
Using Data and AI to Elevate 
Employee Experience

Javier E. Cuervo, MD People Analytics ATB Financial
April 7th, 2026





About ATB 
Financial

• Crown Corporation in Alberta founded 
in 1938

• Full service financial institution: 
Retail, Business, Capital Markets, 
Wealth Management

• 5500 employees

• Recognized as one of the Great Place 
to Work



Understanding and 
designing Team Members 
experiences 

• To do our best for Team Members

• Enable Team Members to to their 
best for the business

High Performance and High Care 
Organization



Data Analytics & 
Employee Experience

Leveraging insights from:

• Employee Feedback

• HR Systems

• Business data
 
To drive: Engagement, 
Psychological Safety and 
business outcomes



We strive to 

Understand Design
TM’s day to day 
and moments that 
matter

Impact
What Team 
Members are 
truly saying and 
experiencing

Business 
outcomes through 
data driven 
interventions



Understand
Beyond survey 
rituals



Listening to Employee 
Needs

Our Multi-Channel Approach:

• Census Pulse Surveys: Deep dives, broad 
strokes.

• Always-On Feedback: "Like a suggestion 
box, that it gets read and analyzed!“

• Topical Surveys: Laser-focused on specific 
projects/programs (e.g., new tech rollout, 
benefits changes).

• Stay Survey: eNPS and other topics 
triggered by work anniversaries



From Noise to Signals: 

Overwhelming amount of feedback. How do you 
find the golden nuggets?
How we tackle it:

• Sentiment analysis

• Theme identification: What are the recurring 
topics?

• Driver analysis: What themes most impact 
engagement or intent to stay?

• Operational data that supports the sentiment 
analysis

• Connections to business priorities



Design
Experiences, 
interventions and 
benefits that matter 
to most



Use Case: GenAI 
readiness
Insight: Concerns about:

• Job displacement, much less concerns than 
anticipated

• Data Privacy: How do we ensure ethical use of 
data and AI?

• Over reliance: Will we lose the “human 
touch” 

Action: 

• AI Augmentation
• Robust Data Governance
• Upskilling and Reskilling
• Open Dialogue and Collaboration

Result: Top tier adoption of Gemini in the 
workplace



Use Case: The in person 
vs remote debate

Insight: 
• Newer employees are more likely to work hybrid 

than longer-tenured employees.
• The most common hybrid roles are in Marketing, 

Communications, Business Strategy & Operations, 
Human Resources, Procurement, and Finance.

• Employees who work on-site only  have the lowest 
levels of satisfaction and engagement.

• Evidence of performance of specific functions 
being impacted by remote work

Action:
• Continue ATB’s flexible approach to work, 

expecting employees to be at the office for 
Collaboration, Connection and Celebration (the “3 
C’s”)

• Function specific mandates to return to the office 

Result: Highest Cultural Health Index on record



Impact
Team Member 
Experiences that 
lead to better 
business outcomes



TM Drivers
Inputs we control: 

Learning, Coaching Work 
Environment

Client Drivers
Behaviours we exhibit: 

Responsiveness

TM Outcomes
Engagement, Leadership 

excellence

Client Outcomes
Financial Results, NPS, 

Client Experience

The pathway to causality

Explored 30+ Variables across the different Drivers and Outcomes and 
applied advanced statistical methods to establish the levers and their 

impact



The process

Action Plans

Disconnected
Data Framework to identify 

levers, impacts and 
data consolidation

Dashboard to Present 
Actionable Insights to 

Leaders



Strategic Impact

● Prioritize Investments: Focus on 
new and existing programs that 
actually drive results

● Identify Gaps: See where the 
chain of causality is broken

● Optimize experience: Tailor the 
team member journey for 
maximum business impact

● Drive Growth: Systematically 
improve Client and business 
outcomes



Don’t let perfection being 
in the way of progress



Challenges as 
Opportunities

● Ethical AI: Don't let the "black 
box" make the decisions. AI is the 
co-pilot, but the human is the 
captain.

● Data Literacy: Data is useless if 
leaders can't read the map.

● Data silos: Design governance 
that enables as much as it 
protects the organization in 
achieving its goals



Track the Progress

Team Member Experience needs to show its 
value.

Key Metrics 
● Retention Rates: (Especially regrettable 

turnover)
● Productivity Measures: (Where possible 

and relevant)
● eNPS / Engagement Scores: (The direct 

pulse)
● Psychological Health & Safety
● From correlation to causation: The next 

frontier, connecting to business 
outcomes



Your Blueprint for 
Success
Start Listening (Really Listening): 
Diverse channels are key.

Connect the Dots: Don't let data live in 
silos. Integrate feedback with other 
business/HR metrics.

Personalize, Don't Generalize: One size 
fits few. Target your interventions.

Measure & Iterate: Track impact. What 
worked? What didn't? Refine.

Culture rules: Technology is a tool; a 
culture of trust and action is 
paramount. Data helps build that trust 
when employees see their feedback 
leads to change.





Thank you for your 
attention! 

Javier E. Cuervo, 
Managing Director People Analytics
ATB Financial
jcuervo@atb.com
https://www.linkedin.com/in/jcuervo/

mailto:jcuervo@atb.com


Three Takeaways

Audit Your Metrics: Stop asking "Are you happy?" and start measuring 
"Is the system supporting you?" 

Challenge Your Assumptions: Pick one "management myth" (like remote 
work productivity) and run the numbers. Let the data give you 
permission to be bold

Invest in Literacy, Not Just Tools: Don't buy a million-dollar AI tool if your 
managers can't read a basic trend line. Teach them to ask "Why?" of the 
data
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