
Mette Hybschmann!



”WE ARE NOT A HAMBURGER 
BUSINESS SERVING PEOPLE. 
WE ARE A PEOPLE BUSINESS 
SERVING HAMBURGERS.” 

RAY KROC,  
McDONALD’S FOUNDER 



Mette Hybschmann 
Head of HR, McDonald’s Denmark 
mhy@dk.mcd.com 



WE WANT TO 
SERVE GOOD 

MOMENTS TO ALL 



Commitment Guest  
counts Revenue Profit 

Employee engagement Customer loyalty  Growth 

Quality 

Service 

Cleanliness 

Confidence 

Competencies 

The good business… 



Employee Value 
Proposition 
WHAT MATTERS MOST: 

•  FRIENDS 
•  FLEXIBILITY 
•  FUTURE 



FRIENDS  
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Quiz - McChallenge 



Let the people speak! 





Side 12 



FLEXIBILITY  
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AVAILABILITY 







McD web ledere 



McPassport 



FUTURE  
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Talent development & career planning 
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Customer Experience  
Coordinator 

Handelsøkonom Franchise Business 
Administration 

Akademiuddannelse, 
Retail Leadership HD 2 del 

Education is the new black 

Crew/Trænere/ 
Værter/værtinder 

Shiftmanagers 
1. assistents 
2. assistents 

1. assistents 
Restaurantmanagers 

Franchisees 
Supervisors 

2 years 2 years 2 years 1 year 



Recognition 



INITIATIVES THAT DRIVES ENGAGEMENT: 
FRIENDS FLEXIBILITY FUTURE 



THE PEOPLE PROCESS 

•  Two engagement surveys a year  

•  Rap-sessions 

•  Simple action plans – why, what, how, when 

•  Continuous follow up – business evaluations  





BUT HAPPY EMPLOYEES IS NOT ENOUGH 
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Brand purpose 

Is the missing link to Hospitality 

1.  Emotional connection with customers. 

2.  Customers wants to be: 

•  Seen, heard and understood 

3.  Be authentic 

BRAND PURPOSE 
THE MISSING LINK 



WE WANT TO 
SERVE GOOD 

MOMENTS TO ALL 



VITAL INGREDIENTS JOURNEY 
STRENGTHENING THE CUSTOMER FOCUSED CULTURE 



Vital ingredients  - 360 approach … 

Job ads Job descriptions Hire the vital 
ingredients Orientation 

Employee 
Training/education 

Employee 
Performance 
Assessment 

Manager  
Training/education 

Customer Care 
program 

Experience of the 
future 

Instant feedback 
from guests  
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TAK 
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Mette Hybschmann, mhy@dk.mcd.com 


