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Today’s Session
Presentation

• HR Strategic Imperatives

• Segmentation Approach

• Future Worker Personas

Q&A
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Strategic workforce planning 
needs to align with organizational 
capability planning in order to 
define the future workforce 
experience. 

We’ll share how:
• To link strategic workforce planning 

and organizational capacity planning to the 
workforce of the future

• Worker profiles provide a tangible map for 
effectively building the new worker experiences 
needed in your transformed organization
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“Employee personas enable companies to understand 
employees not as ‘talent,’ ‘human capital,’ or ‘headcount’—but 
as humans who want and need to be engaged meaningfully if 

they are to perform their jobs well and contribute to the 
organization’s success in this new hybrid work world.”

- Denise Lee Yohn
“Use Employee Personas To Design Employee Experience For A Hybrid Workforce”, Forbes, May 2021 



Lead with Purpose
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HR Strategic 
Imperatives 
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Align People, culture and new work design 
as the new “social engine”  

Create a Human Hub 

Mobilize information, data and 
algorithms as essential worker tools

Build horizontal capabilities 
and alliances

Create the Future of Work Experience   
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Design business-digital Ecosystems
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Imperative
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Create the Future of Work Experience to 
accelerate transformation for workers 

th
Business Strategy & Operating Model

Future of Work Experience
Optimizing Human Potential in New Work design

Employee Experience
• Employee Enablement 
• Me as an Individual & a Member
• Culture-Communications-Connectivity-

Collaboration = Digital Ways of Working
• Cross-disciplinary Teaming 
• Personalization; Prediction
• Managers as Coaches in decentralized work

Worker Experience
• Humans optimized in Automated Work
• My Impacts to new Value Creation 
• Enables Organization to be digital “at its core”
• Transdisciplinary Teaming 
• Prevention; Situational Awareness
• Managers inspire Teams to contribute their 

best

Purpose – Culture – Growth Mindsets
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In the strategy phase of the project

Current state and future state 
considerations

Informed by:

• Workforce data 
• Industry understanding
• Work and work attributes 
• Current state pain points 
• Future state considerations 
• Secondary research 



Segmentation 
Approach
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Generalized roles
Routine work, low technical skill 

roles

Specialized roles
Require technical know-how, BU specific work

Strategic roles
Leadership roles, Cross functional work

Corporate office/ 
Business Unit 
office

Roles such as: Call Center 
colleagues , Sales,

Admin support, Member 
services

Roles such as: BU specific marketing, 
Pharmacy & Retail merchandizing, 

Colleague engagement, Medical affairs, 
Account Management, Operational 

Planning, Government services (Medicaid 
& Medicare), Network strategy and 

provider experience, Service operations, 
Call Center clinicians (pharmacist & 

dietitian techs, nurses) IT Colleagues

Corporate roles such as: Business & 
Enterprise  Strategy, Digital, Consumer 

& Partner experience, 
HR,  Transformation, Legal, Finance, 

Government affairs, Communications, 
Advice and Counsel, Executive 

Leadership

Retail store

Front store colleague 
(Out of first scope), Stock 

clerk, Store setup 
colleagues

Roles such as: Store manager, Pharmacy 
colleague, Pharmacy manager, Rx product 

development, Pharmacy ops
Nurse practitioners, Physician’s Asst

Corporate/BU and Field Leadership

Distribution 
center/ Mail order 
facility

Roles such as: 
Fulfilment/mail facility 
colleague, Front end 
processing colleague

Roles such as:, Pharmacists, Pharmacy 
techs, Visual merchandizers

Corporate and Field Leadership

On road/ customer 
homes, clinical & 
other 
environments

Roles such as: Supervisors, Managers, 
Pharmacy Manager, Field nurses

Senior sales leadership, Branch 
Managers,

Field Leadership 

NATURE OF WORK

Ratio of frontline colleagues 
per segment Low Moderate High

*The model does not specifically account for contractors



LO
G

IC
AL

 D
ES

IG
N

 S
O

LU
TI

O
N

S
Broad 
group demographics

Customer Facing Colleagues

Corporate Office

Information about 
the population, 
work environments 
and access

1
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Role based contexts

Baselining current 
state against desired 
future state
Informs experience goals

Highlights 
contexts, barriers and 
needs that inform 
experience opportunities
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Variability
within groups
Informs sub-
group variability that 
the experience 
needs to account for
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Informs sub-
group variability that 
the experience 
needs to account for

4
Group specific
Contexts to consider
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Baselining current state against 
desired future state

Informs experience goals

Highlights contexts, barriers and 
needs that inform experience 

opportunities

Information about the 
population, work environments 

and access 

Informs sub-group variability 
that the experience needs to 

account for

Current and future contexts that 
impact experience needs of the 

group

Broad group 
demographics

Role based 
contexts

Variability 
within groups

Group specific 
contexts to 
consider

1

2

3

4

Customer Facing Colleagues

Profile
Template
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Future Worker 
Personas

Front line Employees
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“It’s hard to do research [for 
a customer] when websites 
linked from our portal are 
blocked.”
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Company knowledge base ranks 
3rd, suggesting that CSRs trust 
this less than they trust their own 
knowledge.
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Searching for solutions to customer 
problems (via company knowledge 
base) is time-consuming
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Leadership plans to hire new staff, 
transition out some current staff, 
and change the partner-led model.

Backoffice CSRs transfer out as 
Billing Analysts. Business Analysts 
increase in number and become 
Customer Service Specialists 
responsible for continuous practice 
improvement.
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Customer Service Advisors (Front Line)

Service

Deep knowledge of industry

Able to advise customers of service 
options

CSAs
(1 per 
region)
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Launch Mobile App               

Add Customer Service Advis…

Align CSA roles to Regions (create a CSA Escalation Team)(*Pending hiring approvals)

6 Regional CSAs

0 Regional CSAs 6 Regional CSAs

3 Regional CSAs
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Q & A
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Thank you
Register to receive access to LDS thought 

leadership & exclusive materials: 

@LDSConsulting

Logical Design Solutions

The Logical Report

Logical Design Solutions

Follow us on our social channels:

www.LDS.com


