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Moments That Matter: An Emerging Approach to 
Understanding Employees

By Analysts HR Practitioner Research Team

HR leaders can read this article to learn how to identify and manage moments that 
matter to employees by understanding the moments that matter definition, their 
common elements and benefits of managing these moments. The article shares 
feedback from a webinar with hundreds of HR leaders on the topic.

Overview
Today, 16% of HR functions are experimenting with a “moments that matter” approach to understanding 
employees and 56% of HR functions are interested in identifying moments that matter for their 
organization. As interest in this approach to understanding employees’ expectations grows, HR leaders 
should be aware of a few keys to success if they decide to use a moments that matter approach for 
improving the employee experience at their organization.

Defining “Moments that Matter”
Before HR leaders can identify and manage moments that matter to employees, they must first 
understand what actually is a “moment that matters.” When HR leaders were asked this question during 
a recent webinar discussion, their responses were varied and expansive as seen in Figure 1.
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Figure 1: Q: What does the phrase “moments that matter” mean to you?

While the responses were varied, a few high-level trends emerged. HR leaders shared that they believe

moments that matter:

“Moments that matter” originates from the customer experience function’s “moments of truth” or the

moments in a customer’s journey that determine if they will make a purchase from an organization. The

definition of moments that matter to employees is fairly similar to CX’s definition of “moments of truth.”

“Moments that Matter” are the moments that impact an employee’s organizational experience most

significantly across an employee’s day, year and career.

Identifying the Elements of “Moments that Matter”

Were both personal and work related,■

Were both discrete events as well as emotional responses and■

Impacted drivers such as engagement and loyalty.■
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Our research shows there are five distinct elements of moments that matter to employees. These

elements are:

Although these elements vary in importance with every organization across time and throughout

different experiences, each are critical to understanding how these moments impact an employee’s

overall experience as seen in Table 1.

Emotion-generating,■

Scalable,■

Frequent,■

Business-aligned and■

Critical talent aligned.■
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Table 1: Elements of Moments That Matter

Source: Gartner (April 2019)

When HR leaders were asked which of the elements their organization uses to define moments that

matter, the majority (71%) said they prioritize moments that are business-aligned (as seen in Figure 2).

The other elements were relatively equally distributed. Our research shows there is no magic moment;

most moments do not need to have all elements equally in order to be successful, but HR leaders should

prioritize the elements that align most with their employee experience goals.
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Figure 2: Q: Which of these elements does your organization currently use to define “moments that
matter”?

Benefits of a “Moments that Matter” Approach

Organizations who have used a “moments that matter” approach share four primary benefits from

identifying and managing the moments that matter to their employees.

Often HR leaders share these benefits with senior stakeholders to present their business case and gain

buy-in for employee experience initiatives. For example, Cisco, a technology company based in San Jose,

California, applied a moments that matter approach within their workforce. The leader of the initiative,

Kylie Owen, shared this about how sharing moments that matter results benefited their leader’s action:

“The day that we shared the feedback with some of our executive leadership was a really cathartic day.

There were some difficult comments to share, but what was important was that the execs really listened

Improved delivery of promised EVP■

Improved employee perceptions of and relationships with HR■

More informed and targeted HR investments■

More HR solutions that are directly relevant to employees■
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to them and didn’t brush them aside.”

Conclusion
Before identifying and managing the moments that matter most to employees, HR leaders must 

ensure they clearly understand what moments that matter means for their organization, the different 

elements of these moments and the benefits gained from identifying these moments.
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