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The Power of Experiences
(An Introduction)

Technology means different things 
for different people. Some take 
it  to mean “new devices” that 
make it easier to do something. 
Some think of it as “new software” 
that provides efficiency through 
automation. Today, many also 
think of  “A.I.” or “big data” that 
provide intelligent automation 
and insights. But, at one time, 
the sewing needle was considered 

cutting edge technology...so what’s the common thread?

In all cases, technology seeks to change the human 
experience. If technology did not change the human 
experience, innovation would stagnate. In this way, the 
human experience and technology are tied together. Today, 
with our ability to quickly launch new technology to people 
around the world, it is the learnings from millions of 
experiences with technology that fuel rapid innovation.

Unfortunately, when technology is deployed or maintained 
without consideration for the people and experiences 
that it serves, it can also become woefully inadequate. So 
in considering how employers can deliver a tech-based 
employee experience, the initial focus should not be on the 
type or amount of technology, but rather the experience 
of employees that is unique to industry, organization, 
location, and role. It is only after understanding the 
employee experience that employers can then effectively 
select and implement new technology to enhance that 
experience.

Delivering a Tech-Based Employee Experience was 
written to provide Human Resources professionals with 
a resource for leading organizational efforts in adopting 
technology that supports the employee experience. With 
the input of over 60 HR professionals and business leaders 
across 24 different industries, readers of all backgrounds 
will gain insight into how a positive employee experience 
makes it easier to hire, engage, and retain the right 
individuals at their organizations.
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An increasingly competitive job 
market and stagnant wage growth 
have ushered in a new strategic 
focus for HR professionals: the 
employee experience.
 
Studies support the idea that 
increased compensation improves 
employee retention...to a point.
However, when it comes to retaining 
employees long-term, successful 

organizations look beyond pay and focus on improving the 
resources and culture that surround an employee. The quote 
below from an HR generalist underscores the emergence of 
employee experience as a competitive advantage:

“From the time the offer is accepted, we 
want to provide a “warm” experience...
We want to tap into areas that other 
companies want to do, but can’t.”

ExactHire 2018 Tech-Based
Employee Experience Report

Results from ExactHire’s 2018 Tech-Based Employee 
Experience Survey also support the idea that organizations 
are putting money where their mouth is on employee 
experience. Around 88% of the organizations surveyed 
have maintained or increased investment in tools that 
support the employee experience.
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Methodology

ExactHire surveyed U.S.-based hiring managers and HR 
professionals--most of them managers, directors, vice presidents 
and C-level executives--at over 60 employers to learn more 
about how technology is impacting the employee experience.

Function

80% work within the human resources department for their 
organization.

Role

82% have a position of manager or higher within the 
organization, 55% hold at least a director-level role and 27% 
hold at least a VP-level job.

Industry

A variety of industries are represented, with the greatest 
concentrations of respondents working in non-profit (15%), 
consulting (10%), retail (10%), manufacturing (8%),  and 
software/technology (7%).

Employer Size and  Annual Hiring

The vast majority of responding organizations were small- to 
medium-sized businesses, with 85% currently employing no 
more than 1,000 employees. 50% hire no more than 50 new 
employees per year.

Profile of RespondentsExecutive Summary and 
Major Findings

http://www.exacthire.com
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Key Findings

There’s a Will, But Obstacles in the Way
With 40% of organizations reporting increased investment 
in employee experience tools, it’s clear that there is a will to 
improve. However, these same organizations also reported 
a number of obstacles that stand in the way. Many of 
these obstacles were associated with a lack of leadership, 
collaboration, and communication.

Tracking is Lacking
While over 50% of organizations reported tracking activities 
related to the the employee experience, all of those activities 
take place during the recruiting/hiring process or are 
related to payroll, benefits, and time and attendance. There 
is clearly an inability to track more strategic activities that 
influence the employee experience.

Blind to Insights
Since few strategic employee experience activities are 
tracked, it’s no surprise that 58% of organizations struggle 
or fail to produce the employee insights they want. This 
inability to access employee data may be attributable to the 
fact that 82% of organizations use a combination of different 
HR software.

These key findings are a sample of the insights 
available to you in this ebook. As you read the 
chapters that follow, you’ll discover how other 

HR professionals are approaching the challenge of 
improving the employee experience through the 

strategic deployment of technology.

http://www.exacthire.com
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The Obstacles When placing survey responses into the groupings below, 
it’s clear that organizations are struggling to solve employee 
experience challenges due in large part to poor leadership 
and communication, which is exacerbated by limited 
technology and staff resources.

http://www.exacthire.com
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Activity Tracking Respondents to our survey indicated that while they 
frequently track activities electronically, many are unable 
to manage, track, and report on employee engagement and 
other areas that impact the employee experience.

http://www.exacthire.com
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Employee Insights When considering employee insights that are missing, 
respondents provided a wide range of answers-- with 50% 
of the missing insights falling into two categories: “training 
and certification” and “compensation.”

http://www.exacthire.com
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While investment in the employee experience is 
encouraging, many organizations appear to struggle 
in utilizing technology to enhance the experience. 
Furthermore, when organizations do use technology in 
support of the employee experience, it’s often for less 
strategic activities that fail to differentiate their experiences 
from the competition. 

Fortunately, the HR leaders at these organizations 
recognize the need for improved technology and better 
employee insights. They are seeking to drive change at their 
organizations and working to overcome the many obstacles 
in their way.

Position Level Percentage
Individual Contributor 18%
Manager 27%
Director 28%
Vice President 12%

C-Level / President 15%

Position Area Percentage
Within Human Resources 80%
Outside of Human Resources 20%

Average Number of Hires per Year Percentage
0 - 14 18%
15 - 50 32%
51 - 249 40%
250 - 999 5%
1000+ 7%

Participant DemographicsConclusion

http://www.exacthire.com
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Industry Percentage
Agriculture 2%
Advertising and Marketing 3%
Communications 2%
Construction 5%
Consulting 10%
Education 3%
Energy 2%
Engineering 2%
Environmental 2%
Finance 2%
Government 2%
Healthcare 5%
Hospitality 2%
Insurance 3%
Logistics 2%
Manufacturing 8%
Not For Profit 15%
Other 3%
Quick Service/Restaurant 2%
Retail 10%
Software/Technology 7%
Telecommunications 2%
Transportation 3%
Wholesale Supply/Distribution 5%

Number of Employees Percentage
1 to 50 13%
51 to 100 12%
101 to 250 28%
251 to 1,000 32%
1,001 to 2,000 8%
2,000+ 7%

Participant Demographics
(continued)

http://www.exacthire.com
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The Team Behind This Report

Share Our Survey Data!

Highlight Your Employee Experience
Customize and brand your corporate careers page to 
highlight the amazing aspects of your employee experience. 
Our mobile-friendly ATS ensures that job seekers and 
applicants get a great first impression of your organization.

Extend Onboarding Beyond the First Week
Our onboarding software eliminates paper from new hire 
paperwork, including e-Verify submissions and employer 
tax credit filing, but it also lets you customize onboarding 
workflows so that critical items never fall through the cracks.

ExactHire Solutions

This report was prepared by ExactHire. We develop 
software that helps employers automate and improve the 
hiring process. Our suite of applicant tracking, employee 
onboarding, and assessment tools streamlines your hiring 
process and elevates your employer brand.

http://www.exacthire.com
https://twitter.com/home?status=https%3A//www.exacthire.com/hr-resources/delivering-tech-based-employee-experience/
https://www.facebook.com/sharer/sharer.php?u=https%3A//www.exacthire.com/hr-resources/delivering-tech-based-employee-experience/
https://www.linkedin.com/shareArticle?mini=true&url=https%3A//www.exacthire.com/hr-resources/delivering-tech-based-employee-experience/&title=&summary=&source=
http://www.exacthire.com/applicant-tracking-software/features/branded-applicant-portals/
http://www.exacthire.com/employee-onboarding-software/features/e-verify-integration/
https://plus.google.com/share?url=https%3A//www.exacthire.com/hr-resources/delivering-tech-based-employee-experience/
http://www.exacthire.com/
http://www.exacthire.com/applicant-tracking-software/
http://www.exacthire.com/employee-onboarding-software/
http://www.exacthire.com/employee-onboarding-software/
http://www.exacthire.com/employee-assessments/
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Job Market and Workforce 
Demands Require HR Technology

The road to recovery from the Great Recession varied by 
geographic region and industry. Those organizations that 
survived were the ones that successfully adapted to the 
radical change in the job market.

Few things are certain in life, 
but change is one of them. The 
ability to adapt to change is the 
single most important factor in an 
organization’s long-term success. 
It is also the key to success for any 
organization’s human resources 
department.

Two types of change are particularly 
important to an HR department: 

change in the job market (the supply of talent) and change 
in workforce demands (your unique talent needs).

Change in the Job Market
The Great Recession of the late 2000s rocked the job 
market. Hiring decreased sharply in 2008 as employers 
looked to cut costs. At its peak in July 2009, the recession 
resulted in 6.6 unemployed workers for every job opening — 
a far cry from the tight job market of today.

https://www.bls.gov/charts/job-openings-and-labor-turnover/unemp-per-job-opening.htm#
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With hiring at a standstill, employers faced the challenge of 
doing more with less. This placed the focus of HR squarely 
on developing existing talent to maximize production and 
efficiency. 

Organizations supported this focus by investing in new 
technology to streamline time-intensive processes, 
including those in HR. These changes helped businesses 
survive, however they also created new workforce demands.

Change in Workforce Demands
Fast forward to today, and the job market is strong and 
competitive. According to a 2017 study by Manpower 
Group, difficulty in hiring has returned to pre-recession 
levels. Employers are challenged to find, hire and retain 
employees in support of organizational growth. 

 Employers Reporting Talent Shortage

 

While grappling with a low supply of talent is difficult on 
its own, HR professionals also must address changes in 
workforce demands. Investments in technology create 
efficiencies, but they also require a workforce with unique 
skills and aptitudes. Employers rank “lack of hard skills” 
as the #2 reason for why hiring is difficult — right behind 
“lack of applicants.”

Workforce demands also influence employee retention. 
Hiring in the late 2000s rarely raised a concern of losing 
new employees. Voluntary turnover, or the quit rate, was at 
a record-low level. 

(Manpower Group 2017)

http://www.exacthire.com
https://manpowergroup.com/talent-shortage-2016
https://manpowergroup.com/talent-shortage-2016


15

Today, however, HR must emphasize both hiring for the 
right fit and continually meeting employee expectations. 
Failure to do so can result in an employee looking and 
leaving for another opportunity.

HR and the Bottom Line
An effective human resources department is vital to the 
overall health of an organization. Unfortunately, there are 
too many business leaders who see HR merely as a cost 
center. This means HR professionals often face an uphill 
battle when making a case for additional investment (time 
and money) in HR strategy.

The most straightforward way to gain buy-in from 
executive leaders is to identify concrete ways in which 
HR can affect the organization’s bottom line. A couple 
examples of how HR drives profitability can be found by 
considering employee turnover and time to productivity.

Employee turnover is unavoidable, but organizations that 
are able to minimize it can save thousands of dollars in 
(re)hiring and training costs. Additionally, organizations 
can avoid drops in productivity by retaining experienced 
employees. HR professionals who seek to adopt new 
technology, such as employee onboarding software or tools 

for employee engagement, should focus on the potential 
ROI that these solutions offer.

When an organization’s growth requires new hiring, 
the metrics around time to productivity become more 
important. To the degree that an organization can quickly 
hire, orient and train new hires, productivity (and revenue) 
will ramp up quickly as well. Two questions to consider 
here:

How can HR find and hire employees who 
are a good fit —and, therefore, less of a 
flight risk? 

How can HR effectively onboard 
employees by both training quickly and 
providing a postive experience?

http://www.exacthire.com
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Changing Today for Tomorrow
Change is constant, but the rate of change is not. 
Employers who only seek to hire and train talent for the 
needs of today cannot guarantee that their talent will meet 
the needs of tomorrow. So as employers rely more on 
technology to support people and processes, the iterative 
nature of technology will require a sustained investment in 
talent through intelligent recruiting and ongoing training.

Although it’s impossible to predict the future with complete 
certainty, human resources professionals can take steps 
to prepare for changes in the job market and meet the 
workforce demands of the future. The first step is to 
develop a talent strategy that aligns with the long-term 
strategy of the organization. The second step is to explore 
how adopting new technology can drive both strategies.

http://www.exacthire.com
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Human resources technology 
is in a unique position to not 
only provide employers with 
employee experience data, but 
also to influence the quality of 
the employee experience itself. 
For years, software applications 
have allowed HR departments 
to efficiently manage the 
administrative tasks associated 
with people management. Now, 

through next generation interfaces, applications enable 
employee self-service in new and exciting ways, too.

There should always be a place for “actual human” 
engagement between applicants, employees, HR 
and management, but automation can improve that 
relationship. From automatic prompts for new hires to 
scheduling mentoring luncheons to instant access to an 
interactive, virtual organization chart, modern talent wants 
information on the go and on demand.

Is Your HR Software Hurting Your 
Employee Experience? 

With so many options available in the HR tech space, and 
numerous factors affecting a successful vendor selection, 
it’s no surprise that HR software often turns into a love-
hate relationship with employers. The keys to whether you 
have the most suitable HR software in place depend on 
the degree to which the software aligns with your people 
strategy and the software’s ability to turn stored HR data 
into impactful workforce insights.

In this chapter, we’ll discuss the following considerations 
for evaluating whether HR technology will have a positive 
impact on your organization’s overall employee experience.

• Product implementation
• Support and training
• Integration vs. all-in-one
• Employee self-service
• Communication
• Reporting and predictive insights
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Product Implementation
You might wonder how implementing a new HR product 
could affect the entire employee experience. After all, it 
may only touch a handful of administrative users in human 
resources before the product is unveiled to an entire 
organization. However, how many of us have heard about 
painful software implementations that have taken (gasp!) 
more than a year.

Hopefully this is the exception more than the rule within 
your HR tribe, but even a monthlong implementation 
can adversely impact the employee experience when you 
consider the hasty stop-gap plans that are used while you 
wait for a new product.

When selecting a technology vendor, find out how long 
implementation is likely to take. Also, do research to 
substantiate whether this expectation has been accurate for 
other customers. If your plan is to implement more than 
one module of an application at different points in time, 
have a good understanding of how the vendor supports you 
in the first phase versus subsequent implementation phases 
(once the new client “honeymoon” is over).

Support and Training
For many employers, the quality of the employee 
experience is influenced by the timeliness with which 
information is made available to employees upon their 
request. Some requests must be addressed by pulling data 
from HR software applications. Your organization’s ability 
to process these requests will depend not only on staff 
members’ ability to use the software effectively, but also the 
vendor’s responsiveness when your team needs assistance.

Take a hard look at your organization’s true support needs 
and think about the tech savviness of your own team as 
well as the quantity and quality of the vendor resources 
available. Will you be content to wait three days for a 
support ticket response from your vendor, or do you 
usually require same-day assistance? Is it easy to search 
for the training resources you need to learn how to use new 
software features? The faster you can get the information 
you need as an internal product champion, the faster you 
will be able to serve the needs of your own employees.

http://www.exacthire.com
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Integration vs. All-in-One

“Should my organization adopt an all-in-one 
HRIS or a series of stand-alone applications?”

This may be the most polarizing question in the HR 
technology space, and your preferred camp will depend 
on the needs of your employer. It also may depend on 
what you inherited from your predecessors when you 
joined the organization. The chart below shows that many 
respondents from ExactHire’s 2018 Tech-Based Employee 
Experience Survey use both an HRIS and other stand-
alone specialty applications. In fact, the two camps are not 
mutually exclusive.

HR Tech Product Use % Respondents

HRIS + stand-alone recruiting 38%

HRIS + stand-alone onboarding 8%

HRIS + stand-alone payroll 13%

HRIS + other HR software 22%

1. Administrative pain points
Which pieces of the talent management process are 
taking up the most time for HR? When HR is buried in 
administration, “actual human” engagement suffers. If 
recruiting is the priority due to adding a new office location, 
for example, then a robust applicant tracking system may 
be preferable to a payroll company’s HRIS recruiting 
module. However, if hiring is relatively infrequent and 
payroll is complicated, then an employer may prefer an 
HRIS with basic recruiting capabilities.

8 factors to help determine 
the right HR Tech mix for 
your organization.

http://www.exacthire.com
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2. Data gaps and data redundancy
If end-to-end integration of data is the priority for your 
organization, then consider whether any sacrifices you 
make on features outweigh the opportunity cost of time 
spent on potential data export/import activities.

Or, if you plan on integrating separate solutions, 
understand how employees move through the virtual 
employment lifecycle and make sure data remains accurate 
across systems and easily accessible.

3. Feature wish list
Will the functionality that candidates and existing 
employees expect from your organization (relative to 
your competitors) be available in an all-in-one system? 
Or is there an application that you can use as your “single 
source of truth” that pushes data changes to periphery 
applications via one-way integration?

4. Growth plans
Do today’s technology needs look similar to your 
technology needs one to two years from now? If not, 
consider the scalability of any stand-alone applications 
and/or the ability to easily incorporate additional HRIS 
modules later.

5. Price
When evaluating different types of systems, think about 
what you need today and in the future. Finding the balance 
between paying for scalability vs. paying for unnecessary 
feature bloat isn’t always easy. Spending more money on 
ultimately underutilized technology means less money 
available for other programs that may improve the 
employee experience.

6. Employee Self-Service
Customer self-service options abound in the information 
economy. From scanning your own groceries to using 
Alexa as your modern mixtape, consumers’ ability to help 
themselves is a killer advantage in the consumer market. 
The same dynamic exists in the employment market — 
successful employers provide the right combination of 
personal interaction mixed with self-service options.

Giving employees the ability to help themselves engages 
them and frees HR to work on other experience initiatives. 
It also ensures the accuracy of HR data since it is regularly 
verified by the true authority on the data — the employee.

Be sure to clearly understand how any application’s self-
service options may empower your employees to do more. 

http://www.exacthire.com
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For example, look for software that provides prompts 
to users based on their system usage or profile. Prompt 
employees to provide information over time, so that the 
software improves the user experience and they don’t feel 
like they are immediately “drinking from the firehose.”

7. Communication
Think about how your employees communicate. Is it 
mainly via email, or do many conversations live in chat 
windows or Slack? Wherever correspondence lives, it does 
so because that channel is well-established and easy to use.

The same must be true of the communication tools 
available through your HR software. This helps your 
organization engage applicants, while also helping existing 
employees collaborate throughout the employee lifecycle. 
Consider these questions to assess communication tools:

• Is it easy to email from the software application? 
• Are email responses documented in the software?
• Can users easily connect with one another and take 

action on pending items (e.g. assign tasks, make notes)?
• Is it possible to schedule events within the software?
• Do integrations exist with social platforms and other 

related third-party sites?

The more your human resources technology aligns with 
the communication style your employees already prefer, 
the better. You want the tools you make available to your 
workforce to enhance productivity — not disrupt it.

8. Reporting and Predictive Insights
One of the most exciting aspects of smart technology is 
how it enables us to transform stored data into actionable 
information — allowing employers to spot trends and 
take action. Emerging HR technology goes a step further 
and uses artificial intelligence to analyze existing data to 
predict future outcomes. These predictive insights are the 
competitive advantage employers need to attract talent that 
is the best fit for the organization and retain that talent for 
maximum productivity.

Insights traditionally originate in the reporting dashboard 
of your HR software. The degree to which you will be 
able to run customized reports and use existing data to 
make decisions about new hires or new HR processes 
will vary across software applications. In ExactHire’s 
aforementioned survey, only 42 percent of respondents 
indicated they have no issues extracting the information 
they need from their existing HR software.

http://www.exacthire.com
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Ease/Stuggle of Reporting % Respondents

Easy to report. 42%

Struggle to report. 43%

Cannot report. 15%

Many HR professionals regularly struggle to pull the 
reports they need, even though the data is stored in their 
system somewhere. They attribute that struggle to:

• data living in different systems that are not integrated
• a complex HRIS with a difficult reporting interface
• redundant data between system modules that is up-to-

date in one module but not the other
• having access only to canned reports without the ability 

to build custom reports on demand

Your software shouldn’t hold data hostage.
Best-in-class HR technology gives administrative users 
access to a virtual workforce explorer to pull specific data 
insights on their employee population. Look for more 
functionality in marrying data from one aspect of the 
employee lifecycle to another to make better decisions. 

For example, do insights about your best-performing 
employees allow you to better vet applicants with similar 
attributes? More specifically, does your software application 
prompt you to easily make those correlations?

Alleviate the Pain to Improve Employee Experience
Employees’ opinions about their own experience constantly 
evolve, and even the smallest radar blips can cause 
significant declines in satisfaction and engagement over 
time. The good news is that human resources technology 
is your tool for measuring the employee experience and 
capturing insights on how to improve it.

If you have reservations about your current system, then 
use the considerations presented in this chapter to begin 
evaluating your next steps for incorporating HR software 
that is better suited to your organization. In the next chapter, 
we’ll address strategies for making a business case for new 
technology adoption.

http://www.exacthire.com
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Making a business case for any 
kind of HR process change starts 
with a discussion about how the 
change can make the company 
more profitable — though 
identifying improvements that lead 
to potential profit isn’t always easy. 
Furthermore, change naysayers 
may be mired in the mindset of 
“this is how it’s done around here.”

Inertia is the most formidable obstacle to adopting new HR 
technology. It manifests itself in many ways. Here are some 
of the most common obstacles and how to overcome them.

Software Cost
Cost is often the first red flag that management throws 
when the topic of new technology is broached. Particularly 
in the case of a full HRIS, the cost of software can quickly 
increase as modules for many aspects of HR are adopted by 
employers. 

Here are some of the stumbling blocks that ExactHire 
uncovered in recent research calls:

Objections
“We have been using our existing HRIS for 7 years now. I 
have shopped other systems, but management won’t agree 
to move away from our current application because they 
feel we haven’t gotten our money’s worth yet.” 
- Director of Human Resources, non-profit industry

“Our applicant tracking system was here when I arrived 
and there’s not a strong desire to move to anything 
else within our budget. As far as onboarding goes, 
spreadsheets and email are not ideal, but our lower 
volume of hiring makes it doable.”
 - Director of Talent Acquisition, software industry

Approach
Get at the heart of others’ concerns about cost. For 
example, there should be a difference in approach if others 
feel you’re already overspending for current software 

Say ‘No’ to HR Inertia:
Make a Case for Change 
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compared to if they are content with an existing software 
application and not in enough “pain” to make a change that 
may cost more.

Armed with an understanding of others’ motivations for 
objecting to change, consider how your organization’s 
future growth plans should impact any changes you make 
today. Ideally, the technology you use should be capable 
of meeting your needs for tomorrow, too. However, the 
optimal scenario exists when you can scale a platform to 
meet those needs over time without overpaying for features 
you don’t need prematurely.

Do you need all the bells and whistles now? If not, is it easy 
to add them later? Making a case for change is easier if you 
plan to implement functionality over time so you aren’t 
drinking from the firehose--or paying through the nose.

Financial “hard costs” (e.g. software implementation 
charges, monthly access fees, etc.) are the most apparent 
expenses associated with technology change, so motivate 
management to consider new technology by focusing on the 
opportunity cost of not making a change and its potential 
long-term impact, too. 

Cost is a common objection that derails well-intended HR 
departments from exploring the latest technology options,  
however in ExactHire’s 2018 Tech-Based Employee 
Experience Survey, a notable 40 percent of respondents 
indicated that their budget for HR technology spending had 
increased over the past year. Additionally, 48 percent of 
respondents had the same budget in 2018 as the previous 
year. Consequently, at least the majority of respondents 
aren’t experiencing contracting financial resources in their 
quest to find affordable HR technology.

88% of respondents maintained or 
increased their HR technology budget in 
the past year.

Scarcity of Time and Staff Bandwidth
In the same way that scarcity of time can be an advantage 
in an opportunity cost discussion, it also can perpetuate 
inertia. For many employers, allocating staff resources 
to explore and implement new software can be a bigger 
obstacle than increased access fees. A significant barrier to 
coaxing employers away from an HRIS they don’t like is the 
time associated with implementation and training.
Some professionals will implement additional modules 

http://www.exacthire.com
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(recruiting, performance management, etc.) because they 
are already part of the existing system — even if the system 
is poorly suited to the employer’s overall needs.

Objections
“I don’t know if we are going to stay with our existing 
software vendor...the more we tap into its various 
modules, the harder it is to pull away from it; meanwhile, 
the service is poor.” - HR Generalist, retail industry

“I actually had another vendor come in and give us a 
sales pitch...but the others in the room were reluctant 
to consider an alternative to our existing software at 
this time because the idea of a three- to four-month 
implementation process is daunting.” 
- Human Resources, physician group industry

“We handle recruiting manually with spreadsheets and 
do posting to third party job boards ourselves. We have 
applicant tracking, onboarding and other HR components 
in our HRIS, but they are too difficult to set up. It’s not 
worth our time to set them up. We would have to hire 
another full-time person just to set those modules up.” 
- HR Manager, portfolio company management industry

Approach
To address the “change will take too much time” objection 
you must focus on the long-term impact of staying with a 
solution that is a mismatch for your needs. This approach 
is aided by data on how many hours are spent working 
around a system, redundantly entering data and/or 
manually completing tasks that could be automated. Then, 
calculate the cost of those hours to arrive at a quantitative 
answer for the return on investment in a new application.

Data is key to determining whether a short-term disruption 
associated with adopting new software is less expensive 
than the inefficiencies created by existing software. Bear in 
mind that this takes a fatalistic approach of HR software 
vendors’ ability to successfully support clients through 
implementation in a reasonable time. However, employers’ 
fear of system change can be minimized by selecting a 
vendor with a strong track record of timely implementation 
and ongoing support. 

Finally, simply ask this question:

If there were no budget or manpower 
constraints, what would we be doing 
differently to support our employees and our 
organization’s mission?

http://www.exacthire.com
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Even though you may think that shirking the reality of 
budgets is like living in a fantasy world, your brainstorm 
will paint the ultimate vision for employee experience. It 
will clarify which HR-related tasks are most important 
for organizational success. Remember: retaining the best 
employees supports profitability.

With true vision in mind, process stakeholders have 
a starting point to examine the opportunity cost of 
individuals’ collective time. The true priorities of the 
department become evident and draw attention to the 
resource constraint that may be created by doing things the 
existing way relative to the cost of implementing change.

Buy-in and Support
Lastly, the inertia of static HR processes is often 
maintained by a difference in perspective between HR, 
employees and managers. Making a business case to 
senior management remains a challenging task because 
the language and analytics traditionally used by HR 
professionals is not compelling to others in leadership 
roles. For instance, while turnover percentage and time-
to-fill rates are reliable indicators to many in the human 
resources arena, these HR metrics don’t necessarily 
translate well to CFOs, COOs or presidents.

Objections
“At the beginning of 2017, my organization needed to fill 
70 open positions. We hired way more, but voluntary 
terminations have increased by dramatically more than 
the number of hires made--it’s the nature of the difficult 
work. In fact, we hired almost 400 people. Full time 
employee turnover is at 48%, and part-time turnover is 
an embarrassing 201%. Our management thinks we need 
to fix recruiting, but turnover is more attributable to poor 
experience. Our stats don’t lie.” 
- Director of HR, non-profit industry

“The three big barriers are: the bandwidth for our HR 
department to implement something new; getting buy-in 
from the field (it takes bandwidth to get buy-in); and, the 
cost to make those changes.” 
- Director of Human Resources, healthcare industry

Approach
Getting buy-in and support for technology change starts 
with the product owners of HR software getting on the 
same page as employees and senior managers. As the two 
comments above illustrate, different factors can be at play 
when it comes to stalled-out tech decisions. However, the 
remedy for both starts with telling others what’s in it for 
them — using language that is easy to understand.
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Organizational decision-makers care about the bottom 
line. Remember that when attempting to alter their 
inert opinion on existing software tools. For example, 
when adding applicant tracking or employee onboarding 
software, some HR leaders can effectively justify these new 
applications by focusing on efficiencies gained and/or staff 
time saved. 

While these metrics have merit, they also fall outside the 
common terminology of many finance and operations 
leaders. Because efficiency and staff time saved in HR are 
difficult to quantify and not as directly attributable to the 
bottom line, these savings may be discounted or dismissed 
entirely.

However, focusing on the direct impact those efficiencies 
can have on the revenue growth or profitability of the 
organization changes the conversation completely.
Identify the key performance indicators (KPIs) that impact 
business outcomes and then describe how those business 
outcomes can be improved as the result of new technology 
implementation.

Don’t forget to be prepared. Come to management with 
a solution, not just a problem. Record benchmark levels 

for your KPIs and organize your findings in a manner 
consistent with how management prefers to process 
information and make decisions. Consider a SWOT 
Analysis (illustrating strengths, weaknesses, opportunities 
and threats) supported by cost projections.

 It’s also important to get buy-in from existing employees 
— particularly those who will be heavy users of new 
software. In the HR technology space, that often includes 
all employees when you consider the self-service options 
available with employee onboarding, time and record 
keeping, payroll and performance management interfaces.
Gather internal support by regularly communicating about 
potential changes, conducting research with potential 
users and assuring others that due diligence now likely will 
prevent the organization from finding itself with a need to 
adopt new technology later — when it’s potentially more 
painful to do so.

Most importantly, create triggers to constantly re-evaluate 
how technology aligns with your organizational goals and 
how it affects your employee experience. Take action on 
lessons learned and communicate the impact of changes 
made to others so that your HR technology system is 
considered legitimate and positive to your workforce. 
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It Takes a Village
Don’t fall victim to the tendency to put off what you 
could do today until tomorrow. In addition to rallying the 
support of senior management and employees, look to your 
technology vendor to help you make a case for change.

Ask your vendor partners if they have case studies, blogs, 
e-books or other content that provide tips on how to make a 
business case, as well as specific ideas on which KPIs might 
be the most effective in demonstrating the financial impact 
of a potential change. If it’s important for your vendor to 
partner with you in discussions with your management 
team, make that request.

Daunting as new technology adoption may seem, know 
that you and your HR team don’t have to go it alone. 
Even when your existing system isn’t necessarily broken, 
fight the inertia of not wanting to bother with change, or 
not considering the exponential impact that additional 
efficiency may have on the employee experience.
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In the modern workforce, career 
paths seldom are shaped solely by 
progressive skill specialization. They 
also are shaped by a candidate’s 
ability to source challenging work 
experiences that satisfy his appetite 
to continuously learn. Employers 
who fail to recognize this shift are 
missing their opportunity to woo 
and retain employees.

Employee experience is about giving employees the tools 
and activities to succeed so they thrive in your organization. 
It’s more than culture or perks or short-term action 
following survey results. It’s long-term.

According to a 2017 Harvard Business Review article by 
Jacob Morgan, there are three environments that matter 
most to employees: cultural, technological and physical. 
This chapter will focus on the technological environment 
and modern platforms that are emerging to address the 

employee experience. However the latest iteration of HR 
technology — employee experience software — won’t work 
in a vacuum. It can’t replace the human element, and 
its success is dependent on the other two environments. 
Perhaps this quote from The Fuzzy and the Techie says it 
best: “We need both context and code, data literacy and 
data science.”

Technology plays a big role in an HR professional’s ability 
to deliver the tools and activity tracking necessary to create 
efficiency and augment the employee experience. However, 
in ExactHire’s 2018 Tech-Based Employee Experience 
Survey, the most commonly cited elements of employee 
experience included common, tactical items (see pg. 30) 
while other software that could provide deeper insight into 
improving the employee experience was not being used by 
many respondents.

Leveraging Technology to 
Augment Employee Experience

https://hbr.org/2017/03/why-the-millions-we-spend-on-employee-engagement-buy-us-so-little.
https://ssir.org/book_reviews/entry/the_fuzzy_and_the_techie_why_the_liberal_arts_will_rule_the_digital_world
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Activity Tracked by Respondents % 

Employee time off (e.g. vacation, PTO, sick, FMLA leave, etc.) 83%

Applicant sourcing, tracking and interview process management 68%

Compensation, including reasons for compensation changes 60%

Employee benefit enrollment 58%

Internal job applications and position transfers 55%

Employees insights (e.g. work hours, birthday, work anniversary.) 53%

Employee handbook policy (and updates) acknowledgments 52%

Employee background checks 50%

Citizenship documentation, including E-Verify case management 48%

Training course completions 48%

Employee onboarding, including new hire paperwork and task 
reminders for new hires and employees involved in onboarding 

47%

Performance management and goal-setting activities 45%

Employee placement in organization hierarchy (e.g. org chart) 40%

Employee population certifications, licenses and job skills 37%

Employee access to organization’s various software licenses 32%

Activity Tracked by Respondents % 

Employee offboarding, including exit interviews, payroll/benefit 
termination notices, software access termination, etc.

30%

Employee survey administration and results 30%

Employee security clearances 27%

Communication tools and history for group messaging to 
company, dept.’s, etc.

25%

Employee cognitive and behavioral assessment results 25%

Employee pre-boarding, including communication about 
company culture, tools, environment--before day one

23%

Employee participation in company culture activities 22%

Reference checking 20%

I can’t manage or electronically track any of these items. 15 %

Established key performance indicators (KPIs) for benchmarking 
aspects of the employee experience

13%

Employee volunteer hours 12%

Organization-sponsored mentoring program activities 10%
n=60

Percent of Survey Respondents Who Electronically Track 
Employee Experience-Related Activities
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When asked about the most critical employee experience 
challenges respondents were currently trying to solve, 
many of the items listed could be augmented by 
technological change within an organization. The most 
common answers are depicted in the word cloud below: 

Modern employee experience focus is rooted in 
collaboration, but model employee experience also relies 
on technology to facilitate that collaboration among 
individuals. Compliance and communication also are 
central to any successful technology-based employee 
experience model.

According to a report by Deloitte, “employers must provide 
development more quickly, move people more regularly, 
provide continuous cycles of promotion and give employees 

more tools to manage their own careers.” And while those 
requirements may seem intuitive to an organization’s 
success, without powerful technology available, employers 
will struggle to meet these requirements efficiently and in a 
way that engages employees.

Organizations need a framework for leveraging technology 
to support a positive employee experience. Here are seven 
tactics that can be used to plan ways in which technology 
may augment your employees’ organizational experiences.

1. Personalized Approach
While smart technology enables speed, data modeling 
and efficiency through automation, it also can facilitate 
individual customization. A personalized approach is key 
to enhancing the employee experience, as one employee or 
new hire’s path is likely different from another’s journey 
within your organization. While one new hire is starting in 
corporate accounting, another is just beginning as a new 
machine operator on the factory floor. Their needs are 
different — from paperwork to learning to development.

HR professionals should consider software platforms that 
allow employers to automate and personalize the employee 
experience. Specifically, look for software interfaces 
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that prompt employees to respond to tasks when timely 
and appropriate, so you can prepare them to have the 
experiences they need to thrive in your organization.

The manner in which this ideal approach manifests itself 
will depend on which area of the talent management 
process you examine. For example, in the context of the 
employee onboarding experience, tell new hires what to 
expect without making them “drink from the fire hose.” 
Instead of asking new hires to sweat the small stuff in the 
first few days, use savvy technology to provide and request 
the right information at the right time.

“Our ideal onboarding experience would begin at offer 
acceptance and go all the way through a new hire’s first 
90 days. Then, maybe at that point we want to order 
some apparel for the new hire. Our software would send a 
notification to you [as the new hire] asking what you want 
to order, your size and whether you want it shipped home 
or to the office...

...From the time the offer is accepted, we want to provide 
a “warm” experience — to be very user-friendly from 
the perspectives of candidate and employer. We want 
to tap into areas that other companies want to do but 

can’t. That is, the icing on the cake engagement ideas 
like little messages sent to the new hire after offer 
acceptance but before start date (e.g. we’re still excited...
tell us your favorite food/hobbies...have a closer look 
into our organization with this culture video, etc.). Those 
two weeks are sensitive and we want to reduce that 
uncertainty before a new hire starts and make it a warm 
transition.”
- Human Resources Generalist, e-commerce industry

Look for software that periodically prompts employees to 
answer new questions based on an analysis of data that is 
available in their profile. For example, a TurboTax-style 
approach within HR software could prompt individuals to 
enable new options especially suited to their unique career 
interests or organizational needs. In this way, you begin 
to customize different employee experiences based on 
previous new hire experiences.

Artificial Intelligence can help employees discover relevant 
opportunities based on what they have accomplished and/
or completed. This is valuable for both new hires and 
tenured employees. Additionally, this smart questioning 
approach is applicable to many stages of the employee 
lifecycle from pre-boarding to offboarding. Consider 
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how software can help pre-boarding efforts account for 
differences in working with full-time employees, temporary 
hires and “off-balance sheet” workers.

2. Develop Employees
With a host of new software features on the market bringing 
increased autonomy to users, organizations are finding 
more opportunities to empower employees to change 
personal elections, update skill inventories, collaborate 
electronically and predict trends — all without requiring 
assistance from HR administrators. 

You may introduce software self-service options to your 
employees to develop a growth mindset in your workforce 
and leverage technology to change your business. For 
example, think about the emerging skills you’ll need in 
your workforce tomorrow when designing the types of tasks 
and activities available for employee development in your 
employee experience software today. 

Consider the activities you plan internally to facilitate:
• Job rotation
• Succession planning
• Promotion

Does your HR technology prompt 
employees to consider new activities 
available to them based on prior 
achievements, skills earned and current 
availability? 

The most basic form of this prompt might be in a notice 
about a lateral internal position available that matches 
one’s skill set. However, apply this smart questioning 
approach to succession planning and your software could 
tee up training course suggestions to employees who have 
expressed interest in career growth — along with a note 
about a future position for which they may be eligible upon 
completion. Moreover, the course suggestions are based 
on the course completions noted on the records of past 
employees who excelled in related areas.

But that’s not all. Next generation software platforms 
are emerging to focus on employee development — from 
performance management to compliance training to 
employee mentoring. Look for HR technology to use 
machine learning to pair mentors with mentees using 
previous mentorship data combined with the skills 
inventories, goals and interests of mentorship candidates. 
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The software interface could prompt mentees and mentors 
to periodically enter data about progress at various 
relationship milestones and then make suggestions on 
potential future development paths worth exploration for 
the mentoring relationship.

The flexible technology emerging today supports the 
evolved idea that 21st century careers tend to involve an 
upward arc of development rather than the traditional 
stair-stepped job promotion path. Employee self-service 
puts employees in the driver’s seat of their own career 
progression while giving organizations oversight on task 
completion. Not only will using technology to enhance 
employee development help attract top talent, but it also 
will help retain employees and prepare them to meet the 
workforce demands of tomorrow.

3. Explore Data 
During Spring 2018 research calls, the ExactHire team 
heard HR professionals lament the poor reporting 
capabilities of their existing HRIS applications. If you 
struggle to run reports to gather employee insights — 
because the reporting tool doesn’t exist or your vendor 
slowly responds to your requests — you’re not alone. In 
fact, more than 58 percent of 2018 Tech-Based Employee 

Experience Survey respondents said it’s a struggle or 
challenge to report on the data insights they need.

If HR administrators can’t easily pull the information they 
need to make decisions, then the effect cascades down 
to inferior experiences for employees and, ultimately, 
customers. For example, ExactHire spoke with a former 
corporate HR manager within the hospitality industry who 
struggled to respond to an impromptu customer request. 
One of her hotels had a French-speaking guest arrive and 
hotel management wished to pair a bilingual French-
speaking employee with the guest to make sure that all 
requests and needs were being addressed.

In her core HR platform, she attempted to run a report 
that would list all of the French-speaking employees in that 
hotel’s location. Even though she knew her HR software 
stored that type of employee information, she had no way 
to quickly generate a report that turned stored data into 
actionable information on behalf of customers. Since it’s 
somewhat rare for a French-speaking customer to turn up 
at that hotel, she hadn’t anticipated building that report in 
advance. The world of HR is full of unprecedented needs 
and quick fires that need to be extinguished.
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4. Solving the Reporting Problem
Imagine an HR technology that includes a robust 
workforce explorer and allows you to quickly search your 
entire workforce based on countless tagged attributes — 
some of which have been added by employees through 
self-service smart questioning prompts. In that scenario, 
it would be a breeze to quickly pull a report of bilingual 
hospitality managers in downtown Chicago, making 
between $55,000-$65,000, who have already completed 
their latest certification credential and are not on a 
performance improvement plan. Tagged insights replace 
the need for anticipating obscure, narrowly-defined 
reports.

The implications for this application of technology are 
vast — including skill inventories, security clearance, 
assessment results, pay gap analysis, benefit and salary 
benchmarking, HR audits, onboarding paperwork 
completion and training course progression… just to name 
a few.

Effective HR software also should make it easy for users 
to explore data in different formats. For example, note 
whether a reporting interface allows you to visualize 
results in lists, as thumbnail images of employees and/

or with context for how data points are related. It should 
be simple for employees to quickly understand reporting 
relationships and interaction between departments. An 
organizational chart view allows users to quickly see which 
employees are included within a specific insight search. 
You also can drill down to see manager relationships.

As employees explore departmental dynamics, technology 
can be an aid for becoming familiar with other teammates 
across the organization, too. For example, employee pulse 
survey provider, Officevibe, uses gamification to invite 
employees to play a “face game” of sorts and increase 
familiarity with co-workers once a certain number of 
survey questions are answered. By matching employee 
photos with names during a quiz-like game, users leverage 
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technology to explore connectivity between teams within 
the organization — which is especially helpful in this age of 
remote work.

5. Manage Tasks
While administrative tasks associated with the employee 
experience will always have a place, the way in which 
they are managed can be significantly improved with 
the right technology. The concept of paperless new hire 
paperwork is not new, and can be accomplished in a 
handful of employee onboarding software systems on the 
market. But in addition to standard tax and employment 
eligibility paperwork, look for a software partner that offers 
integrated E-Verify case management within the platform, 
the ability to easily electronically enroll employees in the 
Work Opportunity Tax Credit (WOTC), and the option to 
deliver unique task and opportunity prompts to employees 
throughout the employment lifecycle based on their 
completion of prerequisites.

As mentioned earlier, empowering employees to manage 
many aspects of their employment lifecycle means 
incorporating self-service features whenever possible. 
This alleviates an administrative burden by eliminating 
employee update-related entries manually done by HR 

on behalf of those employees. Think beyond employees 
entering simple PTO requests and consider self-reported 
accomplishment and skills tracking whenever an employee 
publishes a new article, earns a certification or completes a 
training course on curriculum provider sites such as Udemy 
or LinkedIn’s own Lynda.com.

Similar to when an individual lists skills on a LinkedIn 
profile, employees could manage their own skills profile 
within HR software — or inhale that information from an 
integrated LinkedIn profile. Giving employees a say in how 
they manage their profile internally allows them to raise 
their hand for new opportunities and increases their chance 
of showing up in internal searches of tagged insights.

Incorporate gamification in the form of profile badges 
earned for employees’ successful completion of profile 
sections or training course completions — much like those 
who earn badges for learning milestones in the Salesforce 
Trailhead.

Modern software is bringing increased self-service efficiency 
to specific industries such as quick service and healthcare, 
too. In organizations that manage multiple employee 
shifts and support flexible scheduling, shift management 
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software allows employees to electronically swap shifts. 
It allows employees to advertise their available shift to 
other employees, and then gives supervisors oversight 
to approve or deny the change. Taking what used to be a 
lengthy process of back and forth between employees and 
supervisors to the cloud gives employees more control over 
their own future and reduces the likelihood of understaffed 
shifts — a win-win when it comes to improving employee 
experience.

6. Recognize Achievment
Technology has brought innovation to how individuals 
relate to one another and recognize achievement. Use 
software to communicate accomplishments and show 
appreciation for a job well done in a manner that is 
consistent with your corporate culture and how an 
employee prefers to be recognized.

Experimenting with whether employee birthdays and 
work anniversaries should be publicly mentioned on 
communication tools, such as Slack or a simple one-to-one 
email message, may take some practice. As you establish 
norms for your organization, set expectations with new 
hires and model behavior around which tools should be 
used for which types of recognition. 

Consider technology for tracking accomplishments not only 
for rewarding employees with pay increases and promotions, 
but also with swag, special experiences and privileges. 
Some organizations track points earned based on employee 
achievements and then invite employees to redeem points 
for various items.

Aside from offering a means for individual recognition, 
HR technology has also replaced the need for the physical 
company suggestion box. Now you may launch surveys 
from software to anonymously collect feedback on various 
initiatives and to solicit suggestions for improvement. Many 
virtual suggestion boxes made possible by contemporary 
survey software even allow HR administrators to respond 
to anonymous feedback to ask for clarification without 
jeopardizing the identify of the respondent.

According to the aforementioned Harvard Business Review 
article, some organizations, such as Accenture and LinkedIn, 
take employee feedback to the next level and host HR 
“hackathons” during which employees help break down and 
rebuild their employer’s people and HR functions to reflect 
the work that they really do (and need to do).”
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7. Predict Outcomes
Perhaps the most intriguing element of emerging human 
resources technology is the ability to predict future 
outcomes based on artificial intelligence using existing data 
points. When considering technology that can serve as the 
single source of truth for all of your HR-related activities, 
this enables an environment in which:

• statistics about long-tenured employees can be used to 
automatically model recruiting approaches for new hires

• employees’ enrollment in certain training courses will 
predict their average employment tenure with a high 
percentage of accuracy

• prompts to join employer affinity groups are targeted to 
employees based on an algorithm that identifies them as 
at risk for resignation based on their employee profiles

However, the ability to harness data for niche insights 
comes with the corporate responsibility to have safeguards 
around data and a security protocol in place. Remember 
that if your employees have concerns about how you use 
data, you are negatively affecting the employee experience. 
Therefore, take care to publicly document the capabilities 
of your software, who has access to which permission sets, 
and how you will use the information.

In the spirit of sharing insight with your employees, 
remember to be prepared for reactions to data that may 
be different than the organization intended. For example, 
in one of ExactHire’s recent research calls, an HR vice 
president from the IT consulting industry remarked on a 
surprising outcome from sharing employee survey data 
results with her company.

She conducts a company-wide meeting once per quarter 
in which she gives a report on aggregated scores across 
different employee satisfaction-related scales. During a 
recent meeting, she showed an increase in scores across 
the board. However, for this meeting she also showed a 
comparison to other employers’ scores for the same scale 
for the first time. For example, her team scored a 7.5 on 
this scale while other employers average only a 6.25. 
Interestingly, the very next survey she found a plummet in 
scores for her own company. 

Apparently, her employees recalibrated how they felt 
about a 7.5 score after seeing how it compared to other 
organizations. In fact, they used data to disagree with their 
own previous ratings and downgraded everything based on 
their perceived standings compared to other employers.
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Remember that while powerful insights stand to be gained 
from predictive analytics and robust access to employment 
data, the information you glean is accompanied by a 
responsibility to take some sort of action as a result of that 
information. To suffer from “analysis paralysis” and do 
nothing will hurt your organization’s employee experience 
in perhaps a more significant way than not gathering the 
data in the first place.

Looking Ahead: Leveraging the Framework for 
Vendor Selection

Using the framework outlined in this chapter will help you 
better understand your own organization’s potential for 
improving the employee experience with technology. As 
you begin to explore potential partners, look for features 
and a reporting infrastructure that complement the needs 
of your employer.

Bear in mind: The tools that work for one organization 
will be different from what succeeds for another. The 
next chapter offers advice on how to select an employee 
experience software vendor and make the most of your 
implementation process.
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It’s exhausting to build a business 
case for improving the employee 
experience. Unfortunately, it only 
represents the first challenge 
in realizing ultimate success. 
Convincing your organization of 
a need to improve the employee 
experience is a positive first step, 
but your efforts will be wasted if 
you fail to select the right vendor or 
lead an effective implementation.

In order to select the right vendor and meet the challenges 
of implementation, it’s important to have a plan that is 
driven by a timeline and aligns with organizational goals. 
But first, establish desired outcomes that are measurable.

Desired Outcomes 
Defining your desired outcomes for your employee 
experience may seem easy at first. In fact, you might have 
done a lot of this work while making a business case for 

change. However, before moving on to vendor selection, it’s 
a good idea to take a closer look at your current processes 
and ideas for improvement — from every angle. 

To begin, compile a list of all stakeholders and their roles 
in the employee experience. It may make sense to put some 
individuals into groups, but you’ll want to make sure that 
you single out those with specific responsibilities, especially 
in the HR department. Then, find time to discuss each 
stakeholder’s (or group of stakeholders) perspective on the 
employee experience. Some suggested questions to ask are:

• What is missing from our experience?
• What is included, but unnecessary?
• What information/data is needed to support your role?
• Can you access the data you need easily?
• What data should have restricted access?
• What has changed in the recent past?
• What do you anticipate changing in the future?
• Are there software solutions that require integration?

Select and Implement Software 
for Your Employee Experience
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You can ask these questions through a survey platform, 
but an in-person discussion might be more effective as 
it allows you to clarify your understanding by asking 
follow-up questions. These discussions are also a good 
time to take inventory of the many different types of HR 
paperwork your team must process or complete. While this 
may take some time, it’s likely that you will emerge from 
the discussions with several new insights to inform your 
desired outcomes.

Finally, you may receive a lot of feedback about ways you 
can improve your employee experience, but you want to 
make sure that all desired outcomes are measurable. If 
stakeholders respond that your organization can improve 
the experience by “having more fun,” ask them how they 
would measure that. Or, ask for examples of “fun” and  
what frequency of “fun” would make a difference. As you 
can see, your desired outcomes will not always come right 
off the paper. It will require follow up and a committed 
effort to uncover those factors that will move the needle.

Vendor Considerations 
Once you have agreed internally on the goals and timeline 
for implementation, you are now in a position to review 
possible vendors and more quickly determine which 

vendors will be a good fit for your organization. In discussing 
possible solutions with vendors, be sure to share your 
organization’s goals and how/when you want to achieve 
those goals.

Even when you’ve gained every assurance from a sales rep 
that their solution is the perfect fit for you, you’ll want to 
ensure that the vendor has a few important things in place. 
The following characteristics of a vendor act as insurance 
against sales reps who over-promise on their solution:

• Intuitive Interface
All the features and capabilities in the world won’t mean 
anything if using software is difficult or confusing. Yes, 
customer support can mitigate this issue, but no one 
wants to constantly require extra help. An intuitive 
interface helps HR remain self-sufficient and productive.

• Self-service Capabilities
Until recently, most HR software focused on completing 
tasks for the HR department. The primary benefits, 
therefore, came in the form of time-savings for the HR 
staff. Today, self-service capabilities provide benefits to 
everyone from job-seekers to candidates, and from new 
hires to veteran employees.
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• Helpful and Responsive Support
To reiterate, the ideal situation is to have software 
with an intuitive interface that minimizes confusion. 
However, users also need thorough training through 
implementation and easy access to support resources 
should any issues arise. Helpful and responsive support 
is insurance against the unexpected.

Timeline for Implementation
One of the most important aspects of effective 
implementation is having a thoughtful timeline. Dates 
should not be arbitrary, but meaningful and practical based 
on input from stakeholders in your employee experience. 
A timeline that is too aggressive may cause confusion or, 
worse, resentment among your staff. Conversely, a timeline 
that is too conservative may delay early results that build 
confidence and energy among stakeholders.

A good place to start is in determining your milestones — 
big, time-based goals that are essential to success. These 
milestones will slightly vary by organization, but most will 
look something like this:

• Communicate plan to stakeholders
It makes sense that if you take the time to solicit input 
from stakeholders, you would also communicate 
the results of their input. Make sure that your 
implementation plan is communicated well in advance.

• Begin training and implementation
Often, organizations focus too strictly on a “go live” date. 
This makes sense, as that’s the point when a return on 
investment begins to accrue; however, a complete and 
thorough training and implementation phase is critical 
for maximizing an organization’s ROI in software.

• Complete training and implementation
This may seem superfluous to the milestone above (or 
below), but having a concrete date for the end of training 
and implementation ensures that the time in between 
is structured and purposeful. This helps to eliminate 
unnecessary “padding” and holds both stakeholders and 
vendors accountable for their time and effort. 

• Implementation review
Another reason to have an end-date for implementation 
is to plan time for a review. This will be a period of 3 to 
4 days when all stakeholders can express concerns or 
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questions they have before launch. Ask each stakeholder 
for a “go” or “no go.” It will help your organization avoid 
self-inflicted hiccups in the days just after going live.

• Go live with software
While it’s tempting to set an aggressive “go live” date, 
this is where you really need to trust your vendor. 
Ask a member of the vendor’s support team for a 
recommendation — don’t ask the sales rep. Then ensure 
that the “go live” date doesn’t conflict with the planned 
implementation phase.

• Account billing begins
You may not have control over this date. Depending on 
the vendor, billing may start before the ink dries. Some 
are flexible and will work with you to reach reasonable 
timing based on your unique circumstances. Regardless, 
this date is important because it determines the actual 
cost of training and implementation.

Your organization’s relationship (or contract) with a 
vendor can alter the order and content of these milestones, 
however it’s important to account for all of these 
somewhere in your internal planning.

Communication With Software Vendor
With a vendor and implementation plan in place, you’re 
now ready to begin work toward your first milestone. 
It’s likely that any software solution designed to support 
the employee experience will involve several people, if 
not dozens. This can make it difficult to easily track your 
progress if the right hand (client team) doesn’t know what 
the left hand (vendor team) is doing.

From the outset, prompt communication must be 
established as a top priority for your implementation 
team — internally and client-to-vendor. This can be 
accomplished through a number of means, ranging 
from the simple shared spreadsheet to any number of 
lightweight project management solutions. Even frequent 
emailing can get the job done as long as there is agreement 
across the board on acceptable response times.

Make sure you have a clear understanding of how you 
will communicate with a vendor before you begin training 
and implementation. This is not something you want to 
experiment with as you go. Valuable time can be saved by 
establishing communication channels from the start, and 
then using those consistently through implementation.
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Realizing Ultimate Success
With an ever-tightening job market, more and more 
employers are recognizing the need to improve the 
employee experience. This places the challenge squarely 
on HR to chart a course to ultimate success. Selecting the 
right vendor may seem like the first and biggest challenge, 
however it’s only one part of the journey. HR professionals 
must first engage all stakeholders in the employee 
experience to determine desired outcomes and build a 
thoughtful timeline that is aligned with organizational 
goals.
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Delivering a Tech-Based Employee Experience

“Successful HR professionals 
will seek to leverage 

technology in support of 
their organization’s goals and 

unique employee experience.”

The job market is largely responsible for the emergent focus 
on employee experience. However, employers would be foolish 
to discard investment in this area should the market cool once 
again. One positive experience sets the expectation for others, 
and an employer’s abrupt shift away from providing a positive 
experience will damage employee morale, leading to increased 
turnover, difficulty in hiring, and a damaged employer brand. 

The development of a positive work experience should no 
longer be considered a nice “extra.” Beyond the impact it has on 
recruiting and retaining talent, a positive employee experience 
supports increased production and efficiency--things that 
directly impact the bottom line. Human resources professionals 
must proclaim these benefits loudly in order to build a case for 
change and overcome organizational inertia.

Finally, organizations must consider the unique needs of their 
employees before deciding which tools and resources will 
support a positive employee experience. Simply “checking the 
box” for HR technology without a thorough needs assessment 
could ultimately end up hurting the employee experience. 
Successful HR professionals will seek to leverage technology in 
support of their organization’s goals and employee experience.
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