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Context setting




The ever-changing world of work continues to add pressures and asks on the HR

function

Leaders are navigating an evolving labor market, increasing employee expectations, and complex business needs.

Diverse talent
portfolio

Agile talent, non-
traditional work
relationships, alternate
forms of employment
and the job-sharing
economy

Focus on skills

Organizations are
focusing on
continuous learning to
respond to ongoing
rapid change and shift
from role based to
skill-based career
management

Digitalization

Organizations are
adapting their
technology landscape
and infrastructure to
enable new ways of
working and enhance
user experience

Engagement and
new work models

Enable persona-specific
engagement with
personalized content
and learning, connect
SMEs and communities
to drive collaboration

Talent mobility
and diversity

Fastest growing
organizations are
twice as likely to have
targeted talent
mobility programs
than organizations
that are stagnant

Productivity

Organizations have to
do more with less:
reducing costs while
increasing
productivity. HR is
now recognized for its
contribution to the
bottom line

HR leaders are transforming how they access talent, think about skills, and how they build exceptional experiences.
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Ultimately testing the shape, composition and capabilities required within the HR
operating model ... all while optimizing cost and investment
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The ask on HR functions today and tomorrow ...

Levers that drive the HR agenda of today

Trust and Agile Digital Human at
purpose workforce acceleration the center
Experl.ence V|rtua.| global Talent
and voice of business L
. liquidity
employee services
Resilience Coordination  Experimental
partner and risk HR

The evolving HR function must now focus on ...

Driving the consumer experience

Serving as a hub for innovation

Delivering value outside traditional
role of HR



With this reflection comes an increased and renewed focus on service delivery
constructs and how best to use this foundation to accelerate change
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‘ Everyone is starting from a different place and there is of course no linear path all

must follow

1. Traditional HR model

Traditional HR focused mainly on transactional HR support
and business needs with limited third-party support.

2. Transformative HR model

A model built off preference-based technologies and HR People
Solutions and Services to help elevate the old ways of working.

Unmet people needs in the business Business

Communities of practice PR

Centers of excellence Agile Pool

People solutions and services or HRSS

Field HR

HR activities now enabled by data, digital and Intelligent
automation.

3. Future of HR model

A cross-functional, agile global business services with enhanced
digital enablement focusing on the customer and the business needs.

People Consultants

Virtual global business services

Digital people team

Evolution of HR Services

First-generation HR shared service
centers focused on cost and efficiency
(captive or outsourced)

A shift to value-add through new capabilities
while maintaining cost focus with end-to-end
HR process organization

Transactional
and rule-based
tasks

Basic catalogue
of HR services

Talent management
services
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Increased focus on employee experience
underpinned by automation and digital
enablement and virtual delivery of HR services

Incorporation

. Employee
of robotics _______ > centered and
and
. UX focused
automation
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What is common: a set of triggers and use cases for re-thinking your service

delivery construct

Centralized shift

Virtual structure

Volume of work

Digital interaction

Field HR activities are automated or
shifted to a centralized global
business solution, eliminating the
need for large “in-country” presence.

With virtual opportunities, employees
interact with the centralized GBS to
handle country-specific matters
(cross-functional pods).

Services performed by the virtual
global business solution will
compensate for 3x more of legacy HR
work than shared services.

Technology functions as part of the
team, performing work on behalf of
professionals all over the world.

Below mentioned are some of the use cases where HR services delivery models can be leveraged.
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‘ Use case 1: Reimagining the “HR services" delivery model

Tradlthnal Al BEIEEE To-be HR Services delivery model
delivery model

Digital HR

» Business leadership's strategic HR

HR CoEs - 30% People advisor

consultants

» Integrates and innovates digital tech
(including digital HR) | !

» Applies smart automation and trials

workforce issues
- 30% . . . » Enables data driven decision making
» Tailors people & services to unique

HR BPs or business needs
HR generalists-45% B8 — T

» Tackles advanced business &

_____________________________________________

» HR operations: 70% globally digitized
NS Specialist tasks previously handled by CoEs or HR BPs or HR generalists
» Scales localized delivery through in-country virtual pods
> i
s

Virtual SSCs

HR services - 25% - 70% N . )
Prioritizes digital employee experience

Ongoing HR process & service innovation

Value Delivered

Improvement of operational, HR contributing more to

Repositioning internal HR quality metrics (first contact > >
talent to focus on strategic resolution, customer Labor cost arbitrage ?rlglunr%szpml?rlmls/isctrriiﬂgsnin
objectives satisfaction, service level

attainment, etc talent, engagement, etc.)
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Use case 2: Reimagining HR service delivery for rapid acquisition of new-age

capabilities (value-added outsourcing)
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Chief learning officer

. Content Content
ERRITALI EFS development | management
Learning . Vendor
operations Trainers management

Chief learning officer

Managed learning services (MLS)

Skill analytics Al for - Ops, content
development, Helpdesk,
Vendor KM
Trainer on  Management - Learning
demand compliance analytics

Value Delivered

Repositioning internal talent to
focus on strategic objectives

Future-proofing of skills

Cost-takeout

» Labor cost arbitrage
» Trainer utilization
» Content rationalization using Al

Compliance management
» Training program compliance
» Vendor management

Employee experience
» Personalized learning paths using Al
» Higher self-service using Al chatbots

Business alignment
» Learning dashboards and analytics




Use case 3: Reimagining HR service delivery as a result of corporate action
(acquisition, carve-outs, IPOs, etc.)

The different triggers for a disruptive corporate change where HR service delivery can play a
major role to navigate and contribute to the changed environment.
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EY | Building a better working world

About EY
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.

Ernst & Young LLP

The UK firm Ernst & Young LLP is a limited liability partnership registered in
England and Wales with registered number OC300001 and is a member firm of
Ernst & Young Global Limited.

Ernst & Young LLP, 1 More London Place, London, SE1 2AF.
© 2024 Ernst & Young LLP. Published in the UK.
All Rights Reserved.

ED MMYY/ED NONE

® In line with EY's commitment to minimise its impact on the environment,
Q‘Kjg this document has been printed on paper with a high recycled content.

Information in this publication is intended to provide only a general outline of the
subjects covered. It should neither be regarded as comprehensive nor sufficient for
making decisions, nor should it be used in place of professional advice. Ernst &
Young LLP accepts no responsibility for any loss arising from any action taken or
not taken by anyone using this material.

ey.com/uk
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