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Mobile internet is now considered the normal 
internet. In the UK, 80% of the population 
are using their mobile device to browse the 
internet. In the UAE this figure is as high as 96%. 

The speed at which people have adapted to mobile means that every 

major organisation now realises its significance to engagement. According 

to PwC, more than 50% of all digital advertising budgets are now spent 

on mobile alone. This is expected to increase to 72% in 2019. It is therefore 

critical that employers realise how important mobile is to their employees. 

Mobile phones are now an essential tool for navigating daily life. 1 in 5 of 

you reading this report have used your mobile to buy something online in 

the last 30 days – many of you will be reading this report using a using 

a mobile device to do so. Last year, 50% of all online sales in the US were 

made on a mobile device. Over 50% of mobile owners grab their phone as 

soon as they wake up. This year it is expected that 8 in 10 email users will 

exclusively access their email accounts from their mobile device – that’s a 

higher percentage than those who use their mobile phones for calls! Mobiles 

are now so vital to our daily lives they are even replacing our wallets and 

purses. In the first half of 2017, mobile payments in the UK topped £370 

million. This represents a 336% growth on the previous year. Almost half of 

all mobile users now use their phone as a ticket or boarding pass and more 

than 66% use it to apply for a job.

In 2015, mobile internet traffic overtook computers 
as the primary source of internet access across 
the world. In 2018, smart mobile devices now 
account for 73% of all internet consumption. Eighty 
per cent of those who have access to the internet 
now own a smartphone. American adults spend 
an average of 3 hours and 23 minutes on their 
mobile device every day. More than 80% of all 
social media time is conducted on a mobile. 
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Smart mobile 
devices now 
account for

of all internet 
consumption.

73%

Away from work, employees have 

the means to research, personalise 

and control their experiences using 

technology. They use their mobile 

devices multiple times a day and 

are accustomed to their ease and 

speed. In this report, I’ll show you 

how understanding these traits and 

applying them to the workplace 

is at the core of an effective 

employee experience strategy.

Gethin Nadin
Director of Employee 
Wellbeing, Benefex
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The Consumer 
Experience
In the workplace, it has become vital to the employee experience that 
organisations pay attention to the impact mobile devices are having 
on their employees’ expectations. Benefex carried out some informal 
global research last year and found that people access about 28 
different systems to be able to do their job on a daily basis. Half of  
these systems are in HR. 

Employees are dealing with separate systems for shares, 

pensions, and benefits. They might have a separate 

payroll system, online payslips, and holiday absence 

management. From a consumer point of view, if you 

think about the number of passwords you have to 

remember for your Amazon account, your Netflix, Apple 

logins, and the pain you go through when resetting those 

passwords; your employees are doing this every day at 

work with the multitude of different systems they are 

being forced to use. Take something like share schemes 

and share technologies as an example: employees use 

these systems generally once a year; they’re not going 

to remember passwords and how to use the system 

effectively with that infrequent use. Bringing all of these 

systems together into one place not only enhances the 

employee experience, it also improves understanding 

and engagement of them. 

Using technology to deliver and enhance the employee 

experience is now a strategy of the world’s leading 

organisations. In 2015 Google predicted the dominance 

of mobile users by starting to rank websites with the best 

mobile experience higher than those without. In 2018, 69% 

of users report that their preferred method of accessing 

online portals is on their mobile device, and many of 

the world’s biggest companies are embracing that 

preference. It is reported that the success of the Starbucks 

mobile payment app means the company has more than 

$1.2 billion loaded onto it – more than most banks have in 

deposits. 25% of all Starbucks transactions in the US are 

made using their mobile payment app. 

According to research by The Economist Intelligence 

Unit, employees who identified their organisation as a 

“pioneer” in its use of mobile technology scored around 

16% higher for productivity than those who thought the 

use of mobile technology was “bad”. Employees who 

rated their employer’s use of mobile technology higher 

also showed higher levels of loyalty and satisfaction  

in their work.

Changing 
Expectations
The dominance of technology in the consumer space has led to a big 
shift in expectations from your employees. The ease at which they can 
now order a taxi, buy a pizza or go on a date is influencing how they 
interact with technology. 

Since the year 2000, human attention span has 

dropped by 30%. We now have only eight seconds to 

grab someone’s attention. If a well-designed, mobile 

experience doesn’t sit at the heart of your employees’ 

experience at work, it is doomed to fail. 

Almost 60% of people say they wouldn’t recommend a 

business with a poorly designed mobile site. 

Google reports that 61% of users are unlikely to return to 

a mobile site that has a poor user experience and half 

of all users will simply just leave a site if it takes more 

than just three seconds to load! If Amazon’s load speed 

slows down by one second, they would reduce revenue 

by a staggering $1.6 billion every year. A massive 70% 

of people say they will immediately delete an email that 

doesn’t render well on a mobile device. 
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If you have a poor process and you 
digitise it, you still have a poor process

But it isn’t just a case of switching your current 

experience to a mobile one. Benefex Founder 

and CEO Matt Macri-Waller says,

It isn’t the technology itself that is leading 

the way, it is the rich experiences that the 

technology is enabling. Matt adds, “Everyone 

has an experience at work. The difference is 

whether you’ve designed it or not”. 50% of 

users abandon mobile transactions simply 

because they had a poor experience. In the UK, 

the retailer ASDA saw an increase in mobile 

sales of around a third, just by enhancing the 

mobile experience. A great mobile experience 

has become essential to consumers and so 

employers should be taking it just as seriously. 

The modern employee has zero patience for poor quality or poorly designed technology 

experiences at work. Websites that load just five seconds quicker than others see 70% 

longer session duration. Modern employees simply don’t have the patience to wait for a 

great experience. They want it now and it’s no longer a USP, it’s an expectation. 



A mobile responsive site is a lot 
cleverer. Computers, laptops, 
tablets and mobile phones are 
all made up of different shapes 
and sizes. This means a mobile-
friendly site will not display well 
on every device on every type 
of screen. Users will inevitably 
have to pinch and zoom to read 
elements and press buttons. 

However, responsive websites know the size of 

the screen they are being viewed on and optimise 

the content to fit that screen shape and size. You’ll 

never have to pinch and zoom, the site will provide 

you with buttons you can easily find and click using 

your finger on a touch screen. They will also re-size 

images and videos to make them easy to view and 

interact with. And most importantly, responsive sites 

deliver a bespoke experience for the user and their 

mobile device in milliseconds. A responsive site is 

such an important part of a user’s mobile experience 

that 8 in 10 consumers say they will immediately 

stop engaging with content that doesn’t display well 

on their mobile device. 65% of consumers say the 

way a site displays is the “most important aspect” 

when it comes to consuming content. UK broadband 

and phone services provider Plusnet saw a tenfold 

increase in sales on smartphones and tablets after 

they redesigned their website to be responsive. They 

also saw website traffic increase by 200%. 

But it is not just the site your employees are 

accessing that is important. Responsive email 

templates get higher click rates than others. As we’ve 

seen, the significant majority use their mobile phones 

to read emails, so if your emails aren’t responsive 

too, your employees are less likely to engage with 

them. MailChimp discovered a 15% increase in clicks 

from emails with a responsive design. 

Technology and 
the Employee 
Experience
Unsurprisingly, the data is telling us that investing in technology to 
improve the employee experience is yielding very positive results. 
According to Wired, 71% of organisations that have changed internal 
business processes to adapt to mobile devices are 73% more likely to 
report improved sales, and 54% more likely to report increased profits.

As we’ve seen, just because a 

website or platform displays 

on a mobile device, it doesn’t 

equal a great user experience. 

Websites that are ‘Mobile-

friendly’ are very simply 

designed to display the same 

information on a mobile device. 

This is a very basic function and 

doesn’t deliver an experience 

that has been tailored to the 

user’s device. The best way 

to deliver a great employee 

experience is to ensure your 

employees’ experience is 

responsive. The difference is 

shown in the image to right.

01. Responsive Design

Mobile friendly Responsive
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Global app downloads are continuing to grow 

year-on-year by around 8% each time. In the 

third quarter of 2017, 26 billion apps had been 

downloaded globally.

Mobile apps work differently to responsive sites. 

Apps don’t run on all devices and need to be 

installed separately. However, apps are able to 

deliver a unique user experience. The best apps 

aren’t duplicates of responsive sites, but rather a 

selection of one or more functions to a dedicated 

channel. Instagram has done this by allowing 

the browsing of photos on their responsive site, 

but restricting the uploading of photographs to 

their app. But perhaps one of the most important 

features of an app is that they enable push 

notifications. Just like many of the apps you use 

every day, a push notification draws your attention 

immediately to something happening on your 

phone that you’ll likely be interested in. At Benefex, 

we have used the notification feature with great 

success within our Recognition app. Matt Nathanielz, 

Recognition Product Manager at Benefex, says, “An 

exceptional mobile experience is a MUST, if you are 

to create a successful peer-to-peer recognition tool, 

for today’s modern workforce. 

True and meaningful recognition hinges on 

instantaneous delivery – something only possible 

if you can deliver it anytime, anywhere – the 

epitome of mobile technology”. By telling 

employees immediately about the recognition 

they have received, we are ensuring the positivity 

surrounding it is delivered as quickly as possible to 

maximise its impact. By delivering Recognition via 

a mobile app, we have also enabled employees to 

utilise features of their phones - like camera access 

- for taking videos and photos.

02. Mobile Apps

True and meaningful recognition 

hinges on instantaneous delivery – 

something only possible if you can 

deliver it anytime, anywhere – the 

epitome of mobile technology

Matt Nathanielsz
Recognition Product 
Manager, Benefex

Adam Mason
Professional Services 
Director, Benefex

Benefits are  
Going Mobile
Employee benefits is an area of HR that has seen a growing demand 
for mobile technology as consumer experiences shape expectations. 
Employees are able to quickly buy products using their mobile device 
and receive them the next day.

The Economist Intelligence Unit research revealed that 

only around half of employees believe their employer 

supports accessing information quickly and easily. Just 

20% agree that this is done effectively and one third 

believe being able to access information more quickly 

would improve their job satisfaction. 

The importance of employees being able to access 

benefits information quickly and easily can be seen in 

benefits take-up.  Poor communication of benefits can 

have a big impact on an organisation. Employees in 

workplaces that offer benefits but aren’t aware of them 

are less likely to share the values of the organisation. 

In fact, it’s estimated that this lack of benefits 

communication is costing UK Plc around £2.75bn every 

year in turnover and workplace absence. When benefits 

are hidden within intranets or scattered around in 

various policy documentation, take up is understandably 

low. According to SHRM, just 22% of employees ‘strongly 

agree’ that their organisation’s benefit communications 

are effective in informing them about their benefits. 

Alarmingly, almost half of employers still reply on 

communicating benefits through the employee staff 

handbook alone. Over the past 10 years, technology has 

combatted a plethora of communicating challenges, 

including reaching remote workers and those who aren’t 

sat in front of a desk or computer. However, just 22% of 

employers use benefit technology and just 12% use apps 

to communicate their benefit schemes. A startling statistic 

when you consider 44% of employees use Facebook at 

least once a day.

The diverse and fast-moving nature of the modern workforce means employees want and need to be able 

to react to their ever-changing lives. The ability for employees to make benefit decisions while on the move, 

or at home when they can discuss them with their family is so important. Therefore, understanding the 

benefits on offer and how they can protect or enhance an employee’s life is critical. There is a wide range 

of educational material that can be delivered and updated frequently during a mobile benefits experience. 

More than ever, employers can use the technology available to them to educate employees on their 

benefits packages with an abundance of digital content, including videos and modelling tools. In the world 

of education, mobile technology is transforming learning and now it’s changing the world of benefits too. 

Enabling employees to choose the benefits that 

are right for them at a time that’s right is critical 

to the overall employee experience. The Benefex 

mobile experience empowers a diverse workforce 

by removing barriers, enabling them to make well-

informed decisions with just a few simple clicks
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Welcome to the 
modern workplace
A common feature in most large organisations, intranets, might be 
a big part of most employers’ past, but they won’t be in their future. 
According to Salesforce, 71% of employees say they want their 
employer to offer the same level of technology at work as they use in 
their personal lives.

One of the main reasons is that a great mobile 

experience at work no longer restricts employees to 

an office computer like the company intranet does. 

Traditionally, the intranet was the primary place for 

employees to find out about their benefits, HR policies etc. 

Intranets are infamously poorly designed and difficult to 

use. According to a survey by market research institute 

Facit Digital, only 55% of employees are satisfied with 

their company intranets. Typically, intranet security also 

means they are restricted to the workplace only, which 

is causing issues for the modern workforce. In 2017, the 

number of UK employees working remotely increased 

by almost quarter of a million. By 2020, it’s expected that 

half of the workforce will work remotely. Even for those 

not working remotely, the Society for Human Resource 

Management (SHRM) report that 40% of employees 

in the Fortune 2000 work regularly from at least two 

different locations. 

The death of the intranet is also bringing with it an exciting 

opportunity to engage new employees before they even 

start their first day. Giving workers access to employee 

experience technology post-contract is a great way to 

build engagement from the earliest opportunity. 

We are seeing new starters choosing benefits ahead 

of their official start date, and recognising those who 

support their learning before even walking through the 

door for the first time. This offers employers an invaluable 

opportunity to start engaging employees in the company 

mission and culture during this period of transition. 

Employees are now increasingly connected by 

technology, and new employees entering the  

workplace are doing so with so much more technology 

knowledge than those who went before. These digital 

natives bring with them high expectations of workplace 

technology working in a way they’re used to personally. 

Your employees instinctively know what a shopping 

basket icon does and what clicking an envelope button 

will do. Nobody gets trained to used Facebook or 

Twitter, we just know from the first go how these apps 

and websites function based on our experiences. It has 

never been more important to carefully design great 

experiences at work.

Innovating  
for the future

Technology that doesn’t enable the speed, choice and personalisation 
that employees are now demanding is already behind, and it’s frustrating 
them. Removing barriers to easily understand benefits selections or 
employee recognition should be a priority for every employer. The 
world of work is changing and OneHub is transforming how people 
experience work, every day.

Matt Russell
Chief Sales Officer, Benefex

Benefex has a strong track record in delivering great 
experiences at work using technology. We were the first 
to market with a mobile benefits experience and have 
continued to develop and invest in it, year-on-year. Since 
then we have seen more than 65% of all our OneHub traffic 
now conducted on a mobile device. Every day, our clients’ 
employees are accessing OneHub on their commute to work 
or while at home, to make benefit decisions, receive financial 
education, recognise their colleagues or book time off work.
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E: info@hellobenefex.com    @hellobenefex    Benefex

Want to discuss more? Please get in touch


