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CURATING A SUPERIOR WORKPLACE EXPERIENCE 



Pict ur e t his: 

1. Walk around and say hello to everyone 

2. Check in with Uncle Joe and see whether the turkey needs basting support 

3. Plop down in front of the tv… football’s on! 

4. Get a drink as fast as you can 

You show up for Thanksgiving dinner at your dear (dreaded?) 
Uncle Joe’s house. The first thing you want to do is: 
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Now  t his: 
You and an old friend are out to dinner for the first time in 

years. When you are shown to the table you want: 

1. Immediate attention from the server. It’s great to know the specials up front 

2. Some brief time to look through menu while you and your pal chat lightly 

3. To immediately order drinks and then have time to check the menu 

4. Not sure. Every day is different 
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Final l y t his: 
It’s Wednesday morning. You show up to your office. The first 

thing you want is: 

1. A friendly “good morning” from the first person you see 

2. A reminder of what food trucks are available for lunch and who is in the office today 

3. A personal greeting by name and your favorite cup of coffee at the ready 

4. Silence 
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So w hat  do w e know ?  
We all have different wants and needs.  

These needs vary on any given day. 

There is no one-size fits all solution. 

Our job is to create an all-size for all solution*. 

 
*Thinking, “oh [dear … t hat ’s . impos s ibl e.”  



Back  up, back  up. 
Who am I, and 
why am I here? 



Curating a Superior Workplace Experience: 

Influencing Client Satisfaction by Applying a Hospitality Lens 
 

Ed uca t o r - a n d - po l i c y - wo n k   

C u r a t o r - o f - r e l a t i o n s hi ps  

Un d e r c o v e r - s t o r y t e l l e r  

So o n - t o - be - m o m  

Se r v i c e - e x pe r i e n c e -
d e s i g n e r  

Di e - ha r d  P hi l a d e l phi a  
E a g l e s  f a n  

Ho s pi t a l i a n  



Un d er st an d  wha t ’s 
d r i v i n g  

wo r k pl a c e  
e v o l u t i o n s  a n d  

i m pa c t i n g  
wo r k pl a c e  

e x pe r i e n c e .  

K n o w wha t  
y o u r  pe o pl e  
a r e  l o o k i n g  

f o r  f r o m  t he i r  
o f f i c e  s pa c e  a s  

a  r e s u l t .  

Un d e r s t a n d  ho w 
t o  pr o a c t i v e l y  

c r e a t e  a  s u pe r i o r  
e x pe r i e n c e  

t hr o u g h t he  
a ppl i c a t i o n  o f  a  
ho s pi t a l i t y  l e n s .  

By the end of this session, you will: 
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In the next 30 minutes… 

you’ll understand what is driving workplace trends and impacting workplace experience
What occupiers are looking for from office space as a result
How to create opportunities to better serve your clients – whether they are tenants or landlords. 






Workplace Strategy makes going to work 
(healthy, fun, delightful, easy, fulfilling) 

better. 



Our clients are motivated by a desire to improve business performance. 
Our work helps them identify opportunities to reduce and/or reallocate their 

costs, improve employee engagement, and move faster. 



  
           
         SPACE 

 
              
            

 
   EXPERIENCE 

 
              
            

 
    BEHAVIORS 
 
              
            

Workplace Strategy Target 

Informing Behaviors:  
Evolving without Compromising 

Balancing Experience: 
Reinforcing vs. Challenging 

Space Lifecycle:  
Maintain vs. Start anew 

Thinking through a holistic approach 



Why Workplace? 
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Peopl e come f ir st . 

Presenter
Presentation Notes
Nina Slide:
We mentioned that our clients are motivated by a desire to improve business performance… 
And this is our number one recommendation to get there:

People come first.

The reality is – great workplaces are not what gets you productivity, people are. 
And the greatest impact that we know of on productivity today is employee engagement. 

Many of you have likely heard the stat from the 2014 Gallup research which showed that only about 30% of US employees feel engaged at work. 
Gallup also found that the disengagement is likely costing the use between $450 and $550 billion in lost productivity annually. 
Gallup was able to show that companies with highly engaged employees outperformed their peers by 147% in earnings per share.






People. That’s millennials, right? 
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This is where we talk about millennials, right?

ACTION: “Raise your hand if you’ve had a client focused on understanding and supporting what millennials want and need”




August 23, 1976 May 20, 2013 
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I hate to break it to you, but turns out millennials are just a younger version of baby boomers.

And one of the things we are starting to learn as millennials are becoming more established in their careers and life styles, is that they are going through the same shifts of expectations as other generations did before them. 




Workplace preferences by generation. 
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In fact, what we are learning through our research is what millennials expect is no different from other generations. 
In fact the differences we do see point more to life-stage and career-stage, than generation.

We are guiding occupiers to consider how to support their employees across all career- and life-stages, 
and leverage their real estate investment in a way that helps employees be more engaged while at work. 

AB: You will hear us talk about flexibility – something that I used to have before this whole pregnancy thing. When we look at workplace opportunities, we are considering what flexibility looks like for employees today, but also what it will mean for them 5 years from now and beyond.






T echn o l o gy 
c o n t i n u e s  t o  

e v o l v e  t he  wa y  
we  wo r k .  

- - - - - - - -  

- - - - - - - -  
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Tech now seamlessly integrates into our lives and allows us to do things smarter and faster, redefining how we communicate and share information and changing the hours we work, while expanding the number of places from which work can be done.

Today, many organizations are exploring flexible work policies as a strategy for optimizing utilization and providing their employees more choice in how to best accomplish their tasks. 

Gensler’s 2013 Workplace Performance Survey showed that employers who provide choice in when and where work happens have employees who are higher-performing and more satisfied with their work experience. 
Effective flexibility programs give employees greater control of their time, reinforcing that with robust technology infrastructure and revamped management practices that account for remote work. As a result, employees have the choice to tackle work anytime, from home, corner coffee shop, airport or even at the office. 
�





Engagement is easier to influence  
when people are face-to-face. 

PLACE ENGAGEMENT 
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AB slide:
This choice however, means the office has more critical role as a destination that brings people together,
key to driving more collaborative and cohesive cultures.

In a recent HBR study exploring the value of face-to-face communication, 95% of respondents said that in-person meetings are key to strong, long-term relationships.

and it’s not just about the strong relationships, it’s about the “weak ones.” If you are sociology junkie like I am, you may be familiar with the seminal work by Stanford sociologist Mark Granovetter who argues that it’s not the strong ties, the best friend from work that you speak to every day or your direct boss, that get people ahead and drive innovation, but the weak ties… those interactions in the hallways, in chance meetings, by the coffee maker, that make the difference. Which means, bringing people together has a greater benefit for the organization than it may have previously realized. 




The most flexible amenity. 

 
 
 

Ho s pi t a l i t y  i s  
ho w y o u  m a k e  

s o m e o n e  
f e e l . ”  
- Bobby Stuckey 

“ Se r v i c e  i s  
wha t  y o u  d o  

t o  s o m e o n e ….  
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It’s about creating an positive emotional connection to the 
experience of coming to the office. 

PHYSICAL 
ENVIRONMENT  

WELLNESS & 
DELIGHT  

EASE OF 
WORK  

PERSONAL &  
PROFESSIONAL  
GROWTH  

COMMUNITY 
INTERACTION  

SENSE OF BEING 
VALUED 
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It’s about creating an emotional connection to the experience of coming to the office.

Aim is to make it easier for people to focus on doing the work they were hired to do.

While so much of RE investment focuses on what happens TO the space and many of those changes take a lot of time, Service allows us to consider what happens ACROSS the space, and many of these changes can be nearly immediate, even as walls are being moved and carpet it being laid. By the time the space is completed and initial testing is being done, service can have been long-deployed, kinks-resolved, next version in place.






GREATEST ASSET: YOUR PEOPLE. 

We believe: You are valued and the work you do is important 

So: We make it easier to do the great work you were hired you to do 

By: Investing in solutions that make your workplace a destination 



unexpected / unspoken 

curated services & events 
proximate amenities 

lifestyle oriented 
 

SA
TI

SF
AC

TI
ON

 
hig

h 
low

 

QUALITY high low 

convenient access 
healthy & sustainable 

functionally appropriate 
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The “Golden Rule”:  
Treat others as you want to be treated. 



The “Five Star Rule”:  
Treat others as  

THEY 
Want to be treated 



unexpected / unspoken 

curated services & events 
proximate amenities 

lifestyle oriented 
 

SA
TI

SF
AC

TI
ON

 
hig

h 
low

 

QUALITY high low 

convenient access 
healthy & sustainable 

functionally appropriate 
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1. St ar t  at  t he beginning 

Who is your ideal employee? 

What are you doing to attract and retain them? 

How do you know it's working? 

Know your tenants and what they need to be effective 

As k: 
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So next time a client comes to you and wants to know how to attract millennials… 


Help them understand Who their ideal tenant is… 
Tech company graduating from startup status or a more established company?
Law firm or a consultancy?

WHAT are they currently doing today to attract them…
Are they focused on look and feel of the space, or are they already considering services, events, experience?

And finally HOW are they tracking whether or not it’s working?


This is a “dress for success” conversation.
How does a landlord create the type of environment that is the first step in helping occupiers support an engaged workforce?



Game Change: Facilities as Hospitality 
Provision of individual temperature controls, expanded janitorial services, and circadian 

lighting sends the following messages: 

Some Ideas: Facilities 

Your employer values your wellness and comfort  
& 

Your employers doesn’t want controllable environmental 
challenges to be major obstacles to your success.  
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So next time a client comes to you and wants to know how to attract millennials… 


Help them understand Who their ideal tenant is… 
Tech company graduating from startup status or a more established company?
Law firm or a consultancy?

WHAT are they currently doing today to attract them…
Are they focused on look and feel of the space, or are they already considering services, events, experience?

And finally HOW are they tracking whether or not it’s working?


This is a “dress for success” conversation.
How does a landlord create the type of environment that is the first step in helping occupiers support an engaged workforce?



In creating a “culture of worth” 
and “sense of being valued, 

workplace happiness outweighs 
fiscal compensation. 

Why It Matters 
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So next time a client comes to you and wants to know how to attract millennials… 


Help them understand Who their ideal tenant is… 
Tech company graduating from startup status or a more established company?
Law firm or a consultancy?

WHAT are they currently doing today to attract them…
Are they focused on look and feel of the space, or are they already considering services, events, experience?

And finally HOW are they tracking whether or not it’s working?


This is a “dress for success” conversation.
How does a landlord create the type of environment that is the first step in helping occupiers support an engaged workforce?



2. Expand t he f oundat ion  

How do you create community? 

What can you do to make things easier for employees? 

As k: 

Create environment where work gets done 

What do you need for employees now and years from now? 
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Thoughts.. 
What elements of a building can make it a preferred destination for employees?

Call on people.. 


Would love to hear.. 
Commute
Services that help them take care of life’s needs
Events that enable learning, connect people, create relationships
Opportunity to run into people.. Create FOMO.



Game-changer: Technology As A Centerpiece 
Collecting data for on meeting times, preferences, and trends allows in-office concierge 
teams to anticipate needs before employees have to ask, saving everyone the precious 

gift of time. 
 

A five-star hospitality approach would include core training, a physical IT helpdesk (e.g., 
“Genius Bar”) and a “resident genius for individual and group training.”  

Some Ideas: In-Office Hospitality 



Time is the ultimate amenity, and TECHNOLOGY SAVES TIME.  

When it is carefully incorporated into workplaces, based on a deep 

understanding of what people need and want, technology can decrease 

the perceived distance between people. 
-Steelcase report “Making Distance Disappear” 

Why It Matters 



3. push, t est , r inse, r epeat  

As k: 
Design for the unexpected 

How are you leveraging services and amenities to delight 
employees? 

How are you adapting to employees’ changing needs? 

What are your differentiators? 
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Thoughts.. 
What elements of a building can make it a preferred destination for employees?

Call on people.. 


Would love to hear.. 
Commute
Services that help them take care of life’s needs
Events that enable learning, connect people, create relationships
Opportunity to run into people.. Create FOMO.



Game-changer: Meet People Where They Are Across Their Life Spectrum 
 

Meet in and out of office needs through grocery delivery, dry cleaning and vacation planning 
 

Prioritize name-knowing and networking to support professional innovation and opportunities. 
  

Drive wellness through agreements with local fitness classes, leading health seminars, and 
providing cooking lessons that equip people with delicious and easy after-work meals 

 
Include biophilic design that brings nature into the every day and out of the world of luxury 

Some Ideas: Make it a Destination 



According to an ongoing study conducted by Forbes,  
89% of surveyed employees admit to spending time 

during the workday on non-work-related tasks, 
 up 20% from the prior year 

Why It Matters 



Det a i l s m a t t er . 
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Hi r e f o r  Ho spi t a l i t y  
 

Optimistic warmth and genuine kindness 

Intelligence and insatiable curiosity 

Work ethic and desire to improve 

Empathy and care for others’ emotions 

Self-awareness of what makes you tick 

Integrity and accountability   
    c/o Danny Meyer 

 



Thank You. 
 

Any Questions? 

For more, follow our LinkedIn site:  
www.linkedin.com/company/cbre-workplace-strategy 

Ashley.branca@cbre.com 
c: 215-896-1981 
o: 206-292-6056 

 

mailto:Ashley.branca@cbre.com
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