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Abstract
This study aimed to identify and conceptualize the dimensions and components of employee

experience at Mashhad University of Medical Sciences to design a thematic network for
employee experience management in the healthcare system. This qualitative research
employed a developmental-applied approach using thematic analysis. Participants included
executive experts and faculty members of Mashhad University of Medical Sciences selected
through purposive sampling. Data were collected through semi-structured interviews with 16
participants between December 2022 and June 2023. Thematic analysis followed Braun and
Clarke’s six-phase model, and data validation was performed using Guba and Lincoln’s four
criteria: credibility, transferability, dependability, and confirmability. The analysis resulted in
151 initial codes, 28 basic themes, 7 organizing themes, and 2 overarching themes. Identified
themes were categorized into two main dimensions: human-centered and organization-
centered. Human-centered themes included managerial support, motivation, teamwork, and
appreciation culture, while organizational themes covered fair performance evaluation,
employer branding, efficient technology, and a supportive work environment. The intercoder
reliability coefficient was 0.88, confirming the consistency of coding. The findings revealed that
employee experience in the healthcare system is a multifaceted phenomenon influenced by
organizational, human, cultural, and technological factors. The developed thematic network
offers managers a deeper understanding of employees’ perceptions, enabling them to
formulate effective strategies to enhance job satisfaction, productivity, and service quality in
healthcare institutions.
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Extended Abstract

Introduction

Employees are the core drivers of organizational sustainability, innovation, and service excellence.
In contemporary management paradigms, their experiences within the workplace have become one
of the most significant determinants of organizational performance and competitive advantage. The
concept of Employee Experience (EX) extends beyond traditional measures of job satisfaction or
engagement and refers to the sum of perceptions, emotions, and interactions that employees have
throughout their journey within the organization—from recruitment to development and exit (Plaskoff,
2017). This holistic approach views employees as internal customers whose experiences shape not

only individual outcomes such as motivation and well-being but also collective outcomes like
productivity, innovation, and customer satisfaction (Maylett & Wride, 2017).
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Modern organizations increasingly recognize that a positive employee experience enhances talent
retention, organizational commitment, and resilience. Morgan defines employee experience as the
intersection of employee expectations, organizational culture, and technological tools, emphasizing
the necessity of designing work environments that promote well-being and belonging (Morgan, 2017).
According to Tucker, an engaging employee experience drives emotional connection and
sustainable commitment by integrating human-centered design with strategic people management
(Tucker, 2020).

In healthcare systems, the relevance of employee experience is amplified due to the human-
centered nature of medical service delivery. Hospitals and medical universities depend on the well-
being, motivation, and professional satisfaction of their employees to provide safe, high-quality
patient care (Farrokhi et al., 2022). Dissatisfaction, burnout, or perceived injustice among healthcare
workers can translate directly into reduced service quality and increased turnover. As Katzmayr
notes, organizations that prioritize employee experience in sensitive environments such as
healthcare enhance not only internal culture but also external competitiveness (Katzmayr, 2020).
Research in this area reveals that employee experience is a multidimensional construct
encompassing organizational, social, psychological, and environmental dimensions. Hassanpoor
and colleagues identified organizational, job-related, individual, and environmental dimensions as
central elements of employee experience (hassanpoor et al., 2023). Similarly, Dehghani and co-
authors found that supportive leadership, effective communication, and learning-oriented culture
play critical roles in shaping employees’ perceptions (Dehghani et al., 2024). The findings from global
and local studies converge on the idea that employee experience emerges from the interaction
between human and organizational systems rather than from isolated management practices.
Technological advancements have also reshaped the contours of employee experience. Gheidar
and Shami Zanjani emphasized that digital employee experience—driven by accessible, integrated,
and user-friendly technologies—has become central to enhancing organizational engagement and
operational efficiency (Gheidar & ShamiZanjani, 2020). In line with this, Yildiz et al. highlighted that
effective communication technologies, positive work culture, and professional development
opportunities significantly contribute to employee well-being and engagement (Yildiz et al., 2020).
Panneerselvam and Balaraman argue that organizations must adopt employee experience as the
new employee value proposition, integrating it into HR strategies to build inclusive and participatory
workplaces (Panneerselvam & Balaraman, 2022). Abhari et al. further advanced this discussion by
introducing Employee Experience Management (EXM) platforms, which systematically capture and
analyze employees’ perceptions to design targeted interventions (Abhari et al., 2023).

In the Iranian context, Gholipour and Absalan pointed out that Employee Experience Management
remains underdeveloped and that Iranian organizations—particularly in public and healthcare
sectors—require localized frameworks aligned with cultural and institutional realities (Gholipour &
Absalan, 2021). Studies of hospitals in southern Iran also demonstrated that productivity and patient
satisfaction depend heavily on employee motivation and performance-based justice systems
(Khoshab et al., 2017).

Given the complexity and multidimensionality of healthcare organizations, exploring the lived
experiences of employees in such environments is crucial. Universities of medical sciences, as
hybrid institutions integrating education, research, and healthcare delivery, provide a fertile context
for studying the interplay of managerial, cultural, and personal factors shaping employee experience.
Accordingly, this study aimed to identify and analyze the components of employee experience at
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Mashhad University of Medical Sciences and to design a thematic network that could serve as a
contextualized framework for improving human resource management in the healthcare system.
Methods and Materials
This research adopted a qualitative design with a developmental-applied orientation. The study
population included executives, administrators, and faculty members at Mashhad University of
Medical Sciences. Sixteen participants were selected using purposive sampling based on criteria
such as managerial experience, academic expertise, and familiarity with employee-related issues.
Data were collected through semi-structured interviews conducted between December 2022 and
June 2023. Each interview lasted approximately 60 minutes and was recorded and transcribed
verbatim.
Thematic analysis following Braun and Clarke’s six-phase model was used to analyze the data. This
process included familiarization with the data, initial coding, searching for themes, reviewing themes,
defining and naming themes, and producing the report. The research employed the four
trustworthiness criteria proposed by Guba and Lincoln—credibility, transferability, dependability, and
confirmability—to ensure rigor. Inter-coder reliability was assessed using dual coding of three
interviews, achieving an agreement rate of 0.88, which indicates high coding consistency.
Findings
The analysis of interview data resulted in 151 initial codes, which were condensed into 28 basic
themes, 7 organizing themes, and 2 overarching dimensions: the organization-centered dimension
and the human-centered dimension.
The organization-centered dimension encompassed structural and systemic factors that define
the work environment. Its seven organizing themes included:
1. Fair performance evaluation—emphasizing transparent criteria, employee participation in
setting evaluation indicators, and non-discriminatory assessments.
2. Employer branding—highlighting the organization’s reputation, credibility, and opportunities
for professional growth.
3. Service provision units—focusing on accessibility, responsiveness, and quality of internal
support services.
4. Financial capacity—covering financial benefits, loan programs, and organizational support for
employees’ economic needs.
5. Recreational and welfare facilities—including sports programs, family events, and cultural
activities.
6. Physical work environment—addressing environmental quality, ergonomics, safety, and
workplace design.
7. Technology efficiency—emphasizing the accessibility and usability of technological tools for
communication and workflow management.
The human-centered dimension focused on interpersonal and psychological factors that shape
employees’ perceptions and emotional experiences. Its themes included:
1. Managerial support—the role of supervisors in providing empathy, constructive feedback, and
individualized attention.
2. Employee health and well-being—highlighting attention to mental and physical health, stress
management, and psychological safety.
3. Delegation and participation—employees’ involvement in decision-making and
empowerment in their roles.
4. Teamwork—collaboration, mutual respect, and shared goals among peers.
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5. Motivation and recognition—acknowledgment of achievements and efforts, opportunities for

learning and growth.

6. Interpersonal communication—open, empathetic, and respectful interactions among all

organizational levels.

7. Cultural appreciation—emphasizing respect for diversity, fairness, and a culture of gratitude.
The developed thematic network illustrated the interconnections among these elements, revealing
how environmental, managerial, and emotional factors collectively construct the overall employee
experience at Mashhad University of Medical Sciences.

Discussion and Conclusion

The findings of this study reinforce the notion that employee experience in healthcare systems is an
integrated phenomenon influenced by both organizational and human factors. The two overarching
dimensions—organization-centered and human-centered—interact dynamically to shape how
employees perceive their work, leadership, and institutional culture.

The importance of organizational justice emerged as a central factor. Consistent with Hassanpoor
et al. (hassanpoor et al., 2023) and Dehghani et al. (Dehghani et al., 2024), fair evaluation systems
and transparent decision-making processes foster trust and strengthen employees’ sense of
belonging. In the context of healthcare institutions, perceived fairness mitigates stress and reduces
emotional exhaustion.

Employer branding also plays a pivotal role in constructing a positive employee experience. The
results align with Abhari et al. (Abhari et al., 2023), who emphasize that internal branding initiatives
enhance organizational identification and engagement. Katzmayr (Katzmayr, 2020) similarly argues
that cultivating a strong employer image enhances competitiveness by nurturing pride and loyalty
among employees.

Technology emerged as a key enabler of employee experience. The accessibility and integration of
digital tools facilitate smoother workflows and reduce administrative burdens, supporting Gheidar
and Shami Zanjani’s (Gheidar & ShamiZanjani, 2020) model of digital employee experience. The
findings also resonate with Yildiz et al. (Yildiz et al., 2020), who demonstrated that technological
empowerment strengthens communication and efficiency, improving overall engagement.

Physical environment and welfare services were found to influence emotional well-being and
productivity, echoing Morgan’s (Morgan, 2017) assertion that physical, cultural, and technological
spaces collectively define employee experience. In hospitals and medical universities, where stress
and workload are high, ergonomic and psychologically supportive environments are indispensable.
The human-centered dimension underscores that managerial support, recognition, and interpersonal
relationships form the emotional backbone of employee experience. These findings confirm the
arguments of Panneerselvam and Balaraman (Panneerselvam & Balaraman, 2022), who stress that
inclusive leadership and participatory management create a climate of trust and psychological safety.
Likewise, Basar (Basar, 2024) demonstrated that positive affect and managerial empathy directly
enhance engagement and motivation.

Motivation and recognition, as highlighted in this study, affirm the importance of emotional
appreciation and feedback mechanisms in reinforcing meaning and purpose at work. The
significance of cultural appreciation and interpersonal respect also aligns with Gholipour and Absalan
(Gholipour & Absalan, 2021), who contend that in Iranian organizations, human dignity and mutual
respect are vital components of positive employee experience.

Collectively, these findings suggest that employee experience is not a static construct but a
continuous, interactive process shaped by leadership behavior, organizational culture, and
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contextual conditions. In the healthcare sector, where employees operate under constant
psychological and emotional pressure, a comprehensive approach to managing their experiences
can yield far-reaching benefits—enhancing job satisfaction, reducing turnover, and improving patient
care outcomes (Farrokhi et al., 2022; Khoshab et al., 2017).

In conclusion, this research contributes to the growing body of knowledge on employee experience
by developing a localized thematic network tailored to the Iranian healthcare context. It demonstrates
that improving employee experience requires a dual focus: the optimization of organizational
structures and the nurturing of human relationships. The model derived from this study offers
actionable insights for policymakers and university administrators seeking to design human-centered
strategies that integrate fairness, technology, well-being, and recognition into everyday management
practices. By addressing these dimensions holistically, healthcare institutions can build resilient,
motivated, and high-performing workforces capable of delivering superior health services and
sustaining long-term organizational excellence.
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