•~c1M4'~1lofltttrtllttlllldff'Pb)'te"'~;1RN!nl"lefola....,~leifl•ll«t'flU.ttMdmilltff'JbwtnM'l-d;a•deJlttlt ... ~ ... w(bdC-lliP!lltd1JdS)dttyt.JH$. 
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• Sample proflle: Crown Business Units (BUs) 

.... - . ..... .. .... , .... ,.. S ol• - ' S ol• -RIU.lllK 
... ..... 1 ... ... .. .... 

2,624 .... t.:!91 , ... . .... '°" .... "' "" .................... . ............................ ,..., .... ... 2,61] ''° ""' l.G73 ..... ..• 
1,947 '"' ·~ 

... ... l6311 2,917 , .. ~ ... 
•T•~••• "' • .-•• n o ...-o.,,...o'•o-o~.....-,. , .,.., , , . ............. .......... ""' 2,268 m .,. , ... 2,m "'' :i.&Ot 

WWl .................... ........................... .. , 111 1,241 302 ... 1065 "" 11• Z>:l2 ... 1,311 ... ... ... l ,419 .. . t,9&7 

... ... , .. ... 441 , .. ... 1,10. 
.................. ...... ,. 

'" 110 "' ... m .. '18 

.... - . ..... -"" .... , .... .. 11,411 

m</ilmWV"*I'"" -- --... "' "' 
,. 22 ... "' .. 

·················-··· ... ........................ ·················· ···· . .... - . . ... --- .... .... .... , ... ... 11,411 

101 "' 106 .. ,. 40 ... "' ... ..... ························- ···-···················· ..................... ...... ..,_ 
'"'' ... 4, 301 1,S6C> ... ,,, .. 4,323 61, ... .. ... ,,. -'"' .. , •• 190 ... ... 710 -· ······· ........ ... ....... 

IOMlltllMlllEl90/alrOMMR ... '"' 2,463 " ' 
,.. 121 1 ... '"' 3,13• 

2000 - to•• ,,., ..,. U57 3.162 ,,. ..... .................... · · ·- · · · ··· · · -~· ·· ......... . ...... ............. ········-····· .. ···· -- u-...... 
..... ''"' .... 1,VH '"" . ... ..... , .. t,SO• 60 .. "'' 40 ,. .,. IOO .. "" 

f4Wi: loblwrfled.li..•,_~,.IUln.t•C1NJ~M•-a.wrnr4C-~.""-.8'•ftt•u,..-,U..u1tu=•ut«fOllMlr""'~"'Me"'fNt4Hhrfftl'ly.Oeultd•11i.ti&.•tlfudllll•,.P""'*",..1a101lll•,.11M:'fluh_.,..,.rc• 
QM)'k""1illw.111t11h.f10b•dlft'lld""'lott,.tetrootd;t>:kdtsfdbt,OO-l'Sec.,ultC1e6et..UJ!lkd11dS)dt'1~'*'-

The above tables present Total Sample and BU level data for Crown Melbourne and Crown Perth. However, the remainder of 
this report presents findings pooled across BUs. 
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• Sample proflle: Crown Business Units (BUs) 

CROWNMElBOURNEBUs s.~2 1= -l'lll!lllJlll -~ ~ 
1VllL 

SAMPll CaplUilClub 12 Cage&COUl'll 56 97 - . -~IZ 7,AI U,4111 

rutl11M£ 

CaplUilProje«s 3 

C.aslnoCa.J• 60 159 

Conte!Cklns 68 381 . .................. 
Cl'OMICasual Statnng 28 208 

2.524 3.396 1.281 J,641 3 ,805 5,037 Cl'olWI rood & Beve111ge 1.356 2.364 
Crown food & Bewragt 683 1.356 

"""""'E Cl'oYlllHo<elS 460 592 
CrownHoteb 232 268 

1.847 2,553 970 1,5 36 2.917 4.089 EntertailWTlent 74 199 

........ CfolWI Management 13 
UeclAMMINn 10 16 

561 1.247 302 1.085 863 2,332 
CroYlll Senices 118 227 

Ana1K:e 42 39 .............. ......... 
Fk!ance 49 48 GaminSMM;tines 128 160 

BUSINESS CA.RUR LEVEL 

CROWNMElBOURNE ··~;illll~iz;I 
Gani'n.a: Madlln9:5 157 261 

ttiman Resoun:es 15 108 

GamingProdua 61 ............. ........... 
HumanReSOtlrt:eS 38 38 ................. ...... 

n ln¥ftadl IT 97 121 l.T 45 57 
5,032 7,196 

Legal & RegulalOI)' 25 31 Lepl& Regulatory 12 28 ..... ................. . .............. .. ....... 
105 43 44 

··- ··············""········ 
2.2 149 65 Marfl.edng 70 .. Maftl:eclng 45 38 . ..................... -- ...... ........ ......... 

OOuwC:OfP(lra(e 41 
Propqs.vlces 164 203 

Sec;wity & Serrit.s 105 267 
P\lrtlla&lng&Swm 15 39 107 105 145 

Sewrlt,y 88 181 
612 520 192 190 804 110 SUpjlly 23 5J ................................ ............... Si.net Hance 27 42 

SUrteillanee 39 16 
Tabl e Games 669 827 .. ... ............... 554 2.463 341 1.271 895 3,734 

TableGamtS 
Tf.WM018ER 

2. 117 2.626 VIP- Local 38 41 

3.654 4.065 1.!r.!7 4,065 5.581 6.804 V.PGaR'n.g 221 118 VIP- htematlonal 17 27 

Nm-T~1w,..e.dW iJp-rtcd11t8Ulrrttlt11:~NCnonll(fll:IO&c"'• ... dC.OWJ>P~t>tlO'llt'>-.r, 8Uuill es..,plnfkSJthclC•,.rtt~ioot*<~-"'"""dedu•rib'OeolN.:frt•\illltsfwtsd:8Uwt~*dMp1110eWtliJ•PQl1: 1~htnrtiefot 
IU'.fJhtmi>r-01tr~p~tt•r.dltvllllftNll11t•rt~ftd~~t58tttMc,Cl'owBtl,•ledtdCDwnU .... d111dS)'*ty""Pb)i!U 
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AUEARCHOYERYIEW • Sample profile: Crown Melbourne BUs 

Clpll»IClltl <IS 12 Cft'ill~IMGf 310 15'< ............ .................. 
Cl'OWfl Metlopd- lflll>Mk. 

26 6S PoOl6:G)WI 
EHt/WNtMGF 403 ,.. 

Capbl ProieC:U <lS 
..... 1 129 6 S MMropot frOft DHk. Metropol R001"14Adrlln 28 6S 

C••oC.p .. 1• 1•• Mdlopny(Ops.) 230 11• 
Cl'CMll T0tn•- 8&11 Sfftlttl .. 14S 

Cio;wi food & BMll(t 1,356 27S ..... Mdlopnys.ntct 77 •• c-- ... R m 
WIPfl)p~ m 11• 
fe ;l/hb.l'le/ Alrilun ... ... Cf'CMflTOMA-Cl'CMf!Spa.(i)9'1&PoOI, •• lOS Hultl&:Bea11.-

Cio;wiM•n*fMltlll 13 <l S 
PdM/h~Plt ,.. 1 .. Cf'CMll TOM•-Uvrdty.Vttft 3• a 

Cll)'.W!SfMCM 119 .. m 

Arl rct .. <l S .. 
..... .. .. Cror.w1 T0tn•-VllMtltfltleltl lr.d. ,. 6S ·--

Glt'llt&Mtclllt.• 167 "" m 
Cl'CMflTOll'fft - f l'CIC!l09*,COl\tlftlf, Roo1M 

36 a ...... 
H11Man RMo11rc. ,. <l S 106 CrcwnTlllftn -Cl)'StalOvb 18 •s 

97 .. 121 Prom.Mactef ion:Ofllc• , Pro.len:deRootns 
22 OS ...... 

1.fp l & Rtt11lato.,. 26 <l S 31 
...,Ol'Mfl•dtB&ll, ,..,~MlelAl•eCtf'O'e 17 4S 

hblk•t ,. 1• .. 
Otllf!'CClfpo1ue 41 1• RHotf'ndonS:i tH&GrwpRHel'lations .. IOS 

Bars&Hf&Mdvb5 27& 21S 

s.c.~&S.ttlcu I .. .. ,., 
E\t«,ts&Corfimrus. 104 ... Call CtmeSeMtes 36 a 

""" 23 <l S •1 GU 'lllllAool/ROOl'I RNU .. nu 194 14S 
RootnSalH.O!lefirCS.S. 26 OS 

S.Mll•l'ltt 39 1• ,. PmniMl Rest.:.mts 334 26S 

Otllfl'~Resuvr•l':tl 271 20S CrownCuvat Sbtfir.a: l S 
ratiltG81M$ 2,117 ,,. 2,61& 

VIPGlllWC 271 •• 118 

Hotelt .. 4S 

..... 107 ... OtliH . fin uu_Hottt.A.dirin,Rmil,Cl'nn 
21 OS 

Gibetr. 

'4•:ININl"filed.mll11"w:wdf1:8Ulrt'4•-~M~ur4C-~.~.8Uiwti•u•oll.ull' . .u30 .. uitreto~ludrr~tr.nn-~4trhrWJll'ly.0Niltd•11i.*fhttuhfW•,.P~"4r4Mf"',.llJloltlJ,..'liuln.,.btul 
g,rwyk""1illou111trd"flt"9wd.,...ertkwnilfflo"iltd;cui.dtsl~1t',cn-l'Sec,u1tctedC.-l.,,lttdudS)df.tf~''-
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9/;_,;;;U/H.//""-'-"///Jl'/////(J'//;///l'/J'"//./IN"N;/;/:N/;///"//1////;;;; • AUEARCHOYERYIEW 

Sample profile: Crown Perth BUs 

• .... - IMll- . ..... -·- • .... __ ... 
2,IA * ... - * •• * 

Cate&· Court .. "' 97 l e:in 1 (Bk*) ISO ,,. 
8•1'$&Hllfltdltl• 116 "" 

Conwtilior.s. .. ,. 3Sl fean2(&.ttn} ... ,. . EWf'U&COnf&l'fflCM " '" ... .................. 
crownt.u•tsumr:1 ,. 1• ... J.wiJ('RMJ "' "" Ca"*11Floa/ltDos!Resbu1111!ts. 112 16• ........... .... 
CIO#n fcod & Bewtaii:e ... ' "' 1,366 

. ... ...... ........ 
ft.M'14(Gcllcl> 177 

,.. Pteiriu1r1Rest;um!ts. 111 ,.. 
Ctcr#nHcteb '" •• ,.. 

..... 3' •• OtlltftiwtlA:IMtlu11trt& lOS 1•• 
Et'UIUir.llWf'l " .. 1 .. 

£.i:K.itfv.eAdllin •• "' 16 """' .. 1 .. -- . .... ..... .. •• FinX'lte " "' 39 127 * 
G.Mlina:Muhlnes. 121 6• 160 Gtt'llna:Maclllnt01)tf1JIM!l 

39 ... ................. (.,\l11r.datU) 

Gunl111(Product 6 1 "' ........................ 
Huin;nltuovicu 39 ,. ,. Ga1nh!a:MaehlneOPffi!lionstClllb 

36 2n • ..... 
H05>b) IOllll m * l.T .. "' 67 
Rlweuilk, Cuslotner S«wlce 

,,._ .. 26 "" L~l &Retul:fDI)' 12 , .. ,. S9tChllSCl,Bul.&fAB 
32 "" ........ 69 ,.. ......... , .. '" 39 

························ Adiri rtSuptnis.or, &M:n:fttnm ,. ... ,_ 77 "" PfoprtySftvlces. 164 .. ,., 
.................. .......................... 

Plrdlulr.1&.Stom •• "' JO Q)ltalClvbl\WH 11 . .. 
..... ~ " '" 19 1 - - . .... 

OomScla 17 '" ... -Svrwillante 27 . ................... '" " EnW!Of'aienblwnices •• ... 8el1Serdces 21 '" 
l•bltG•MM ... 26X .,, 

· ··················· W:.drobe ,. 261' Hotft5'1et 12 6• 
VP-l.Oall 311 ,. .. . ............ ... 

VIP-lrtem..-tiond 17 '" 27 
ElllWtllt:I 16 "" .,... 10 •• 

NouTNlw~dauiJp,.at:...ittaul-i.,;.ow,c.-..Yt111C1.-m.twlen.t:P•l>~M......,.1Wf..-1w~•!Jflustt•~• .. ~~inordt110Ps.n>mprwde.t•~•)ritt.Oet-'Mitmublufwuctlll1•""ihdn1111111tttt•frP°'*:1fiulu..,llC'rol 
*lifl>fflr.illti>1:u"'1•pk.tlt•r4il'ullltl"-dl~,..'""e4. 
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CXI 

03 The Crown Employee Experience 



Section Overview 

Objective 

Present general findings on the Cttwm EX. factors that influence EX. and drivers 
that impact employees' role in CX Delivery at Crown. 

Overview 

Foltowing an extensNe review of academic and industJy·based EX '1.enrture, the 
Crown EX was defined as "'an employee's perteptionsot. and responses to, 
Situational and Personal Factora rolating to Uiei' empl0j'lllet1t"'1tlin Cl'cwln". A 
key outcome of the Crown EX is the employee's role in ex OeJivety, wtilcll was a 
setf ·assessed survey measure. 

Methods 

In profilng Uie Crown EX. descriptive dala analysis was undertaken to pltl'lide 
an O\'etView ot tfle CroMl EX. 

• Analysis of differences between C¥'o'Ml Melbourne and CroMl Perth 
(provided in Appendix A) and BIJs. 

• Comlation analysjs 10 describe the strength of the rtlationstii·p between EX 
Responses and the key outcame variable of ex Delivery. 
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Insights 

• Crown performs wdl in terms of employee perceptions ot Value and Resources. However, 
ttiere is n>om to improve petteptions of Wn~tife Balarlce, RewanSs. Spaces. and ~re. 

o f".our key Employee Responses drive empbyee pen;eptions ol CX Od...,.11 Cl'cwln 
ll!elol,ging, c.mmitted, Adaptab~ity. and Woll< Perlonnance~ 

• Beklngjng and Committed rate the lowest 

o A gap betweenemplojoee and customer perceptions ol CX exisl&. 

• Limited differences existaaoss BUs and Crown Melbourne and Crown Perth. 

Implications 

• tt ~important for Crown to adop1 a '\\'bole·of-busint$S' mindset, rattler than BUs, work 
location. 0< FOH/BOll. 

Opportunities 

• lmplVfeemploj'ffperceptionsolWOlt<-li1e8alance. 

• lnmtigotehoWandwlly~oyeesandcustomeisdifterin llleirpen;eplionolCXDd...,., 
in particuW lhe aution ot memorable experience. 

• 
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Crown generally perfonns well In tennsofValue and Resources, with room to Improve on employee perceptlcns cf Work-life 
Balance, Rewards, Spaces, and Culture 

In ttnnsolPe.,.nal FactOB,,....lllan IWO-tl!inls (73%1 oltmployetspttttive Valle in lheirtmplO)mtnt, but more lllan a 1tdnl (J~) report haviog a lowWorl<-ltteBi:lanct.ln ttmsof 
Situ2tiond facton, erriployee ratPlgt ofCuttur!, Rff.~rd~ . :irid Sptiett ~ ntMn fori:mptoVement. Miriim31 diffetenettWtwteri en.ployee-t of trovm Melbaume ood CroYNi Ptrth e>Ut, exoept 
fa<Worl<-ffe Bdance, lritll more Crolw1 l.lelbwme emplo)ees repottirga lack of Balance (seeApperdixAj. 

•........ ., 
Personal Factors 
%agi.e/stror.gly •#«' 

VAWE 

73'Jf. 39"4 

RESOURCES 

82% 

Situational Factors 
'II agioe/ strooglyagree> 

.... !'"""""'! 
~ .... j 

REWllRDS SPACES 

I j 
I 

I I 
sn. 54" 

Cll.lUllE 

• 

ftow 1P~•IUfHir<la .. t4wt•t•t.,·ai;.. - ·Pw"4Jtilrff'« ... ·Nl#ftl'w~ .. utlsll~:k~.u .. 0& t .. 1CC .,d ... "''dt4tolhr•••...tolt~•P: 11.i·~··(<""_f ... DC.b ... onled!9,,,HUff#Mtltrllfft.t•-11t~ 'rMI 
uomeoNlr:$1:11rHll'wllloflptopeitts;:?1''4f.lpe·~'st«Q> ... p •1ttyh.e1lld.ol ""' lf11tJll*et. 
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Employees share slmllarCognlttve, Affective, and Behavioural Responses to the experience of working at Crown 

£rnplofees genmtly oew1tl<ir ...,.rience ol V<>111iig at Crown as poWie (79'1) ard are Proud (78%)to be empk>Jed bj c ... n. More Illa• "'"''quar1ers (77'11) olemp.,,....are "-PPY ~OO<ing 
at Qo"'1. Howe-.er. orty 63~ "'PO<lfedings ol Belorging. Minimal dillerences e>ist ae>o<s properties, althwgh levels of Betooging ond Coounitted are towerloremptoiees of Cro.,, Per11 
(Bebneint • 56% and Comnitted· 661\) cornoaredwilll CI0"'1Melbcume (Seton line· 67'11 •nd C<rnmifled • 15%~ 

~ ((@"i:: 
···."":":"!.· .. 

AFFECTI\£ BEHAVIDURAl 

• 

79% POS111'1E EMPLOYEE 
oo>ElllEN<:E 

% ae-ee/srong)J agree• 

e 
% agree/strong)y ag,ee• e IECOMMEllO CROWIUSAl'IACC 

8 10 'llSIT (NPS)' 
WORK PERl'OAMANCE 

PROUD 

e G IECOMMOO CROYmAS Al'IACE e 10 WORK(Df PS') 
D~ETIONARI' 
EFR>RT 

llAPPI' 

e ~ PIOMOTORS 

' e AllAPTABIUll 

~ 
PASSMS 

COMMlllm e Ca" 108-SEIJ<ING DEfRACIORS 

74" 
OV£R.W.SATISFACl10NI 

,,,...... 
63% BEl.OllGING 

H~$corH•t*l•,..•'•to<Uttsir:IC.••thceit.,·"°"·· ... IWOr•CM'01•rt• .. ~· .. ·..,..,,..i,1"*4~kiMfflt"'lotlOOn!llM11Mrftdb1t.1t.m• ... •Pt"'l'.~t1: .... PS•c4C.JllSKom(hectt1t•",, .. ,,,oci.n1t9";tKJlt 
t:NPS•IHlr-u\-.1aooatt-NtdO-as1pbct't••lll'k';llf'SJllolf-•1'Ub•»dtta!Ol"\NtJC-111 .. =IOtbl 
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A gap exists between employees' perceptions of CXDellvery and customers' percepUons of thelrexpelience at Crown 

Employees were asked toself·assusthei:rindiridualimpacton lWld roh il ClOeJMryattrown.1 Themajoi'ty of employees (904J(i) report tlattfleirrole is impaechl andconbtutes to auting 
memorab$e experiences fc:w customers a! CroML HCMever, comptring customer pe.:eptims ol trleire.q>erieoce at c:rown shc:w.s a CX OelMry gap. Comparing these results more bmdty, 
Croi11's CICOelimy ta> b lowertton the indu1bystandanlol 72ll2. The CXOelivelY eapis consistent across Crown Melboume (·2S%) and Cro•n Pertll (·2611). 

CXDELNERY 

OYerall Front·of-house Bacl<·ol~ouse 9 ···· .... ··· ······ · 91~t · ········· - ······l 
I 9 ... , .......... ... 

i 

9···· 88%1 ·········· ~ 

87" ······1 

85" .. ····~ 

CXDaMRYGAP 

' 

' 

• 
• 
• 

ex PERCEPTION 
CUSTOMER PEICEPllOMS' 

• 1sree/ S11or1gtfape 

f···8 
f········ 8 
f······ 8 

• 

lbl<"h""""'"""'~lnSc•1.C"'--""''f'C,.:°'-'*•"1•~·;"'•"•"•tOlll.Ol!ud..v ...... -101tcnr•-.. oolo11•"".VV T"""l o<.c.corblu·.-n-klt~p,.c<1• '<1r ... ,..-...... nC:-•CXllD ... "')'-••~-~"*c••-.-100ll_llt,.,.,'tly 
~tu•11ii.,.rt .... C1·1•niaOr•~llir~··i:110"Ht1tr.e,.,Mlll•.,_,•"'nwfll\C.-u.1twm';'0.1'8nl~tl:lrC-~Jc_.HHJf'1~lhwt~rt~C:Oulirf~"'1-•'11l'Wd1Apt:01l1t:t1t .. 2Ctl.ht;f1:hft.Sir4nt.lto.t 
111to11ttd•ttototrtll~W.~tu'n::elletrar._,,""" 

Mw.,F.f\lf.IU~lfslplkldlfllNrnccip<l! l!~1)Hd•"-ff/1WHltMCOl'!'~~dlb•ctoUtSU>jilt. 
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• Some significant, but margJnaldlfferencesexlstacrossCrown Melbourne and Crown Perth BUs 

Sevml dllerencestllist amss C""11 BUs in lennoot Belooging Positive Enpiofee Exp<rienct, Overall Salisfaclion. and rocornmenclingc...,, as a place lowoll.(EHPS). l'orCrowl Per1h. 
em~kJreei ot Pr>per1y Services re1«1 hi!ller soom. "1lile e~lojees of Table Ga ores rei:ort lower scores. Empi.,e.s \\to areProm•tels are most likely in crown food & Beverage 111d Cr>Wn 
Hottls (Cmm Melboume and Crown Per1h). and Prooet!Y Serti:es (Crown Perth). 
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• Of the 12 Employee Responses to the experlenceofworklngatCrown, onlyfourdlrectlylmpactCX Delivery at Crown 

TllefOllrEXlactors lllat driveCXOdil'elya,. Alapla~li1y, Coolmlted, 8elonging. and WO!i<Peifonnnce, Mll>Adaptabii1yllle moslimpaclhll. 

CROWN RESORTS 

EMPLOYEE IXPEllENCE 

PERSONAi. 

T r ...... : 
SllUAnONAL 
FACTORS 

--

~ 

~ 

(~~~ 

CROWN EX FRAMEWORK 

EMPl.OYfE RESPONSES 

lm~IO!iwa Non-lmpa<tful l>'lielt1 

COCONlll\f Oierall SatisfactiOfl 

Belo~ Pos1tM lm~ee l:Jpe~nct 

AffECll'IE Proud . comrnltted Hdppy 

BEliAVIOURAL llisc,.iona~ Etton 

Adapllbl!llJ bb-se>~il'I& . WolkPerlomanoe ~ceot"lllle1':d Crowr a.~ a plotc 

<>•~II (ENPS) 

Reco.n1'ltr.<I Crowr as a plate 
t)vb1t(NPS) 

CROWN RESORTS 

CUSTOMEllEXPEllENCE 
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CXI 

04 Crown Employee Experience Segments 

A. Segment Overview 



Section Overview 

Objective 

Profile the Cro.,, EXseone111s bj' analysing empi'l't• psydlographic and 
demograptli.c cflaracteristics to dete11T1i.ne sny distinct similarities and 
differences. 

Overview 

Crown EX segments are profiJed tn tel1TIS of their unique size, characteristics, 
cbsracteri.stics, perceptions, and responses. Each EX segment is represented 
represented am>ss Crown BUs, v.tth some segmentske\ll"S towan:lcertain BUs. 
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Insights 

• F"'rte CroM'I EXseonentsexistandassi$tin oodmtandilgCl'O'Ml'Selll4>1o)'ee base. 

a EX segments with a shorterCWrw"n emptoymenttenure in more tii&NY motivated to 'NOrk 

• SomeEXsegmentsskewtowardspecfficBUs. 

Implications 

• The existence ot EX segments aUow fora businw-wideviewot all eirc>k>yee!.. 

• The EXs.eonentscnwcn quantitatWe data. wtlic:h is limited in dcpthof ooderstandingof 
the unique perspectNe of each group. 

Opportunities 

• AHgn CIOwn wiUl global best.p11ctice, moving b<)ood BU or location asalens tor,;...,;ng 
employ .... 

• Qualitatively d ... loped EX personas wBI in11l<rundem.nd the EX~. including 
their llique pmpective and experience joomey. 

• 
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• Adopting a company-v.ide approach that centers on EX segments allgns Crown with best-practice, providing a holistic and 
collSlstentYlew of employees 

Fweunique Crown EX segments baud on employee rnotivations exist. tri1h some stgmtm skel'td towardspartirular Crown BUs. 

® ® ® ® ® 
Diligent Ambitious Reliable Aspiring Disencl>lnted 

Corrtl!bulllrs AehlMrs Co-wor1<els Care«ists Leaders 
ConnentkN$& Cl_µb/8 H8rd·~ttC&SlTllej/{C Comhttabk!&ComtsllMI MNk4/ll'J&UntlJflf/N#flf$/ft/ IJttmtJllt8tlld4Cntm«IU!d 

C.mJ11lbd•dol114U..lrjol> Hi011Ym01ivatodwit111110¥inf -....!>lo ....... , .. Elefll'toma.Mt:MlrNrkl11 
Se-witheoperience,thoy 

110U,t!ley1"11intl14wori<tt tlltjob ... ...i ..... .,..... tllt-, theyaltowanttt 
-~iloppoo. Tboydon't 

up the career ladder, Ulef are 
-Uloy<lokwol.H-, ••!01-u ..... hli. dolocit. tn.lybelM in deliwrtnf a 

WM!llolettnyOmd ..... lllljiNdll\'--lbey 1tt1r .. llfok1boctmudl Th'J"""""commllledtoa 
wo_C.......,rtomer 

-committedtohonitttMT '-*'"'--·-tndllClilltU!elt-•nd 11Ct1$w1thpporWlllllotto .,...1Urnwor11,•a UllJ _., c"""" 11ataieyW011< 
laced wtai lncc11pe!eftot anl 

hlloW1"m nen., wllo 
l••m--ndto IMmfl'Q.'fttt. 

fllutlMlt)ob torllhiltl ha~fOr'Pt>O!IJlnil*to oow 
ro.cr~ttundtm"llftettft•lr .,,.,.,IOt•nd()¥e--

--cllancetllcyfet. 
tllonlhembdolll«tlletr botllpe-tllytnd motivlliontoauccted. moanini. lllitl. PI0-1111'. 

--- ~M...._ -- -. .. - a_,....,.._ 
1111:45"'-. IU*-:N/A. .. 1119:2$-. IU-...C:Kotfll. hble ar.14'1l.. l-U*-'clVA.. b 4 91Dtl4'4.IU ... F&8. Hotell. .-2~ ....... ,lilbltGlllW.. 

"-t:H/ A GlllW$.,Mtlleelttt. fMtllllllCN/ A tlll.cT ... #'l&fltltr Prclf&!f)'SfMtU, hll.--:Tetn llM..._N/A -- .,_....., -- _ ... 
~~; ..... ~""'--"'" .. S.26'1. eu-.rr, Mm:etirC, llDK18~ I U-..CT:tteG:.tret. Cron~ 1111;3 '1f,, IJlllllM;Td!le~IM5, 

~N/A &!~--~ft/A .... -...r:lNm~ber lact3'k. IV~f&ll, .... ....---=N/A 
....._Tellm1nttnbK 

Ordered from largest to smallest 
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• Employment motivations drtvethe EX segments 

Aspiring C.roerisls are highly moliv81ed and driven by all lisled motivations. In coolnls~ Disenchanted ha'IC no siOibrt motivalioos .t.ic:ll drive them to ..,rl< 81 Crcr.<n Resorls. Only Ille 
Aspiring C.reerist segment is motivated by opportunities to socialise at work. 

UJ.u!!Mmfi.l;•'·if !:!::!.llH.ijiiiij,ifi ASPIRING CAREERISTS DISENCHAN!ID 
LEADERS 

./ ./ '"" x lllOTIVATE08Y ./ 

F"lllding a job 11181 ..aly inlerosls me ./ ./ 

./ x Planning how to get ahead in my x established field of-

./ 

./ 

x 

x I 
OtYefoping new knowledge or sUls ./ ./ tohe_,meiq,rove in ~w<llk 

Developing new skills to cope witfl ./ x change. in my field 

OpP<lfblnities 10 socialise at work x x x ./ x 

Wm-life balance ./ ./ ./ ./ 

Flexible wod<ing amngtment:s ./ 



There Is a relatlonshlp between employee motlvaUons and Crown emplO'jlllent tenure 

EX segmeitswifl a sh:JrterCrown emplOflTICnttenure are nore tigJllymotivated toYfortt 

Higher ' 
motivation 

ASPIRING 
CAREERISTS 
14%, 5YRS ®® • 

AMBITIOUS 

24%, 6YRS • 
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• 

DILIGENT 
CONlRIBUTORS 

44%, 8 YRS 
.._~~~~~~~~~~~~~~~~~~~~~~~~~----~~~~~~~~~~~~_.. Longer 

.. tenure 

Lower 
motivation 

5 years and U'lder 6to 10 years 

%Tota1S.mple 

RELIABLE 
CO-WORKERS 

16%, 10 YRS 

DISENCHANTED 
LEADERS 

2 %, 11 YRS 

11 years+ 



Dlllient Contributors 
Conscientious & Capable 

·cw:n Jho~ it'ss.~ittwak and the 
feb itself is touEh. tbe 1muinr JeiNT1 

tmrilOIUMtt andOlh#tn!Wl!dS 
out¥tN&!Jth~~11tirtt. Jlind 

ptOri</i.l/Ctl$ltN110t--ffl)' 
rcwM!i~ Not/lint i$ ~t:«. but 
this is J phDe tthett: /"d c:11/ my 

«lllU/IJ0$1')'fmJlly." 

EX Drivers of CX' 

ADAl'TABILITT 

***** 95!. 

COMMlllHI 

*** .. 74S 

llELONGllG 

** 
83S 

WORK 
PERR>lt~CE 98S 

* -+* 

About 

AG£~ 

SIA1US("Sftl£AD) 

U '6 FllllOme 

GENDER(" Sl'lt£AD) 

5l'% r11a1e 

TOPSOElJGlllS' --·· ------ ·---TI>P5PAINS1 --.•... ---. ~ .. llii1ill ~ ~. 

TOPS COM!IUNCATION CIWINEl.S 10 PRJOlmSE' 

e 
~•r.o·onewlth 

nanags • AtH~'\faCrown 

email 
M<bUe 

nodflc:ation:s 

MOl!VAl[D 8Y: 

NOTMOllVATID8Y: 
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r 

I 
! 
9 

f 
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l'tMt:'P•"111Ct••*-'••~..._,.llll't*.Ot*"O)•C'"·-.u••O.Onrmi,..,,.,,de4111:tU• .. M4•llll'wpt1llllftS"'"""111Matlor4(;(,._••te110n..,•~"°'"•W'O$J'-l'l•llt:ll.n_.•nlPfl'llillifQt.)·•..t:.'Wt.ttf"',._,'"~"'** 
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Ambitious Achievers 
Haid-w0!1<ing& Strategic 

'"'C'°"'nis#llOtglniulion tmt 
umslaJtlyero/rtsi ndsttirostu be 
tht! bl1$t it e<111. It c.;m prorfdtl 11/'Jq~ 

opportunitiesbtmol.irJted 
#mp~UlimJlM,ightjoband 

d ... kJf> /Mirsklls to i-xfus/Jy· 
ludli1~$(1thd11fflll. ft:talfllbout the; 

tmp,.,..'s111indSd. l'dio sillfnt>t 
fOlt!t:tXlllfl~tfilMIPl.aettlOWOff< 

or visit"' 

EX Drivers of CX' 

ADAl'TABILnT 

***** 99l'. 

COMMlllHI 

**** 76" 

llELONGllG 

* 68" 

WORK 
PERR>RMMCE 97"' 

* -+ 

About 

.. ,... 
STA1US("S'91£AD) 

t2'6nnome 

GEliDER (" Sl'lt£AD) 

5~Nal9 

TOPS DElJGlllS' 

.,... 
12'6 casual 

I 

4~F'ematet 

-----TOP5PAINS1 -----TOPS COM!IUNCATION CIWINE.S TO PRJOllllSE' 

sma11uam 
meeti1J1$ 

tnM'llstana~ Nobite 
notific:atloas 
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MOT1VA1tDllY: 

OEVELOPllONf.YISKHU:TO 
tMnow.WORK 

OfVU.OPINliSKIU.S TO COP'£ --
F1NOo!N8AJOllT1!AT AEAU.Y 

lll!UtESIS ME 

FIKDIHAJOBl'MWW. 
SllltDFOR 

llOTMOTlVATtDBY: 

• 
T 

t 
r 
r 
r 
r 
9 
6 

l'tMt:'P•.-.cn•o;.s••*""-'·""*·or-0)•1>""•wt1••0.011tm-'P••ll'OOell)U• .. M4•llll'C4'pt(l1....,.,.. .. ,...111~4C(,. __ .__on.-.r•et-M:Mf•;n$J'-IV.un•ftclPMl\lliJQ$.)·•..t:.'Wt.ftf"',..-,'"~"'-* 
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Reliable Cc-workers 
Comfomble & Consistent 

"'To~.mrio/Jis.•iJst.1!o/J. lt's1 
~ootlw"y fll P#J'tltt: bilk rtithout 
teql!in~~qu,ffrafiM #ndil 
en'1)/cs me lo pt1tsuc .nyoll>cf 
i1111NHts ""'-'~. Crcw11dod 

lf.tW#'d t1lrM •1~r..,,, to m A# tlN! 
effort. Y"u(;l/llt/~fO(Jnll(;#i, dofOUr 

fab•ndlt!-. orlMtemopUcnll# 
wm 1/fd tMre !Oltt11n:t ' fDu want 

ID.' 

EX Drivers of CX' 

ADAl'TABILITT ****.., an. 

COMMlllHI 

*** 68l't 

llELONGllG 
491' 

WORK 
PERR>lt~CE 871' 

* 

About 

AG£~ .. ,... ..,..... 
SIA1US(1'SPR£AD) 

t01&nnome 41'6Partun• 

GEliDER (% Sflll£AI>) 

50% r11a1e 3·7.,._ ftm<ti. 

TOPSDElJGlllS' 

TOPS PAINS' ----. -­~. .. . ·. · --
TOPS COMMUN CATION CIWINE.STO PRJOllllSE' 

~e-w·ont'Wlth ERIK/ERIJA klOSl 
nanags 

M<bUe 
nodftc:ations 
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MOl!VA!tl>BY: 

NOT-.VATmllr. 

OEVELOPl«iHEWSKJUSlO 
C<IPEWITliCHNIGESINMY 

ABJ> 

OPPORTUNlnUTOSOCWJSE 
Al'WORK 

• 
t 
r 
? 
? 
? 
6 
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Aspiring Careerists 
Motimed & Uncompromisiig 

" Wod..itFK 11/ Ct0tm;$" li/c$rrfc. l1111 

wotkf.cUss comp;my, JOU gci tfl 
m:t:tpeopMrt0mNtdlfltremwalks 
of liM Mid lst'tf tht: oppt1ttunif' ID 

"'1111• oith a mt ne1""'* .r 
otnPkr-wiloC¥1ho/pYo1J Qow 

and bt:oolTlt'J a bet fzfpetZOn. F11rme 
it'$ #h UM'"11ce til#l I'm not will in~ 

toc4/fqu.'tsyet• 

EX Drivers of CX' 

ADAl'TABILnT 

***** 95!. 

COMMlllHI 

**** 79rt 

llELONGllG 

**"" 
75rt 

WORK 
PERR>lt~CE 98!. 

* t 

About 

.,... 
SIA1US("5'READ) 
tO\l&nnome 41'6Partttn• 1 

GENDER(" Sl'ltEAD) 

42-. Femlllel 

TOPSDElJGlllS' -----TOPS PAINS' --.•.•. :·· ..•.... ' ' ' . . ... 
. 

TOPS COM!IUNCATION CIWINE.S TO PRJOllllSE' 

Mob le 

notitcadORS 
Cfolwlstanar:p ERJK,/ERtMIJoSlc S1'1allteam 

•eotl.,P 
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MOllVAltD 8Y: 

RM>lHGAJOB lltWW. 
Slll!'EDICR 

RN.DINGADlt'JloUTRUl.LY 

lllmES!SllE 

OlYEl.MIN; N[WSKJWlO 

IMPRO'IEYm.K 

DEVEl.CPl!SNEWSlalUTO 
COi'[ wmtCHAHGES IHltff 

nEU> 

• 
T 

t 
r 
r 
r 
t 
r • 
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Disenchanted leaders 
Unmotivated &Entrenched 

'"I b~ Cr01Y11, &'11 the comp41'tf 

culturehi1Stllanpdf01tht:~ 
NIJWa(fays({NJftXXl$/Son pt0tess 

mlht:!lhilntelaticnships withour 
ra!U«I aJSA?mlPs. and*ttt's no 
trJWaldforpetfomittt~ll. W1'm: 

tJt:atedlilte 1t1bofs, not h''mJns, ilnd 
trJntl JI~ /Jtt: llQ$ ttf'llJJ1 ~C(llJIJI U/k 

opent ilbot.tis5'Jt5.• 

EX Drivers of CX' 

ADAl'fABILflT 

***" 77lf. 

COMMlllHI 

*~ 33S 

llELONGllG 

r 28S 

WORK 
PERR>lt~CE 78lf. 

* 'It 

About 

4) yPft 

STAlllS ("5PREAD) 

GEJIDEll("SPREAD) 

671J. Male 299' Femal! 4%0ltle 

---.•• " ' ' ~ -
, . . ' " - ~ . ; . . 

TOI' 5 PAl!IS' -----TOPS COM!IUNCATION CIWINE.SlO PRJOllllSE' 

ERlf,J'ERlKAkloSk Mobile 
~otifltations 

Posun, TVS& 

notl:-eboads 
Akllt:S 'da<::rown 

email 
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NOTMOllYAltDBY: 

OPPOAJ\JfrOESTOSOCWJSE 
At WDRl 

OEVD.Of'ING N.EWSKl.LSTO 
IMPADYEWOAK 

OEVfl.OfllNBMEWSKIWTO 

COP£W1TllQW(QE81'11'ElR 
flflD 
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T 
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f 
? 
? 
6 
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CXI 

04 Crown Employee Experience Segments 

B. Segment Comparisons 



SEGMOOCOMPARISOHS 

Section Overview 

Objective 

Pn:wide a comparison of Personal Factors (Value, BaJance), Situational factors 
(Culture, Resoortt$,Spaces, Rewanls), and Empl,,... Responses (Cog;i~r.e. 
Responses(Cognilive,Affeclive,Behavir:nnaQaaoostheCm..,EXsegments. 
EX segments. 

Overview 

Each construct and theirwb·dimensions is reported at an aggregate level for an 
aggregate level fM an Crown eq>loyees. Comparis.onof differences at BU and 
differtneeS at 8U and others.ub-g'roup levels are available as an additional 
additional compontnt to thi.s report. 

Method 

In profilng seg,nen1s. desaiptiYe data anatysis was undertaken to pr0¥ide 
comparisons in tenns of Pef'SOOal Factors (Value, Balance), Situational factors 
(C..1111re. Resoon:es,Spaces, Rewanls), and Empl,,... Respooses(Cog;>~iYe. 
Responses (Cognitive, Affective. Behavio,..Q. 

DTT.010.0003.0040_0054 

Insights 

• A s.inilarp.attem of EX se-.gtnelrtdiflerencesoc:curs acroM aRvariablestpenonsl, 
Situational, Respomesj, Mtl1 Reliable Co-Worl<enand Oisenchanted Leaden typically 
scoring tower than au otneuegments. 

• There isa snoogsenseof Pertetted Vatue among atmost atl Crown EX segments.. 

• AHC""'11EXsegmentsreportpootWorl<- life8alanu,witllempl,,....atCtownMelboome 
reportilg •greater lack of Wort<-6fe Balal1cecompa,.d to employees at Cm'MI Ptr11l. 

• £m4;1oyeos rate tiler Adaptab~ity '"1d Worl<Pert011111nce higbly. 

Implications 

• There is a need toenc04.irage senbmanagement to model positive Wodt-fife 8.alance 
and/ or implement .. iev.,t policies ~.e. ftexible woltmlledules, pro¥ision ol u,..iaid 
leave, etc.). 

• A sdf.repon bi.asmayexis:tformeaStJres ot Adaptability and Work performance. However, 
paststudiesha .. fomdself.reportmta...,..topoesentgoodvalidity,good,.fiabiity,and 
&owconinearity.1 

Opportunities 

• lmpro.eCtownempfoyeepmtptionsofWort<-fi!e Bai.nee. 

• 
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SEGMOOCOMPARISOHS • Cognitive, Affective and Behavioural Responses are below the average for Disenchanted Leaders and Rell able Co-Workers 

Tile perceived ex Oeliveoy score is higll lcw """! EX seginen~ with Oisencll811ted leaders reponing the l0wtsl ex Oeliveoy score. 

.. . ... ,. 
'% agree/strong1y agree~ 

Be~ 83" 83" 68"1 49"! 75"t 28"1 

~ Posll!Ye Emploiec 
79" 80" "" 70ll 84" 7911 

Experience' 

OVerallSatiaf- 74" n" 76" 68'4 78" 49ll 

~1 
.. ... ... .... 

Committed 72" 74"t 76ll1 58"1 79"t Wit 

""'-"1' 74' 75" 74" 87" 82" 74" 

llaM 77" 78" 80% 66" 63ll 46" 

Worti Pe!form••'* 94% Hllt 9Tllt 871'! 98" 76'11 

(<@i) I Adtpablll!y 94" 95llf 971'1 871'! 95% 771'1 

•• •• ~.··· n ~Ell'?lt' 85ll "" 91% 70% 91ll 57% ... .. .. ... .. 
Job· t' 17\o 18" 20% 12% ZBll 19ll 

CXO.llvtty - 91ll 92"t 82"! 931f.f 69"1 

U&ENO: 

• SIGNIFICAN11..Y 
HIGHER 

• Sl&NIFlCANTlY 
LOWH 

N~i..; 1ToUl•M•~~·-,..•ffW'llloltJ•titdin;IJtr.;ffVtulrdw .. ll"-e¥ttlll'tf'•P'ot•~~":"-f••i:MolotlC01r411t-~*4Wt .... JUf'fftwilit•Pf'Wrl.l'{J:>1tio,-..._,.t111;l..._.1olO:O ..... Oll'il'li:'1.tuV.-.•lb'JtlrilUrt 
6tltMU:p<l:.:lC1: Mdtlif-et/Ml'ff•UdCOl'lptttdl,.r-hl.JIS..rplt. 

Cl'CM'l'CXRHffrdl .. 
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SEGMOOCOMPARISOHS • Worl<-llfe Balance Is the only Personal Factor rated slmllarly across all EX segments 

Oisencflanted l eaders and Reliable Co-WOf11;ers rate the Person at and Situational Factors consistentty kwfer compared to tile other segments. 

Personal Factors Situational Factors 
%aoe</ strongJyagiee1 % agree/stronglyaoet1 

e • .&. tf! r····-r 
~ 6,. ...... 

VALUE BA1ANCE2 RESOURCES REWARDS SPACES CULllllE 

731' 39" 1121' 58" 54" 60" 
74" 39" 83" 57" 54" 61" 

78%f 40" 84% 86%f &Ol'f 86"t 

59%l 36" 74"l 42%l 37%l 39%l 

81"f 41" BB%T 71%f 8.Wf 76"f 

35"l 39" 48%! 25"l 25"l 17"l 

U&ENO: 

• SIGNIFICAN'tt.Y 
HIGHER 

• Sl&NIFICANTlY 
LOWER 

ftiow. 1P.,n;tlVft$lrdwi.t-••ttlt.r·•ant'orllllW"dJ'•i;..·ou,.1..._tOftiJttmtl)$Mliled~k-•oi.-tot1CO•"f"'~'*d~tt•1N•st-"•11•eetaP:'l.&.r~•wif•,.r~won;t4•1">tu""•~Jnh/-.i·ftNhar4.'rNI 
SeotneoNlttiCllfffhWl~ptopel9K;Almlolt"A:1IHSilt.illl::1l~"V-Jtl1Hltat!t(p<:l.Cl!tJ•Nltlg,H:llnw.-.. to"flttdlOltl1T$ttl5.afl'flt. 

CrowrCXRMHrdl 57 
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llCHEHf OOMPAmSOfll • Employee ratings of Value vary, with Rell able Co-Workers and Disenchanted Leaders comparatively lower. However, low employee 
ratings of Balance1 exist across segments 
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LKENO: 

-~U...~avrom 

Perceived Value 

- AMl1'10US 
AQ(tEVER.:$ •:::i-

Work-Ifft Balance 

•
OISl!NCHAHnD 
LW>ERS 

Valut 
"I h,weaslrrJntcotiMClkn tottlt:va/w:s olour 
tuSlness; I rtm ttJ$P011SIN4 torthtJ lffl{Jfe$$itJll 
CtOWn milftts up.oa ourrisifDn.· / untfets.tJHd 
~" ral'fltt ol myinpi1t as patt of the Tum 11/btt; 
11malfolf/lf1df/Jchal!~ imp10reo1disa~ 
with m1manJgN. lfet:li1;ptt:eStedbfintJmJal 
M1tfl!Klf/.f11<t/ttl$1Df1U:4 fbl!lif!ttfinlltfJraWQf 

mramtrilxltion: 
{lmbitious Aehie<vttt) 

llllance 
'"Wotltitg al Crown is a likstrfe. I enfa!wlulll do 
il!1dthepeop/fl lwcrkwltA lt.aMptitkindcinc 
•h#tldotoN!«!l'it/J11u:tvnp#J'/f.ll~tltt! 
KJtlt·fle b.J/3nce is why I woulf behtsir.Jtt to 
nJ«N'lfmondit111•p/81»to..wk "' (Aapfrirg 

Csrwi•tsl 

VALUE 

~ ... . ... 
BALANCE 



i 
~ 
~ 

' .. 

DTT.010.0003.0040_0058 

SUNEHf OOMP.utiSOfll • Service Cllmate and Autonomy rate somewhat hlgherttian Collaboratlon and Diversify for all segments 
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Service Climatt Autonomy 

UGBfD: 

-~~~':UTORS - =.= 
Collaboration 

•
ASPllJNG 
CAltU•m 

Diversity 

• 
DIUNCHANTl.D 
LEADERS 

s.M .. c1111a11t 
"l'mpaS$iomlleaboutdeliwtin,gsuricewht:tlr1it 
be to 1i1tt;..r111/ tNCA(.Qtr4/ Ctl:Slomc.'8, and I fctlwc 

ntJ«I to recnJf. staff who am passionatt aboilt 
pnw/dintsetrict: in au; same Wi:lJ. .. 

[ArnbitiDus Adliefets/ 

Alm>nolll)' 
.. Theltwelof ;wbmomy and disctetion is t1nclt:N. At 
times I MnCXpcc«td toiNit twtonOl'llOU$/j' i111d oihcF 

times, I DI tt:plWlchtxl fortfoingso. ' 
Ne ,, C(I c r 

Colllbontlon 
•There.Sa m:t:d ltNb#l-lt~ pl;mnin~ it11d #mn,r 
col/.abotlltion betwlJOll all b1JSiness units within 

c,_-n//no;Judi~Afttlbovm~andPmth)." rn, • c-o,.,,,,, 

Dherslty 
"TM Wl!tftt:llfiMhlnCIJt is ~dircr.u:. ltal<lw.1 J'OU 

toinf.t:ract ttithmilflTPl'JllfJ/t'JoatskleofyolJf 
dt:plHl/1~111. T/)t:$UK8ff'llK/wdi:Ot11int. tn:Ul:iJ"lt 

t:reqOnt: with ttSpt:Ct as if we an: one massiw: 
familj'f" /Dik#nlContri3ufOIS/ 

CULl\JRE 

D 
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H.CNEHlOOMPARJIOQ • A similar pattem of responses exists for Communication, Processes, Leadership, and Psychologlcal Safety 
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LffENO: 

II ~'\~tvTOftS •
AMllT10US 
AQttEVERS 

Leadership 

• 
AS'11UNG 
CAR&llm 

Psychological Safety 

Com11111111c8Uon 
"'Tien: is room for il1(.JtoW:.f1t:nl with 

¥tt1tr/ep1rtmM t1/ etxnmvnicalitn and a nf/!tJd for 
1JndtNSJifntfinr 11ndl!mp11U,,, /i)lofkrs" !'Oles.' 

/Ambiio<Js AthMtOts/ 

-" WIMn J'Ollm»dlo G'"" job dtNNI, thOl'd•ro W.lJ' IOO 

ma#}' pltX.fl$$tJ:$tlnd t1yM JOU hwe to to t/Jtot.J$1, 
andt/Jqatr. WilJ'«>olnditr::c1. ' 

{Aspiti.r/C.IOOtis/Jf 

Leadenlllp 
• 1'1t:nJis toomlJIC/Jpolitk;s and a dis«Ntnett 

be!'Weenseniot lead~tship ;111d od1er1:111ployct:s. 
Senlor leadtNS hnt'J a Ukledmentllity, only locking 

aflertluirown;ntM:Stsandamas.. " 
/Dilgelt Conttibulo1Sj 

~·sat«y 
"'TMOMc!M'*lwouldmlk~isformanap!Sto 

hMJus, ne.t le:l/«S wedon~l ltitw:aroict, opinian, or 

to•otbwktl>tsYsttm." /()i-u:l•nt«il•Mktsl 

CULl\JRE 

D 
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stCNEHlOOMP.utiSOfll 

There Is room to Improve In terms of emplayee perceptions of Entitlements and Physical Spaces 
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Resources 

LEGEND: 

111:uUGtNT 
CONTIJIUTOltS • ""'"'"°"' AOtlEVElU 

Entitlements Physical Spaces 

R-
.. Tlu: anrenitits andcondMons ;lone «Jtweith 

mosto/Mrwottplacesiacotnpatison. lam 
UIUW~lft of /IA)' O/Jw wotip/Xfl /h,M elf#/'$ di# 

fit:xibil:tyot •ro1kint ilfftl~t:ats thJf Cro'llrl 
doc4> Thc«1mpaflJ"ltata1111iunda1K1Col 

resources at theirdisposa/ and CJn p1otitle 
celfifledwinl~ on-site f01millTJ'di~n1 taes." 

{AmbitiousAth;..Mj 

En1i1lements 
.. Tlu:rusedto 11;w:r; #JOd pe:tlslike clrt:Jp 

;n:r.ommodM.ion whtfnp1 .-enl ~fS'-M. TheyhAt1e 

S/ciflJ'talr4nt-11Wqft0m°'' {OiS<11C/Mnt«J 
i."'3d'1ts/ 

Phylicel s,-
* o~morif3tingwtk t:nrftor.mt:nt-no fl3lma!lipit,, 

oM otr,.. SfJll<O all(f lat17iti<s, bad lith•itt d1t«I 
mttlin,g ltJoms." /Dilitent C4nltilli11Mj 

• 
!®3 

I 

~ 
I 

.a. ... 
I 

~ 
RESOUR«S 

REWARDS 

y-····-y 
6-----~ 
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SUNOlf OOMP.utiSOfll • As can be expected, employees rate their own Work Perfonnance and Adapt.ablllty highly 

100 

90 

80 

70 

60 

50 

40 

30 

20 

10 
Adaptability Work Performance 

LKENO: 

-~\~IVTOU •
AMllTIOUS 
AQftEVERS 

Committed 

• 
AS'11UNG 
CAR&llm 

Belonging 

AOapi.Dllly 
• .,,,.,._sfJJ/Joslipilymcrof-.mwpomnn 

ollls.ickJprocedme. NolhitgthJlch3fltts I.he 
~amM~ rt!$Q/rs~ /wt thint"S lluK customttnl't:(Juest: it 
is~t""""Tlhmlil. /Oi/ftolllContfiJHJfJJtfj 

WorkPerfo1111-
"/N/N lhatCIOWA ddittrs a (mat (lfJ$/.OmN 

e:t.PUk""· Thelll! <llt'J JlwdysroifT4 lo be places It" 
mist1k#s bul most of the mnplofttS Uy lkir IH:st Ill 

oom;« /Ito trti8:tah attd 1ui#tt:t18'.0IJ'lflh, ~ 

/Diligem Conttibuloisj 

CoMllthd 
"€rttydafw/Jenl comt towtJ1k I dM'l lt:tl 16<tJ I'm 

wmlfin;t-1 fool liko I amholpi.'I{ to Wild atoJmand 

a p;Jt,,.tkttWironment ' (AspiintC-islsj 

_,, .. 
"htov/d /on:; to wottwith Jkt}-minc/ed peopk: 

people wfto ilft:C~4#dilnd wa111 tq dollu: /Hst 
th.t:J' CJ/I f« C/Oflfl1; those wfJD want fl1 imptm"l'l tlu: 

wuip/JcC for llOllt sUlff 111t/ W$.UN11tt$ #lib:.,. 

}Alflbiti«Js AcbioYorsj 

.l ... ... 
I 
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I 
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CXI 

04 Crown Employee Experience Segments 

C. Points of Pain and Delight 



POIXfS Of PAIN AND 0£UQKT 

Section Overview 

Objective 

Poinls ol pain and deliglltlor Ille CroYm EX ~e"' i:lentified. Tradruooally. poinls 
of pain and delight are deriYed fromttle voice of emplo)'U$ through qualitative 
reseal'Ctl; howtvtr. optncocnmetrtaryderived from promoters and detractors was 
used as a proxy in tflls research. 

Overview 

Qualitative insights are dravm oUI of open oonvnentary s.urveydata. TI'Js data 
«Jmprised comments from employees dassified as promoters, or those tiigNy 
likely lo re«>mmend Crcwln as a place to WO<lt (a proxy lor deligbls) and open 
e<:immentarytrom detractocs, or those vnl:kety to recommend Cro\WI as a place 
towodt(a proxylorpalnpoinls). 

Method 

Content analysis of open qualitative responses was conducted using 
Leximanctr softwa:re. Lexi:manctrconducts quanti1atNecontent anatys.is by 
detemVni:ngthe frequency and relationship$ of cancepts in a dataset Coocepts 
dataset. Concepts are definedwi'th Ule hel·p ot user input and fonn the basis of 
the basis of subsequent thematic and relatk>nsl automated analyses. 

DTT.010.0003.0040_0063 

Insights 

• nw..oltlle m Crown EXsetmentsrale hif)llyoo "'comme11dingCn>.., as a place lo-'< 
(EHPS).Aspiring ca .. eriSIS "'Poll Ille lighest E?iPS score(•39). 

• Analysis ol poinls ol pain and ddigllt....altllatWorl<-ltte Balance. Social Environment 
and Benefits &Rewards In! po&arisin,g, in that they occur as ,,.ns for some employees and 
ddi8'ts forolhen. 

• Wodt-fite Balance and the Social &wiroomentarethelargest poimsof pain recanted 
•IMlll!CroYm""4'1o)'ee$. 

Implications 

• Comments relating to the Social tlMn:nnefltwere most prominent among Oligent 
Contributorn,ahoClown"sla.gestEX~. 

Opportunities 

• There is a need todeep.dtte into Diligent Contributors to hltl'lerinwe$tigste key pain 
points. parlicuarty Social Environment. 

• 
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POl.llf$ OFPAIH MD 0-EUQHT 

The likelihood of recommending Crown as a placewori< Is strong, with the exception of tile largest EX segment, Dlllgent 
Contributors 

Empkl\'eeoitlingne.s to rec«nmttld Crawn••• place to »011<(ENPS) ••ries by EXseglll<nt, v.l!llAspnng ca .. erists (59%) and AmtitioosAclli.,.,. (47%) having the higllest prop<lllion ol 
prol':'IOte1'$. rn oontl';)~\ Oicench~u"td Ludetr;(68'f.}h~ve ~ hi~t pl'Op(lltion ofdetr::ietOR. 

DtUGM 
COHllUBUIORS 

AMRmoUSACMl(VtRS 

ASPIRJllG CAIEB!ISIS 

OISENCllANltl> 
LEADERS 

PROMO'!ERS 

47% 

-

PASSIVES OEIRACTORS 

37% -
2~ -

36% -
21% -

EN'S' SEGMOO 
SCORE SIZE% 

® • 11 4411 

@ +23 24% 

® +18 18" 

® +39 14" 

® 

• 
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POl.!fft; Of:'.PAI N MD D-EUQKT 

Promoters: Points of Dellg!ltas Concept Clusters 

A sunmaq of al deli,dlts is prese11ted below. with detailed anafysis presented in Mbseq&entsldes. Social Environment and Beneits & Rewan:ls are the two main deligtts mentioned by 
em~kifeeo. 

LKENO: 

- ~u.,.~avTOltS •
AMllTIOUS 
AOtlEVERS • 

AS'11UNG 
CAR&llm 

"Ott The "1t's ot'e•cll (l)rr~ptd'-'ntf 1u: 1tl<lti~ !O tl'lt'tel"~ f1~\ltf't-'VoltN:!11-ti:.rrJ. Outiew ~ores'": c11ln liltiecl u tf'ot' . ...., of1itltt1vf f1t'qut:l'ltteJ•no.:.s3qi,n'(!rlt.s.N~n1bt'u¥1i'tf11'1e11<h (lvstew l'Clieilte'tl>t' 
in·p~rttolthtC'Ontit'Ptto1tt'lXU:grt'!"1:. 

• 
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POl.llf$ Of:'.PAIN MD D.EUQKT • Detractors: Pain Points as Concept Clusters 

A sunmar/ of al pain points is presente4 below. witt details prOYided on subsequent slides. Work-ile Baltnce and Sodal EtMroment we tfle two main pain points mentioned by empk>yees. 

LKENO: 

-~"i.~amm • 
AS'11UNG 
Wl!Dlm 

., 
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Top 5 Pains & Delights: Diligent Contributors 

C)loto 

'Vo.1 ~dif0«1ntpeoopM,all flf.,dly. Yl)l,I 

wll Nr&!MtaP1rtofhW<1mtlctjs 

-~··c.: 

"Great betleltsfor .staffh tetmSoflDs 
acc::ess. la~n<ttredunifo:msa~$Ull' 

dfs.clllnts. aswel as the ~lgrMrpay and 
nelllllt,ythatthejobotfen." 

"O!M'll prwldes emplo]tes witlt the 
opptl1Uni1)·to clfwlopOlelr ~rwancl 

eq>andti• $1iilb/eJ?eritnoe.· 

-1beUrreCr"""1 ls1wcy ltllible~acetD 
wort in regards towcn-nreb818nce."' 

-
EIHhnrHl'lt _ .. , 
SOtf(MIPPOrtl ·-..... , 
M1n1Ctmtrtt -..... 
8Mt11CJ 

""""" Piy ..... 
Oppoft1.Wlttes 
SOff('11lnln&l 
C'.frMr 

• RtXlbM 

• Smutlf 

.... 
Ma~a:gefTMnt 

.,,. 
fa11ily 
Ut. 

""" A&llbl e 

·-
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• 
"'It's al&o't9()' dearctwtCrcw.nhas k9d an 

tmlrotme,..where lt0$9itai tysta'I are 
expected to tcctplbelng1reatedllke 

garbage byCJS.tomers. .. 

"Openlfnget1vtorwnettdoesnote~ourap 

1 wolf!;-l ife bc&aneeO.e. noappr~al9 
toOISlOet'C(IUl'lllWottfnghfl 

mme/Ulllbo!aUon,M eaS181 Rldl~ .. 

' 'Ille btnenu iw 'tf!IT goodbutitllvery 
commimto bi requlreodtoworkreguler 

offrtlmeMOlnoreward." 

"flltfe ls rt0 o~ lof promo~onor 
c:areoer O.;eloprr,eMwhtinC~wn. Pwple In 

mana1etMM•etemdeted\Jndantot 
demoted llfttloutrepiacemeM. .. 

"NoJotJ.seci.wtyand to ~l.UmeJabson 

off•." 

r.i,w-.~~""'''""or""•U81:Cotw111cMM-Q'Nll1i.di..lfl'll1C~~:ir111JhrtN:\'ifftbd;r1u""tslnoow"'"'""''OUttl• ... wonlt.c01111fMttllnC11f'N-..•h5;lNtrt•"'"°',_""'diriCq..,hwli:llJ111,&,w1~wo.t"J: 
~t~!JVtrtpmen11tquiqllfudtOl!eitft•l l(Nrl ,•t~lllrtqi;l'l1c,,,.1t1ttdt11<1et,1dlt"'""tdr~ld~1pb1ta~ 
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POl.!lf$ Of:'.PAIM IMD D-EUQKT • Top S Prominent Pains & Delights: Ambitious Achievers 

1111111111~•.•~111111miZi'·~P=1 '·~11!';!tiC·'m:___n•mm:n&11111111111~1 ...... 11111(~l11Conooot1CM1 ... 1111111111111Conooolo~·'~''mi'~·hDrm';!tiE'~··c1ma11111111Quoto11111111111 
"MaragemCltlar9$0SUpportiveandU. 

Te1m l&a19'$119 kirK1<1ndhe\>ful. 
TeamwOltllS encowagedand lt!s a bi 

atmadl)here: 

wo~l~a •t 0>own lthl8'11JNpftitd. lll•N 

ate foiblellOU1$.gQod P1,y. wO!l\peOlf 
St1cta-sln11l•'"dry.n.btlfktrnoal~ 

bttofe atd at.8'w«k,and cmm 
ditc:tunts." 

•crownmanageme~alawltlesuHtogriM 

and dMoptheirsldllsby\t!Olklng 
autoncmou&tr andollertheklow~aid 

opport&lfitrtoteam 1nd be Pfl)motedwtlhin 
lM orp,..sautn." 

•()o.vnhasgiwn 11ean IPPOl'Wnltyto 
wodi •~cwdnlttorfl! lif"*1Ce (f.1'1ilyMfl 

kid~ TMygttemetulblltyln t8"m or my 
toltor •mi"g•mMt, """cfl l 'lllYfW/ 

Chantrvl lof," 

"Tllereare gnatbetteltsMrtllngten, and 
myroll~!altybP,at. ThereMemsto 

t.e a good clecf olJobHcurity; 

Sutf(fl191dly) 
[~111 .... t 

Teom 
Man•g•mttlt 
Fl'dy(CtolWI) 

M1a1, 

Pt1tdng .... 
OppontMldes 

°'"" T11fling 

. '"' 

~-11iit•1~"""1 """'·~-q') 

""'" Sl>lft 
fi me 
ramly(ltre) 

••• 
fritnb(UrTW> 

ManagemHt 
Oepa1ment 

l Nm 

""""' Sup~(lackOI) 

AtentsCJmurili&m) 

. ., 
Benellts 

• Job 

"rtot Ml)'octt IS StJlted to-"ltftwcdland 
UMw e<W1dtlons.Ma11'1 "1d upwictt 

broken fa miles when unabh to entctivtlr 
11.,.,..e1_1tc1na•t 0-....lifrfttl fM'Jly•nd ........ 

"'thl'd·llnta~orttarlHst)'lesot 

11a11a1ementcan bedifllcUtto deal with. 
1nd th&t11lurelnltle deprallflWlllS 

lnettdi11typocr1nc111os.t.1e.· 

'GoodploocttW'Oftl. How.,..r, lfyouwarr.: 

at;iftet in a:;tmlng.llls ~the P:aw."' 

'Thepeyiu 1ot«h•bt•.tlill.Ort •MIO'? 

and atwaysSlaftlngearly. tl'l$hlnglate, 
-'l'ngw .. k•11l n1ltftt1,utN1p•y ... 

1lleteisverylltdaflbsea.rl1)' a crown. 
You are consundy belngnwnkoredto the 
point ol'haras.sment. and ioren'lidallons 

and lHH ci of Nks loftt:e $111allesl 
deCJll." 

r.1,w-.~e-.otmciorfff•US1:Cot~111tMM-;rull1i.d~,.C~~:ir111Jhrtoe:\'irith:f::w-:.P1Jlnot1"'"'°r.as1oOU (1l• ... ~lt01<1ifMttlln11tn'"N-..•h5;lNll"t•"'".slll""°"'"'dirtCq,m~lillJ111,&,~1~wo.t'l'J: 
~t~!JVtrtpmenlltquiqGCudeo11~pt•l~Nt1,•tP$-lllrtqi'rl1c~lt1h~'"d,1dltll!tbrtdr~ld~1pb1tll.._ 
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POl.!lf$ Of:'.PAIM MD D-EUQKT • Top S Prominent Pains & Dell gilts: Reliable Co-wor1<ers 

- -.,. ... - "'-
c .. _ - °""" ,..,.. .. ~W«ll l°l'"'"""~"q) 

•The ;Dii ty towolflllflfl peoplefrwnmMf So• • • •stift wof\ lsnotkleal H7011have lam~wlU 
·~ ... Shift. 
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CXI 

04 Crown Employee Experience Segments 

D. CX Drivers by EX Segment 



CXDRMRSIYEXSEGMOOS 

Section Overview 

Objective 

Identify tile laclols tllat drive CI0\\11 EX segment perceptioos ol ex Oeliveoy, 
including their relative importance and irlpact. 

Overview 

Orittr anatysis pro¥ides a roadmap of fac1oss lhat are rno.st i~ortam fOf each 
Cro~ EXs.e-gment i:n their perceptions of CX Oe1iwry. This infonnation assists 
Crov.-n in identifying the 1e\lers' that can be used to i~rove ex Delivery, wtiich 
was measured in tenns of employees· sett.reported as.sessmem of two a$ects 
("My job has an i~act on the Crown customer experience' and 'I create 
memorable ex:peritnceswith Crovm customers). 

Method 

Structufal Equation Modelling (SEM)was emplOjed to identify Ille drflelS ol ex 
Oeliveiytoreach EX segment S£M is a method used todetenninettle relative 
imp.actofthedrivtnon CXOtlivtry. 

The data intflis ~shootd be interpreted in te1ms of each variable's cwerall 
impactoo CX Delivery. 
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Insights 

• Adaptabi~ty. C<lmmitted , andBekMlgingaretlletopdrivelSofexOeliveoylorCrown 

emplCJI'-. 

• Ad1ptability i:s influenced b)' ano'llling employees to adapt to meet tile unique needs of 
eacll customer and ""°'""ging employees tosh81e new sllils and mowtedge willl ce>­
worl<ers, and is renected in employee peottpti0t1Solpro.,;dinga hi&h level o1...,;ce to 
customen and reoeMngpositive feedback from customers. 

• Emjlloyee.s are Committed when they led part of a team at Crolmand beWm lllal crown 
"'°"'es a grelll Ot>porlunityto deYdOt>a career(not)lsta job). 

• Bdongirl&isinlluenced bj'C.:.Wn emploieesrec:eMngrec:ocnition 10<1 jobweU done. 
fee5nc part of ttle Crown community. and having a s.ense of security and stabity. 

Implications 

• Crown employees shoukS be ent04Aged to foster Adaptabaity in tfleirseMoe delivery. 

• Culture is important in drMngCXOelNetyatr0$S al Crown EX&e-gmetns. 

Opportunities 

• Enhance ttle Crown Ctlture, as c:uturecan di'ec:Uy impact the keydriversof CX Delivery for 
Crown emploiees. 

• 



Adaptablllty Is the primary driver of CX Dellveryacross all Crown EX segments 

There is s~ne vaiabilily in the drilers olCX Oelivety aclll5Sthe fil< EX"'gments;Alltr Adaplablily. Uis is either Committed CK Belonging. 

o~~•~moNs: 
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~senea:suingtfl1)1ore• 
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sel'llce dell\letyHd Pf'Olldehlfl qu811;)' 

sel'llce toC1Ust0rren. 

C.nmltW Is an atrdi4 behlfioural 
re:sionse neasau ng e~l1>yee feelillp or 
bef~gpartolatett1utc.rovm andtlm 
Crown prO'Atles a oppon.ui ty tt dtwlop a 

....,.. .. 1sacOIJl'lltl\le1t1sponse 
mea:surlngemplQfte fetlSl&tlllalChtrf' 
19Cth9rtC»O'litienforaJobwtttG>ne. 
ree1pa1tofthe cnvm cannw~,and 
tlaw a Mnst of MClUrlty/ $tabiftJ In Nlr 
Job, 

WoilkhrflmMotls a w11 .. 1wssed 
mea:sur9ofempl~eept0d~.\l!ortl 

SUU'ldanl. Wldvdllngnes.sto 'pt the jtlb 
cbne•. 
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• 
CONTRIBUTORS CXDB.Mlll' DILIGENT 8 

AMBITIOUS 
ACHIEVERS 

RELIABLE 
CO-WORKERS 

ASPIRING CAREERISTS 

~SENCHANTEDLEADERS 



Crown EX Framewori< deflnltlons 

CROWN EX FRAMEWORK 
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UnderstandlngtheCrown EX Frameworl<foreach EX segment 

, ........................................... . 
~ l.C..1mEXFnme-i< 

! ................................ ~ ........................ . ": 

4. Coonectors iOOfcat~ which factf;)rs/ : 
l~loru Respoosesdme othtt 

FactOft/E~byee Responses in Ille model, in 
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. .................... , ............ . 

j Factor/ Employee Response name 
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• 
,, ..................................................... . 
' 5. Fdlowi,,g the direction of Ille anows, 
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Detailed Driver Analysis: Diligent Contributors 
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• 
Diligent Contributors 
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Detailed Driver Analysis: Ambitious Achievers 
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• 
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Detailed Driver Analysis: Rellable Co-workers 
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• 
Reliable Co-workers 
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Detailed Driver Analysis: Aspiring Careellsts 
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Detailed Driver Analysis: Dlsen~hanted Leaders 
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CXI 

05 EX & CX Improvement Opportunities 



O:ACXIMPROY!MSfTOPPORTUNITES 

Section Overview 

Objective 

H~l;,irt opp00unities for Crown EX and ex """""'men1s. 
These opportunities were identified by employees in ttle Cl'OV(n 
EX Survey. 

Overview 

E~loyees provided suggestions en how Crown migbt be able 
to le\ltrafe opportunities to iirc>~ EX and ex. Analysis of 
thest oppa11unitie:s is profiled in tem\S OC opport\Jnities related 
toResourtes, Rewards, Culture, and Spates aaos.s Crown 
Mtlboume and Crown Perth. 

Method 

Coment analysis of open qualitat~ responses was conductd 
usilg leximancer software. Ltximancercondum quantitative 
cooterit analysis by detenniningthe frequency and relationships 
ofcoocepts ina dataset Concepts are defi:nedwith the help of 
ustrinputand fonn the bas.is of subsequent thematic and 
relational automated anafys.e$. 

DTT.010.0003.0040_0083 

Insights 

• Conwnonl)' cited EX 01)portunities include: 

o Changes to time management processes, induding impnwing ac:ceu toJea¥t, imp&emenoog flexible 
woll<ing hours, and p!Ol'iding,.... stable woti<ing boon 

o OfferinC:betterfoocf, inctudine healtllieroptions 

o ProYidine l>etterand/ormo,. Rexible benefits, inc-.ding il1temal benefits (e.g. a""s 1o 24-llour 
~and external benefits(e.g. health ilsurance discounts. widerrane.e of insurance diSC0W1ts) 

• eonwnonl)' cited ex 01>Port.mies include imPIOl'ine food offerings On tennsof quality, no-..11y, and price) 
and improving comrnookation (both witt!in Crown and between Cn>wn and cus1omers il the fonn of 
improYed infonnation pnwision and real·tine teedbadt mechanisms~ 

Implications 

• Conwnon lllemes in enhafttingllle Crown EX11t directly related to aspects of Woll<- ltte Balance (lime 
management and flexible wort<ing hours). 

• Crownempbyeessee an immediate need for Crown to focus onccmmmieationwittl customers and the 
food ofteriogto impfO'le C'"""'' CXDeliveoy. 

Opportunities 

• Develop a ,.g .. arEX Pulse 10 drnwonllle Voiuof £mplQ\'te$ in identifying EX and CXimprovetneftl 
opportunities. 

• Beilgontfle tronttine, employees provide a usef'uland inexpensiveso.teeof intonnaUon on CX81ld EX 
improvement opportu~. 

• 
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EXACXIMPROYDi1EHTOPPORTUNrrES • Below Is a summary of all EX and CX Improvement opportunities Identified by employees 

The most frequently mentioned opportunity to enhance Crown's EX inc-ludes management styte and lifestyle benefits. \\flereas C.X can be enhanced tflrougb customer corrmunk:ation and the 
food offering. 
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EXACXIMPRCMMEHTOPPORTUNITES • Employees Identified several common EX enhancement opportunities 

Employees were asked to pftl'lide suggestions on potential opportunities to i~rove tfle Crown EX. Common themes are outtined below, ilcfudi:ng an indication of how common each identified 
0t>porlll00y is a<n>os EX setmenls and a represen1ative quote to higllliglrt the opportv"1y in Ule """"•of e1r4>loyees. 
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• Employees Identified several common EX enhancement opportunities cont 
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• Employees Identified several common EX enhancement opportunities cont 
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EXACXIMPROY0'1EHTOPPORTUNITES • Employees Identified several common CX enhancement opportunities 

Employees were also aW'd to pro'lic:fe suggestions on potential opportmities to impttl'IC tfle customer experience at Crown. Common Ulemes are outlined below, along with an indication as to 
how common each identified opportooity was 8crtl5S segmeflts and a representative quote to highlig)rt the opportooity in tfle words of employees. 
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EXA CXIMPROY9'18fTOPPORTUNTrES • Employees Identified several common CX enhancement opportunities cont 
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06 Next Steps 
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• The Crown EX can be enhanced on the baslsofthreetypesof Initiatives 

1 2 3 
QUICK-WINS INNOVATIONS 

GAME CHANGERS 

Initiatives that are 
Initiatives that are 

planned for Initiatives that demand 
relatively easy to intennediate investments of time and 

implement and achieve implementation and resources 
immediate, are designed for and aim for longer-tenn, 

short-tenn outcomes; 
medium-tenn sustained 

'Low-hanging 
outcomes; New outcomes; New and 

fruit' initiatives. 
initiatives. different initiatives. 

' 
~ ....... ......... H+months 
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NEXT STEPS 

Quick-win: Deep dive Into Diiigent Contributors 

This researth has identified that Diligent Contributors is an unde11>erfonnilg segment in terms 
of promoting Cro\\11 as a place to work (ENPSt) compared to otherugments with positive EHPS 
sccwes. 

Olli.gent Contributors i.s the largest EX segment at Cro\\11 and wa1Tants furttler attention to 
de1ennine potential driveJS ol Ule setmenfs relatively loWEllPS. 

The cuitent project pnwidt$ some initial quatitative insights derived from surveydat.a: however, 
ttis is li~ted. We propose a seriesot qualitative deep diveswhh tflis segment in order to 
unc<wtrany potential triggers that might be influencing EHPS levels and to idtntifystrategiesto 
redify any identified issues. 

Thesedeepdivt$WOutd also allow Cro\\fl the opportunity to gain a deeperundmta:ndilgof the 
points of pail and deligllt that existfortllis setment (sucll as Social £mironmenQ. pn:>Wliiga 
fomdation forfllrthtrextendi:ngthes.e insights across au segments. 

The quick·m of undelS1anding and enhanciig Ule Oligent Cootributors• 
wOlk experience at Crown invo~es the folloWing steps: 

I. O*'""'Y a Reavltment Tile lli~gent Conlribotor seg)nent profile 
should be levmged to invite pal'lici:pants to a stries of fooos group 
discussions across Crown Melboume and CroYm Perth. 

2. Uot.n & Leam: Afterreav~ment. employees should be given an 
open and impartial environment in wtlich to discuss Uleir 
experiences and renections on working at Crown. 

~o1..:'t¥S•ffdw1._.,_._.._,d1•M•11t-""r'4C_,_~._,1ai•fll«-towN''•d\'*411P>•1Qllf""1~trot.i11)to1C~IJotbl)i):.~lr°'•"~Ol'Vffl.Mto~"\t·iO',.P1d.tttt--1)•dD.tix1o":c·S)inlntilt: .. WS 
~ettri>bO°Apoc .. t['Cf$flllt,llldlUtffl!'Mt·'P1t1fl":ilb1J.rdslrlJ<!lfl'&lililit1hf1)ft.nebG' 

• 
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• Innovation: Align Crown EX and CX programs by Identifying and understanding Crown EX personas and joumeys 

TheEXsur1eypraYideun initial st?p in ide.ntiflint the EX setmerrts tfl8t exist in Crovm. ssweU as tfleir 
motivations, peteeptims an:S behavioon.. However, en in-depth tnalysis of fflpfoyees' entite EX jourr,ey 
is Mt possible with suiwydata. Htnoe, i1 line Mth CTI>wn't ex mearch P">t'11m. aseiiet ot qualit.W1e 
irrnersions (e.g. groups, inttrvieVJS) aa"Oss allempl~yees is reammerded. lhis woukl alow for tfle 
idt:l'ltifrcation a11d undcrst811di:ngof EXj011meys and irHfepth tOt.dlpoiits and mon1cnts of truth. 

OetaileCI emplO)ee joomeymaps can asoo be CleveklpeCI. 01Ckilg eac:tlpllasetromreavhnemano 
indlld:ion to exit The psyd!dogy lletlind Crowl EX p.monas and theirrtspective journeys can also be 
blllVgbt t• ife 1lrollgllthis poces .. 

OnrMni on EX literatue. the emobyee Ul>erimce journey is conorised 
of c!ynami: detfik>n a;oi:nts,not static processes. These decision points 
molk five broad stog,e;,withi1 o oonti:noous ~ ofjoomC)'$. 

l. J01ft Dllc:ftely • RecMcmelt. TrleenlJI~ jounieyt>egins: wflen 

they'diSCMI" a role within an o,gt11isatfon and are recruittd into it. 
ltis important to note thattljscanbettuough i1temal reauibntrtt 
Menem~ltecn.iil:meflt 

2. l.EAllH: IMuctiol a Ot6oerdn' Altcrrccniitment. cmployee3 ore 
inducted ilto theorga1isatioo's c:Uture ffld proc:essesttlf'OIJgb 
onboanlint, inc~ding ilitial 118inmg. 

3. CONll!l8Ul'£: Plllld~lContfbudoft. Themajomyofan 
employee'• erperi.enctwiU be q,ert partieip~tiAg in 1tlt 
c»ganisatiM's cchure and cmtribtJting to its succes.sthrouth their 
perfolll'lance at wCHtt. 

4. GROW: Dtoolopnent •-·As employe<s participate 111d 
contrioote at wod<. ther devdoo tlleir .i.ils tllrwl!h multiote states 
ofgrowtll, 

5. PROGll£SS: R-.mhdnt& Tronoitlonl8' As !lley dovel<Ji>their 
Sii.ili!, emplo)'U3 M.11 di.her recomnit to 1teir currt11t role 10 
comilue on thei1cu1rent growth ruve ortransiion iJto a new role 
withil or outside of the orgarisation. 
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Game changer: Track the Crown EX model overtime and match Voice of Employee with Voice of Customer to close the CX 
DellVerygap 

Thet>t-1owmodel is lht finalproQrietyEXmodef tor Crown. Ontoilttrackintt'lf thesecoreEX mebic$ is recommen:led on an atnual basis.with nore fteQuert •putse' update$ n fjne with C< 
measures.Longiudi.M datawoutd aUow for aaal)'si! that could i:ltntif/howemployee.s nove lletwemEX segmeirts owrtime. This data could also assist wrtl identifyirg and imdentandi1ghow 
empk>)'ees move from tower to higlltr ftt.tls otBctooging and Adeptabity, lhc kcy4riw:nof CXOclivuy. 

INVUSllY 

UADlltSlllP 

OIOCISSIS 

I. 
a COUlilJNICATION 

l.ESOf.lltCIS 

HIVICI 
CJMATI 

wou:.uR 

!HTITUM.INTS 

• 

.. 
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CXI 

07 APPENDIX 

A. The Crown Employee Experience: 
Melbourne vs. Perth 
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Crown Melboume and Crown Perth both perform very well on the Personal and Sttuatlonal faetors tl1atshape tl1e employee 
experience 

Crow employus il Melbo1111e ant Peril have sjmibr ratilg:s of Personal ant Sitwtiooal Factors. Howevfl, Cro\\I\ Mel>oume perfonns rogbttybttter aao~ al1 factors except Rewards a.d 
Sp~. 

UG£NO: 

• 
S1811flCANnY 
HJGHER 

Personal Factors 
1'. agre</ stJongJyagioe' 

® 
VALUE 

• 
SIWllFICANTLY 
LOWER 

• 
~ 

BAl.N«:E' 

42%j 

34%! 

RESOURCES 

84%t 

78%! 

Situational Factors 
" agree/strongJyagree' 

r····1 .& 
~ ........ 

REWARDS SPACES CUU\llE 

54% 

······- 80% i .......... . 55% 57%! 

• 

..... ;~··,,·~~lCJl"li.-.g_llfJr'.,.,.""witf:'MC«f'"ird;:MOhu lhttM ... •• ... "'•~rA<•cn--'orne 'Mlled'w·e~•"*'·Sc°"'1"'~uflC'Cl.-4Mn51\dtd~tt .. 1H•Htwll•pt11:ecu.p:Sl11iifl;wQ .. KltJ,ptC.Cil~··"-" 
OllC-Mt.__.YLCl'oWhllfl .... 1..-ilJdlUll"lt~!Mm,IJtk& ... slpftMtMttetct-. 
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The majortty of Crown employees see their role as related to and lmpactful on CX Dellvery, but a gap exists between employetS' 
perceptions of CX Delivery and Cllstomers' perceptions of Crown's ex 
Crow tmployetS were asked 10 stlf..assess their individual impact on and role in C( OeJivtty at erowa.1 The majority(~) report that their role is inpactful and contriblte:s 1ocreaii:ng 
e~erien~ for custoners 1111 Crowi. Howewr,com.p~ri:ng cust<>rnerpe.eepti<lns ofCYo\Wl't CXd!ows o ex d!IWe., g111p. Compuing 1hes~ mutttmore bro3dly, ~·sex Oelilery glp ~ bwer 
Ula• the Uidusby standard ol a 72'1i delffery g.ap.;: 

Ov<nll 

CXDELNERY 
EMPLOYEE PERCEPTIONS' 
~lpt/SlftN'I_,.,.., 

9 ····+·········· -
9·· 88~1 ... 

U:GDID: 
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StGN1r1CANnY 
KIGHll • 

SIQflFlCANTLV 
LOWH 

B<d<·ol~ouse 

an ...... J 

86'-' . ···I 

CX DEl.JYERY GAP 

• • . 

CX PERCEPTION 
CUSTOIEI PElCEPllONS' 
% aa:i:et/.stro1#fa~ 

f········8 
t········ 8 

• 

N0ow •~·~1t ... COWt°JClt0..,_,1asHudUIFCtt~ol hiolltf"l1,fl')o.,..ht111 ... .,.tt~•eC-c1.:1uretnftftt~·1tt'IHHllNMnbltto .. rlN:(JUl!tlflCl'6Wa.,,.ee";OiJMlsueucorblreM'JNS.,,,..ble(lfttlH1!n;fttttttlp 
ildk:1t••-wto"l(Jff'1W-iiwOJ'aPM'.t01&4t4to!le.-.•n•..t•IJ'ffl.rttft: 18-&C-~l'rJlW!5\C'""'""'•iv.ffJClllltblfl~adlw.i.1utto""'~;'3•1co .. "1.tdfm'rlClllWl'C-t.--•»11.tof•••t*tei-C:Xt1Jdoi'H1¥VfJ. :~i.c"'11Mt 
tb~!AplllZ!l1"o:?! Ji.teZOl1!;51VlkKCttta.lb(p(~l)-bued~ncr-v~U'l'ULo-iPHfl..tl-lltca.UJ,1~1l"fqbHUtltlRlc:9"slVlftwtiSll-c-t.. 
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• Melbourne employees exhibit slightly more positive Responses to the expel1ence of working at Crown 

The primaiy differences aaus Mel:>oume and Perth are seen in Cogni'tive ant Affed.ive cbracleristics: Melboume employees report ligfler levds of Beloneng 8n:I repctt beirl moie 
C-Onmitted "1lel compared lo Perthempl'!"'es. 

COGNITM 

81%t 7S%i 

OVBAIJ. 76% SATISFACJKIN 72% 

ll!l.OfiOINO 

lfG!NO:: 

• 
SIGNIFICANTLY 
Nt(OMliR • 

Sl&NIF1CANTLY 
L,_R 

· -·-­e ~ e 
e~ e e ~M~ e 

.··t,:.:..··. 

('®i~ 
•• •• "';:"!.··· 

BEl!AVIOUJW. 

e 
e e 

No..-O.•ts:ortHOl'llir•~••bfJ4tprwelliHh~f'btl'fl"*,Jttllcin.totlt('r·'°'"'or.._A<•lfff'o1nU#Wor~•lt"'fJW:"°"'•'""1111CO•d•"""'"419tttNllSt_...ll'f'Wtlttt;$iOlllnnt"'...tlJ1i"C.CCl!ff•IN!t4 
N~Y.tllOJll't1'.C-kllt,wtt11-1~1t•1•••11il-sOllJllt1lySVllt1ttdllertr..:t 
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The overall employee promotion of Crown as a place to vlslt(NPS) and as a place to work (ENPS) Is positive 

Twoadvoalcy questioas were a•i«d ol s1afl, alvocacy ol Crown ss a pl>ce to vis~ (JIPS) and a<llocaq ol C-11 as a place to wOl1< (IHPS). Bolllsco"" rate 1;g111y1or Crown o"'rall "1d aaoss 
eatt property, with l1l<ft Promotors thsfl OetnctorsaaoM the Crown business. 
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lliECROWN EMPt.O't'EEEXPERLENCC MELBOURHEVS. PERlM • Enhancement Opportunities by Property: Crown Melbourne 
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lliECROWN EMPt.O't'EEEXPERLENCC MELBOURHEVS. PERlM • Enhancement Opportunities by Property: Crown Perth 
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Item results for Value and Balance 
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Item results for Culture and Resources 
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Item results for Rewards and Spaces 
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SEGMOOCOMPARISOHS8YITTM • Item results for Cognitive, Affective, and Behavloural Employee Responses 
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Employee Perceptions: Measures for Value and Balance 
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CATALOGUE OF IUAVEY!nMS 

Employee Perceptions: Measures for Culture 

I 

I 
I 
I 

~b• Cl.ll ture l :sllll•ll>Ml f'lletotthltreletU 

_,.,.O'ftes' perctl't9<1 ibil tJ w make cledsbn:s am u.en:is. 
Judlgemtnlh•.,.oormlrcv.•101tt. rtpu1•Mi1lS!¥•r•$W~ 

toueMee~sincreal!nglllg!l·QJlltyOJsUtn« 

expetton~(MCW\glJOCC.of.,2013). 

Collllllon!IMnlsa Clltlnl S1t11atlona1 ractorlhlt is 
measured'lfa errpl oyee· sathfactiotwltlltKeipeisonal 

irtUfillttlcns. cot ltd;ll SJppof\and Mowtedtesharing witlin 
lheotpt1ls.atlon. 

~lsaCllttnl Slluadanal Fanort111t1s 
MIUl.Ulrtod1'• e11p•~·· ••hfflCUOtWlt" wpnl.P~IOIUll 

commuri t"ad'on ttl1)$$ lourdinen&lons:tnt:SParwnr:r. 
rekvanOI,. fNql.Mncy, Jnd N51 oi' ao:IK5. 

MNSUres ""'*>rees' .....,,..with t.ach 
ilem ' " • 51:ioinl~le. 

MHtuf'Ol~yMl' .......... wf1tl 

eachilem on a 5.pMr-.scale. 

MN$Uf'H~S' ......... 'lltttl 
each item on a 5·Pilil'llscale. 

fn11k17MlltwHIJs • rutural &ihaadtn•I Faotot t lwt Measures ~yees' ..,..,....u11 t.aeh 
captures 1mplo)tes· Pfl'Cepcl~soflheOt'pnl saUtct asa i tem tn 

8 
&9oints::ale. 

plooetoworh.ln 'onerlll,beyo11d.,.et-nl*'flO'llf 
P&ierieACM./tQll (~It from r.umar& Panari. 2014), 

°""""1ls a C!Dral sniMJonal raa:or thameasures 
tnllloY•ti' pete;:tpliomo1a Wdal efl~l'Ot'lflltl'llClfP.wMtlll l MNanu.-)'ffS' .......,.wf"1 
ft<$)Kl within "11~ace {;\gbou, Owuw. Hod>afia.& each item on a 5·poil'llscale. 
AUlllonl1,2017}. ft b lHIUURod YI• employtoes' Hllsl'•c.tlon 
&C$Mllwe&d'imenS1ons:lnlffdW1t l!cognt1an,«ttetslt)' 

AJO'etment with ... 
lc:anuM my 0'1111 penoMl)nJ.gmentfn(lff1)1ng t ut my Job 
lam awtOP"lttely lruolvedln dectllonsl!latafttet my work 

• 11'1.nMotigl'laut.ooomytop.erformmyfobefteC!lvefy 

&.d"11«.ionwith, .. 
lntenalonsWtl\managemMt 
Woltllngeot l Mofllilfwl7 •ctH1Ulebu1lnou 

ktteradons Wth$Uppolt.SUff 
l .amlrgn-flW.p 

wo11<1ncto11$)0011Wly'Mtllnmytnm 
Oppoltlln1Ua1r.otl'l-kncwrltctgea.ndNMMcle 

5adSfactlonwlth •• 
1ranspwertey1ICOf'M'AlniCflfo11 
lell'W'a~ctolCIOfl'lnMioation 

rrequeK? olcommmlcation 
Ease olaccessto <Xlnl'IWnlcaOon 

Agreement with •.• 
Cn>Ylll Cocadm}pro..tctespod prQJUe:s.si>n opport.,..illes 
Cn>MI nocatkrlJprO'lid.tsH inno'aliveWtlflt.Pll:ll 

sa~mcuonwlUt .. 
Rewanfandrecooiltion 
OfYeBltrofwuk"Rlwe 

• lnelltMtyof WN!dn&en'\fronmel'll 
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CATALOGUE OF IUAVEYllWS 

Employee Perceptions: Measures for Culture 

I 

I 

......,..!pls aCU1tu11ISitui!llonal f actormNsi.nd 'l'ta 

emi:i1oyees· pereeJlllons oc Cftt'M\' s ttacte11'1_, at 1n 

eucww, manq:ena11na ~eMstryteVet 

......._lt•C~,.1S1wMnol flot«111Ct~ml'll• 

emi:f oyets' pe~et:JtlOl\S oC Ult «P~lsalional s)'$Uml and 
PrK-•Ulot~MCl'O'Wn'•orpnheCe>nol 

emtrorvnent. 

I 
~S.f"1baCUIWratSltuadoralfa'1tlfthit 
relatestt9fl1lfor•M"l>9n;eMdablltrtoCl¥H'ess I U.msef\e.switllout1ewolff9'81'Cimlons(t811n, 1990: 
BIO>Ml&l elgfl,1996). 

I 
I 

StMcieCf.,.1S 1Clltu1'8ISitu1t1ona1Fattorttut 
measures empbyees' !)trcepdons or die oiganlutlon·s 
orientali1n towNice ~nwlsiC11 and the condudrtne$$ of the 
wwtt enliironmn.to p!9\Cslo1 of a tigfl-Q,Allcyc:utomtf 

e.lq)eltente (Salanova.•gui. and PelrO 2005). 

Me.asures.,_,,O'j!at' '"""""'"° 
eaeflttem Oft • 5-pOfnt.eal e, 

M..asurM CIT1llorees' MtldlctltnYlilt 
••Glllhemt"eS·pGi"l-le, 

Measure.s1W1111011M' .,.._..wilh 
eaell ftem ona 5-palnt st.ale. 

MHturff.,..Olflff' .,.........,. 

eac:flltem on a 5-pointale. 

DTT.010.0003.0040_0112 

Agreement wlttl •.• 
O'o-1 ~llOfi) 'teoMt'l'lltmitntto •ocl•I 1Hp011tl:llll\' (it..8· 

c11mm ... il1aiRl'Olt.$llSUl"nlbili~.«c.) lsgenline 
Tll• te11dtn 11t CIO'lln Oocatitnjdwsonstr.it. th•t p4t0PI• 11r. import:llt 

tethe companfssuceess 
Tilet.adenalCl'O'MIOOQtltnjtlaweom1WJnlea1ed1vblonN. 
motfrattsme 
LNdlW$a" "91Ycoru::•mtd 1bovtdle weii,,. of tndollM$ 
Lndenhave ascrongsemeOftalruss 
O!het menuen and suoeMsors 11.enulnetr e.are abouttrtr wetlbefna 

sadn.cuonwlth •.. 
MonagomoM :qto ollrtfdlteOC. mo~o.g• 

lntema lt9crulmentproce»~.e • .ten ~gbr a IQtewlUWt ,,._, 
P«klfm1nce tn1nagementptocesses 
CC.mpl1\'lt11nd 1Pf-.cep1'CICHIM 

AKl'etmtnl .... OI ... 
1 leeltllatl cane~mytllle leelngsahrorfl; 
I leelrespectedlnthnoltlpbice 
I reel comtottabltto mauqe ldm at wctk'WlthOutfudgement 

Agreement..tttl •.• 
E•or-o11t1wth•kll-lo.dg.••ltdt ldll ttolkll,_..rtupNior1-lc-ci 

The OWAll Mnice qu II icy prlVkleO lo CUSll>me1$IS excell!IM. 
• Th• en.II»,.. (If Qlr(lrz,n1$illlonls to~tdl• ol.tSton•r tlm 

• 
CULl\JRE 
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CATALOGUE OF IUAVO'llWS 

Employee Perceptions: Measures for Resources, Rewards, and Spaces 

I 

I 

a-rv.1•• SlWelfonel f•d.Of di•,.••• 111t Uit 

re»tre9S availaDfe torempl°'etslocomplN "18r WOfll.as 
expected, meo.s..ut'd '111 empll)'M perocf)Cltns o f 1%1<11s •nd 

trailtl&f wientadon (sliown lo lncre<!.W avalabllkr of Job 
•"'p-1~,_Wm..tf~GtmenilJ;K\lnrer& 

Plmrl,2014, 7015). 

~l$1Sltuacional fac:tM\Ntrekte<sto!Jle 

bll!lefb ancl r9'1'Anls pnwkledto tnljJf ore• asp.art o flh@ir 
etnPtOJITltl'llapmentorln"eco.rse otl!lelr 
et11P4oymtrit.fl'M9uedvl1 etl'1>(oyet sadsbcdon. 

PtpaOll.-!Ja Silualio1WlfaC(•thatmeaMnS 
emofoyett pen:epUomofthetsngltte asotcuot llleW«k 

M N"'f'llS employees' ..,,..,....Cot 

l&UllMCloftMlfl tNdl ltenon a S.pfflt _ ... 

M•:HIJNS: amployas:' ....,.._..tth 

each Item en a 5·polnt scale. 

etnltoMMnt(lndullngsp1m,atmosc>11e~1ndequlpmtnQ MU5Utes ~s· ~wfttl 

antwtidlflawa physhlosh::airrc>a.ton •l!PloJffS each item Qd a5-pointSCllle. 
IJ\lit)oio, Oviuw, Hoedoafia.& Atal«rafl. 2017). 

Al:l'wmentwlth ... 
l)QM1 noicatkfl}clearfyOOfM'IUniatt*5their~dcnS 

l am prwlded'Nlth appl'Ollflate t00!$. tectinOIO(G, and ottler 
IHOl.ReS 

I h;rre the awQPria• skills to dtl"9r llllf'l ·qually c:uSltlmer ... ......... 
5at1Sfactlct11wltl\ •• 

Satll'hlctlo11w1th •• 

hrt0n1benettsordsc:o1S1\s 
M•3'btn.-llU.tiil•rtwoltt 
rood •~d meal dlSCOJru 11 res.tainnts 
llealthbeMllSorl.9 JCOWIU 

lH'AI nllSfrntrM 

Si\l#aCUOll"'Jl'I U'I , .. 

StaffRHUIUl'Wlt· IDs 

runW!ilr. ancl t qulpment 
,..,,..., __ ..... vlt Olm&nl 

lfOlse ltvel 
Amet11tlosondsh0ir••S1Mon 
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Self-Assessed Measures: Cognitive and Affec:tl\le Employee Responses 

j 

I 
I 

.._....,ls1Co!Pllh'eRespon&emN$110ngtl'lplo)'t9$' 
Mn&eflf'9'CoQ'litlon.lndusionaMstabU~ al Cn>vm (Kumar 

& Plnsarl, 2015J. 

Posf9wt~~ls ac.oanMoe Re50onse 
meaSllfng et'l"l>IO)'H5' overall pe«epcionsl)fltltlreqloyee 

upetln;e atCn>wnnpo$tJve .• 

OMllllSdlfllcaollT5 a CopiiliveR.spo.ise mea$Uring 
tmpl~'fl9S· oo.·al Sltl$t.lc:tlonwilhth*lobatCrown. 

h'Oltd ban Afedf've Response nwasmng empl tiyees· set1se 
ofprtch in their employment atCrtwn. 

MNlill~ompl~ .. ~~ithth• 

Items on 15-pofrn9Clk. 

Mt8$Urlb en1p1eree~ 1__..nw11t1a.e 
icemon as.J)Oh.scale. 

MtasumemplcyMJ'1~ilhth1 

item on aS.pofrtscale. 

Mt8Wte:Semplt')'MS'......-twltlttl'le 
item on 15-poh.scale, 

Atl'eemt'llwtlh ... 
l~•r..mlO'itlontofafobw•dofl• 

I leelpartotttiecrowncc:mmool)t 
I IUl•e MfSeOIMO.Uttt/StebUtt IRm/Job 

A.poeetnlntWflJI_. 

My tqMilrieuie as1n em Poree las be111 po&i'Jv• 

A.ll'eemt'llwtdl ... 
• lam.satmiedwithmyjotl 

Ageetn81twtlh_, 

I ampt0ud1oworktortnM1 (loe8UonJ 

AJ)"eemcnt wtlh ... 
C..n'lllllllllsanAt'kctlw R:e:Sc>onte measurlngttnC)foyees' MtH.1res emp1.,-ees· ~Ith the 11ee11 ampartofate.am ltCIO'llft(loallon) 
anec(he 1ndeareem1tnmhmet1tto C«MI\. Item on 15-poh.scale, I teelCror.im(locltiOn)pmtdes • pe.atopporilrltt)' ~ derebp a 

carn·,notkl~aJ1b 

lt111P7lsanAhC(i'A! R~se mtoisuct• 9f11'110yees·MRS41 Mtasureis empleyees' 1__...twllhU'le Atreemcnt with~. 

•fheJ1Fln$»ln 11lel1empeo,met1l~Cf'O'Wn. lwnon ·~~'•· - I fe9'heppywortfn!l•lCIO'Wn(lee.liol!] 
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Self-Assessed Measures: Beh<Wloural Employee Responses 

i 
MlptMlltJIS. sell·ffported Betla)(oural R8:SC)OCISe 
mm$&#tng~~·pen:-efXl«1,ofltlel r1bUk7w•CS.ft 

uMce<kliW1Y111dprwh:lehigh·11J fl'1~c:eto 

c i...c.omen (f.kll'nh &Coller. 2013), 

Dl ...... ,,E'fbtls . self·ltf)orttd Betlr.!Olftl ife!ll)(l&M 

nw11simg et!¥>11>J'NS0 

petee~oris Ollhtlr wllllnpess r.o 
e•CMdtMMtlnee~s,ln~ln;theirworll (lf.M 

& Wcntunan.201n. 

Dl'Sb eMtf·f~dhhwwlou1•l ..... 11Mm"~lfn1 

MPl~MS' pf1>P911$1tykK p0$itJv&wH1ht·A'IOl.ldl!nrelafon 
to CtolMI uen empoyw using• st.endotd l:XPS{employeo 

net.,..omoterscwetkein. 

Je.........,is a self·repoited BelMl'llrlurat lespOflse 
mN$1.0lg empl1>)'99S' expected job-seeking b91'atlourO'o'9f 
Ule next3.6anf l2mo~ 

,..Is• :telf ,...pxted llehe\411U,.I Rupon~ meawrtng 

errpl~M>· pl'OP!fl:silylof po:silivtl Mnl·of·moulfl!n relafon 
to CnJ.rm ue lebu.- O~nelion u$inge NndWdHPS Co• 
pnmoterscore)illem. 

i I
I W.dl;~lsaitlf·reported Bel\a'llouratResponui 

ntNSl.rinJ emP~Y"s'p~~onsoltholr perfonwnc:. rt 
WO"k(IBN& Wofdu.rmn.2017). 

MHKKHfflplO'jeH0 
........... W\1thltle 

ktn'I$ on a 5·poif'ltscal• . 

Mtaues et1p1oyees· ll'MIMlt"1at1'1e 
ilem$ on a 5·polntscale. 

MtaMestllpl~ees· Ukltlloocllo 
JMOnMIH!Cto.••plact1Dwortconan 
1 l·polnt set le .. 

MeauesmploYMs' Uklllloodtof• 
..-ona6polnt~af•. 

Meaunset1ployees· Hkll'*'dto 
.....,....C...na-1o""1onan 
11-pffltscale. 

I usual)J'adil~the~ ofwtvlee 10 me« the uni qi.Ml needs oc eactl 

I PfQ'Wcle a hQll tewfof seNce to <U$l;Orn91$ 

11.c.t-. pd~~ teedbecti from cut°"""!$ 

I Sllarenewsuns anll knoWedge• ltl myco-WO!kers 

&peement-'"' -
lamalnysv.!ll ng t. gtve mc.11 e1!ortto pt the Job done 
I en.lovd8\10tJ~iPtn ellottto mywolll 
lcon*t~ygoabl:rf'9andbeyoolwtiatis~edalmealworll. 

Hl>•likely werouto rtctnmtnd (Cnnm localion)«t a friend Oft.mily 
momt>erasepleoeoto~? 

H- 1•»1y •r1youtolootcf«e119'lrjobwthf11tMn9XtM. 

o 3moldts? 
$mor#ls? 

(> 12 MOllltlS? 

How l t ;ety arerou torecomnefld lt:rown Loc::ati1K1) to a friend or 
r..,ilym_,., ue,.eoc.tovl&lt? 

Apment.iu._. 
MeaStns eriployees· ....,..e:~mllle 11mv«yproc1Jct1Veat.oll 
iltll'I$ on a 5.pof,.scel&. lwork~ardtogec.tr .. job dine ondme 

• lcOf1111Nworktoahlghitandarf 

• ® 
I 
~ 
I 
.I. ... ... 
I 

I 
ft 
I 
[] 
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Idiomatic altematlves to EX segment names and further descriptors have been developed for possible wlderdlssemlnatlon 

Thete are$Oll\e suggested altemalve names ood fwther descriptorsforeacll EXsetment Please note tflatnone of the segments are inherently neg.alive as fleyal have positWe qualities tflat 
actirely "1111ri>llte lo tnd/ 0< have Ille po1entia lo <»nlribllte po!itivelyt o Cn>•1l's organoational ail1ure ard perfonnme. 

Segnerrt 1.!!§M.1!.H p D~oription 

® W-/ Ille largest tmpioJe< seonen\ lllis IJVuptl emiloyees ore oedicated le1m pl&)'<IS 

Te..mPtiyers Mio.., flarfworlcilC. Thtyareactfve contabuton ~ thtwoit.piaceand t«>k for .,limt1pktau. " 
s~U.tJuitdinf OC)ptortunifies asa waytodeiver bettercustomerexpttitnces. 

® RiiingSrars/ 
Mlettierit'sa bigorsm1llcllaige. these employees want to make tfleirrnar1ticlthe 

Tr.iilblaZ!rs 
wo~paace. tney arecamntned to hmlng 11err sutts with opponwtles to learn, "'Climbmg Ille lilddtr." 
and 1tley are afways looling fOMard and moving up in !heir dosencareerpadls. 

® 
l\d311log wdl to clang., In Ill• ..,~J)l>ct Ulest emp~tS lend I> sol •illl tt>O 

suaoySlllps/ punctes. As long 11trs11itllinmelrw~~ nom.justast: alld Uleywlu cetUlejoC> "It's )/411 job.. 
Easy-toer• done. To make ttl~ moctettective use oltfldrtime, tfle,\\il llwl)'S find asmater 

lf8YlOCOlnjlletttteir ISLkt. 

® 
l)yninK: and eneitetic.the$efo-tettersv.ilJ t3ke any and ewryoooorturi1rto 

Foeaacltrs/ leam.i.,.,l'CWe ttlt.msetvts. am do a good job. £.Jrttlusiasm Mis theirwod< ettiie, 
'YJrutr.bitl~ 

Poeket Rockets but 1:tley're an"cious of the ~et et thei1 wodting tiYfs on 1Mir perton:f ~rid 
social lives. 

@ 
Am1ed with 1 wullh oC kl10Yl1cdge ond e;c.perlenc;e, ttlef jl.l$t 11eed $Mne c:onvi:nQng 

Cdics/ to getthernoo 00,n:I. Equipptdwiththe ri:1lrt tools, rt!ources.t11d opportunities, 
•AJsl tMinr ttbat I un." Veterans [hey \\ii t>e notivste<I toelelh'ertne wperbrcus10merexpetiencestnst Uley 

befieye in. 

• 
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