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2023: The year of Employee Experience

‘I've talked with multiple CHROs who have 
spent many millions of dollars 
on replacement of core HCM systems, only 
to find out that the employee experience 
fell short and required a new layer of 
software on top.

The bottom line is simply this: 
the center of gravity has shifted.’

Josh Bersin
Global Industry Analyst, Bersin Associates



8 November 2023 HR Technology - Insurance

Employee Experience Matures from Trend to Foundational Business Strategy
All meta-trends below are shaped by – and reshape in turn – the employee experience

2023 HR Meta-Trends*

| 4

* Extract from HR Meta-Trends in 2023 by SAP Growth & Insights Team March 2023. The 7 meta-trends were derived 

from 346 HR trends collected from 73 reputable business press resources globally.

Talent acquisition & competency 

management is the #1 priority

Workforce mobilization and adoption 

of technology with purpose remain 

key themes

The transformation required to 

embrace DEI&B as well as flexible 

work are already in progress
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Increasing digitalization, hybrid work and ongoing talent shortages have disrupted how organizations approach their People Agenda. 
While some of these trends are not new, they have accelerated due to the pandemic. What might have been imperatives for HR in the 
distant future are now critical requirements today. 

‘Future of HR’ Imperatives

External 
drivers

Economic 
uncertainty

Regulatory 
changes

War for 
talent

Digitization

Internal 
drivers

Employee 
experience

Agile 
workforce

Operational 
excellence

Virtual work

Accelerate 
digital

Prioritize 
spend

Enhance 
value

Operate 
horizontally

Trends affecting the HR function in Financial Services5
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6

Tell us about your 
HR Technology

Quick poll



8 November 2023 HR Technology - Insurance

The future of HR is fewer support 
agents and more consultants, 
product managers, designers, and 
advisors. This means more and 
more HR teams are 'building things' 
and 'analyzing things,' which is 
essentially a core part of what 
Generative AI does.

So in a sense, Generative AI is the 
perfect new solution for almost 
every challenge HR teams face."

- Josh Bersin
September 2023

“
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Generative AI will revolutionize HR service

And empower employee productivity

30%
Automated tasks

30%
Human tasks

40%
Augmented tasks

40%
Emergent tasks

• Repetitive tasks

• Self-service

• Context gathering

• Reducing skill gap

• Critical actions

• Decision making

• High value tasks

• Bot evaluation

• Report biases

Employee productivity Employee satisfaction Manager escalationsEmployee retention

NOTE: Harvard Business Review & the National Bureau of Economic Research
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AI accelerates better outcomes and experiences

Streamline 
processes to 
resolve issues quickly 
with AI

Increase employee 
self-service
with AI

Extend employee 
service flexibility
with AI

Provide real-time 
guidance for agents 
with AI

• AI Search on Portal

• Virtual Agent NLP

• Language Detection

• Predictive Intelligence

• Recommended Knowledge 
Articles

• Task Intelligence

• Document Intelligence

• Email/ Case Categorization

• Process Mining

• Agent Assist

• Predictive Intelligence

• Sentiment Analysis

Accelerate productivity | Increase agility | Transform experiences
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Now Assist for HRSD

Accelerate HR productivity with 
generative AI experiences

1 Allow HR agents to instantly view a 
summary of a case topic, action items 
and resolutions taken to date

2 Provide agents with a summary of 
previous history from live chat and 
Virtual Agent interactions

3 Auto-generate resolutions for HR 
cases

HR case summarization

Generative AI
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Conversational Experiences

Deliver seamless content delivery 
experiences with generative AI assisted 
search

1 Support increased case deflection with 
AI generated solutions 

2 Deliver consumer-grade employee 
experiences with AI assistance

3 Increase CSAT and eNPS scores

Generative AI

Yes! We have a bundle without Sports. 

Our ad supported bundle with Basic 

Channels and Movies is only $2 more a 

month. Would you like to upgrade now?
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1
2 Tell us about the key 

gaps in your HRIS 
setup

Quick poll
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QUESTIONS & 
DISCUSSION



8 November 2023 HR Technology - Insurance

https://eur01.safelinks.protection.outlook.com/?url=https%3A%2F%2Finfo.ey.com%2FNavigating_the_Future_of_Work_with_Gen_AI_EN.html&data=05%7C01%7CSimon.Goupil%40ca.ey.com%7C020891e04ec748b56e0c08dbc9cdd9b2%7C5b973f9977df4bebb27daa0c70b8482c%7C0%7C0%7C638325658204895176%7CUnknown%7CTWFpbGZsb3d8eyJWIjoiMC4wLjAwMDAiLCJQIjoiV2luMzIiLCJBTiI6Ik1haWwiLCJXVCI6Mn0%3D%7C3000%7C%7C%7C&sdata=Te4cXvJjtxB0KkIhtPeD5dYkYST1%2FnmGeJT%2BiKXBE1Y%3D&reserved=0
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EY  |  Building a better working world

EY exists to build a better working world, helping 
to create long-term value for clients, people and 
society and build trust in the capital markets. 

Enabled by data and technology, diverse EY 
teams in over 150 countries provide trust 
through assurance and help clients grow, 
transform and operate. 

Working across assurance, consulting, law, 
strategy, tax and transactions, EY teams ask 
better questions to find new answers for the 
complex issues facing our world today.

EY refers to the global organization, and may refer to one or more, of 
the member firms of Ernst & Young Global Limited, each of which is a 
separate legal entity. Ernst & Young Global Limited, a UK company 
limited by guarantee, does not provide services to clients. Information 
about how EY collects and uses personal data and a description of the 
rights individuals have under data protection legislation are available 
via ey.com/privacy. EY member firms do not practice law where 
prohibited by local laws. For more information about our organization, 
please visit ey.com.

© 2023 Ernst & Young LLP. 
All Rights Reserved.

WR4261876
ED None

This material has been prepared for general informational purposes only and is 
not intended to be relied upon as accounting, tax, legal or other professional 
advice. Please refer to your advisors for specific advice.

ey.com
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