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Current HR service delivery 

How can HR service be improved?

of HR leaders want to  
improve the way HR is  

viewed in their business

want to 
improve the 
quality of 
HR service 
delivery they 
provide  

How can employees access these systems?

of HR teams  
have a dedicated 
system to  
track employee 
requests

HR SYSTEMS ARE NOT 
INTEGRATING WITH THE BUSINESS
Just  12.9% of HR professionals  say their system has no drawbacks
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How is HR viewed?1

2

3

89.2% 76.9

Top features HR leaders want from a service to 
streamline overall HR service delivery, improve 
employee experience and engagement:

 
of HR professionals believe shared 
services can help improve the way 

HR is viewed in a business

Building a more 
strategic HR4

The key to 
effective service 
delivery involves 

investing  
in the right 

technology and  
tools, integrating 

systems, and 
retaining a  

customer focus 

32.3% 

 EMAIL

24.8% 

TELEPHONE
17.2% 

IN PERSON

9.4%
VIA A MOBILE  

DEVICE

There is an 

opportunity 

to leverage 

technology to 

help employees 

make requests 

more easily, 

for example via 

their mobile

PeopleDoc

10%
WRITTEN  
REQUEST

6.3%
IN OTHER  

WAYS

ONLY
40.1%

49.8%

Automate HR 
processes and 

workflows 14.5%

Increase employee  
self-service and user 

adoption 13.4%

Enable HR to comply 
with laws and 

regulations 11.4%

Remove HR  
administration  

tasks 11.4%

Increase HR  
and employee  

satisfaction 10.6%

Treat employees in  
a simple, consistent 

manner 9.3% 

HR shared 
services

34.3%
 

would change their  
HR system or move to  

a shared model if  
it would improve 

employee engagement 
and experience

Key components for  
effective shared services:

• seamless  
• employee centric 

• implemented with care

Deployed effectively, HR has the potential to align workforce strategy with an organisation’s 
overall business needs, to support productivity and performance goals and impact the 
bottom line. However, its image has lagged behind its evolution, and in many companies, it 
is still perceived as an administrative function, rather than a strategic partner strengthening 
the employer-employee relationship.

HR  
could be more 

strategic:
67.5% say their HR function 
spends more time than they 

would like addressing  
administrative  

tasks
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About PeopleDoc

PeopleDoc is on a mission to enable 
employees, managers and human 
resources to work differently. 
In 2014, PeopleDoc was named a Gartner 
Cool Vendor in Human Capital 
Management, a prestigious award, given 
only to a handful of technology vendors 
that are disrupting a space. 

Adopted by many of the world’s top 
companies, PeopleDoc empowers 
employees to access relevant HR 
information quickly and easily and enables 
HR to get more done with  
fewer resources.

PeopleDoc’s cloud-based HR 
service delivery platform is the only 
comprehensive suite that can automate 
processes at all stages of the employee 
lifecycle, from hire to retire. 

Full integration with most of the  
widely used HR Information Systems, 
combined with a SaaS delivery model, 
provides a seamless solution without 
disrupting processes or impacting IT 
resources and allows organisations to 
drive greater value from their existing 
technology investments. 

With offices in the Europe and the 
U.S., PeopleDoc serves more than 450 
customers and 2.5 million users globally. 
The company is backed by Eurazeo and 
Accel Partners.

PeopleDoc transforms the way 
organisations deliver HR services  
through affordable HR service delivery 
solutions that are easy to implement. 
HR Document Management, HR Portal 

About Changeboard

Changeboard’s mission is to inspire and 
inform HR professionals by delivering 
relevant decision-support material, 
packaged in bite-sized formats, to help 
busy professionals in a convenient way.

Since our launch in 2004, Changeboard 
has become the biggest provider of 
specialist HR jobs in the world. Our 
magazine for your global career is read by 
more than 85,000 professionals in print 
and online and our dedicated events – 
from our flagship Future Talent conference 
to smaller, more intimate, roundtables – 
bring together our senior HR community 
to share their knowledge and experiences.

We are focused on career development 
from an organisational and individual  
level – both globally and locally. Our 
expansion into the Middle East four years 
ago means we now publish a bespoke 
magazine dedicated to HR leaders 
operating in this region.

and Case Management, and HR Task/
Process Management reduce the 
administrative burden on HR. These 
tools enable them to offer a better, 
faster service together with an improved 
employee experience through a single, 
consistent interface available on any 
device whilst strong Reporting and 
Analytics ensure that the HR organisation 
and the business have complete visibility 
of the demand and performance of its HR 
service delivery.
  

Changeboard  
in partnership  
with PeopleDoc
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Abstract

Deployed effectively, HR has the potential 
to align workforce strategy with an 
organisation’s overall business needs,  
to support productivity and performance 
goals and impact the bottom line. 
However, its image has lagged behind  
its evolution, and in many companies, 
it is still perceived as an administrative 
function, rather than a strategic  
partner strengthening the employer-
employee relationship.

In many cases, this is compounded  
by the HR function continuing to spend 
more time on ‘administrative trivia’  
than strategy.

Held back by traditional service models, 
and poorly integrated systems that are 
difficult to use, HR professionals waste 
time on tasks and processes that could 
be automated, simplified or managed 
by employees. Technology is a driver 
for change, and shared services – for 
a range of activities – could boost 
efficiency, reduce costs, enhance user 
focus and improve outcomes. With careful 
implementation, these can support the 
HR/employee relationship, avoiding 
detachment and depersonalisation.

Ultimately, there is an overwhelming desire 
among HR professionals to enhance the 
perception of the function and fulfil its 
strategic potential, coupled with a belief 
that shared services can help to achieve 
this: streamlining overall service delivery 
could free up HR to be part of wider 
business change.

The survey – what did 
we want to find out?

Perceptions of HR: How positively is 
HR perceived by businesses and what 
undermines its image?
 
 
How HR is structured: Which models 
dominate the function?
 
 
Business-driven HR: How much time is 
spent addressing HR administrative tasks 
versus strategic workforce issues?

 
Quality of current HR service delivery: 
Existing features and perceived benefits 
and drawbacks of current service delivery 
and desired features for streamlining 

 
Employee engagement: The relationship 
between HR service delivery and employee 
engagement and satisfaction

 
Investment in shared services: To what 
extent are HR departments embracing and 
investing in shared services and what key 
actions would they take to enhance HR 
service delivery?
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Executive summary

How good is current HR service delivery 
and does it meet the needs of the 
workforce and wider business, while 
enabling HR to undertake a strategic 
role? These questions were addressed 
in a global online survey of 288 senior 
HR professionals, to ascertain the 
current perception of HR, the quality 
of existing service delivery and the 
extent to which shared services could 
unlock HR’s potential to align workforce 
strategy with overall business needs.

Our findings support the belief that 
HR professionals want to improve the 
way the function is perceived; 89.2% 
of our respondents agree this is the 
case within their business. While HR 
continues to be undervalued as primarily 
administrative, its influence is undermined. 

To enhance people management’s image 
and effectiveness, the vast majority of HR 
professionals (76.9%) would like to improve 
the quality of HR service delivery they 
provide. Some 49.8% of HR professionals 
believe shared services can help improve 
the way HR is viewed in a business.

However, more than two-thirds (67.5%) 
of respondents admit that the HR team 
currently spends more time than they 
would like addressing administrative 
tasks, rather than the strategic needs of 
the business – a truth that does little to 
enhance HR’s image as a strategic partner.

In part, this relates to the continued 
use of the ‘generalist model’ of HR by 
22.4% of respondents and a lack of 
investment in technology, tools and 
systems that can enable integration, 
automate tasks, promote self-help 
and simplify information flows.

A large quantity of information and 
documentation is managed by HR, with 
the potential to consume a significant 
proportion of time, particularly in the 
28.2% of organisations that still store 
at least some of their documents in 
paper-based archives. For the 38.3% that 
store documents in electronic archives, 
it is not always easy to provide secure 
and simple access for employees or 
to share and circulate documents. 

Meanwhile, more than half (52.8%) of 
HR teams do not use a formal tracking 
system for employee requests, although 
7.1% admit they would like one. With 
payroll, holiday entitlement and benefits 
the three areas that generate most 
employee requests, there is plenty of 
scope to address these more efficiently 
via knowledge bases and other 
automation and self-service tools.  

“While HR  
continues to  
be undervalued  
as primarily 
administrative,  
its influence  
is undermined ”
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Of those organisations that do have 
a tracking system, email (32.3%) and 
telephone (24.8%) remain the dominant 
channels for access; only 9.4% say that 
access is available via mobile devices. 

Overall, the HR delivery system is difficult 
for employees to use, according to 
10.1% of respondents and difficult for 
HR to use, according to 9.3%. Almost a 
quarter of respondents (17.9%) highlight 
their system’s lack of integration with 
organisational metrics, while 17.8% indicate 
insufficient reporting mechanisms, and 
13.1% say their system is outdated. 

Despite the appetite for improving HR 
systems, just under a third of respondents 
(30.2%) do not currently scrutinise quality 
at all. A similar 23.8% of respondents 
do not believe their employees are 
getting “prompt, consistent and 
relevant responses to HR questions”.

In light of this, it is understandable 
that many HR professionals are open 
to new ways of working to improve 
the quality of their service delivery, 
acknowledging that “what has worked 
in the past may no longer serve 
the organisation in the future”. 

Key features required of ‘a service to 
streamline overall HR service delivery, 
to improve employee experience 
and engagement’ include the ability 
to automate HR processes and 
workflows, increase employee self-
service and user adoption, enable HR 
to comply with laws and regulations 
and remove HR administration tasks. 

Given an unlimited budget, resource 
and capability within their team, HR 
professionals say they would streamline, 
simplify or replace current systems; 
invest in technology; automate as 
much as possible; develop a needs-
driven, personalised service; recruit 
extra staff; and provide HR team 
members with more training.

More than a third of respondents 
(34.3%) indicate that they would change 
their HR system or move to a shared 
model if they thought it would improve 
employee engagement and experience.

Respondents voice caution about 
the potential for depersonalisation, 
detachment from the business and 
the creation of a call centre culture 
that is viewed negatively even if it 
is more efficient. However, they also 
believe that shared services can work, 
over a certain size of business, with 
good quality personnel, where tools 
and processes are well-designed 
and customer-centricity retained.  

 “It needs a real combination of the 
right people and the right software 
solutions,” sums up one respondent. 
“Tailor your systems and processes 
to achieve an effective and efficient 
method of providing an exceptional 
service, by capitalising on new 
technology and methods.”

“ Many HR  
professionals are  
open to new ways  
of working to improve 
the quality of their 
service delivery”
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Introduction

HR has evolved from an administrative 
‘personnel’ function with a narrow remit, 
revolving around payroll processing, 
employee benefits and career advice, 
to a strategic partner, strengthening 
an organisation’s employer-employee 
relationship. In a global war for talent, it 
has a vital role to play in the recruitment 
and management of people.

However, HR has an image problem that 
is undermining its perceived value and 
crippling its potential to align workforce 
strategy to overall business goals – it 
is still viewed by many as primarily 
administrative. This is due, in part, to 
HR professionals’ ongoing reliance on 
the HR generalist model – focusing 
on the day-to-day administration of 
the organisation’s policies, procedures 
and programmes – and on outdated 
systems and processes that are difficult 
to use and poorly integrated.

Investment in in-sourced or out-sourced 
shared services – which organise  
activities within a wider HR operating 
model, to improve efficiency and  
achieve time and cost savings, via 
economies of scale – could provide 
an alternative to existing service 
delivery. Harnessing technology can 
provide tools that allow automation 
and streamlining of services, without 
depersonalisation or detachment 
from the wider business agenda. 

This global online survey of HR 
professionals aims to gauge the  
perceived image of HR, the models  
and quality of existing service delivery  
and features that would improve this.  
It explores the potential for investment  
in shared services that give the HR 
team the tools to enhance service, 
and the freedom to shift their focus 
to wider workforce strategy. 
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Perceptions of HR

Despite HR’s evolution over the past 
30 years from a purely administrative 
function to a strategic business partner, 
driving talent outcomes, its image 
remains outdated. This undermines 
HR’s influence and perceived value 
to the business as a whole.

An overwhelming 89.2% of HR 
professionals who took part in our 
survey would like to improve the way 
HR is viewed in their business, with 
only 10.8% happy with the way it is 
currently perceived. (See figure 1)

HR’s current structure and focus

HR departments can be structured  
in a variety of ways. Service 
delivery models include: 

•    the generalist HR model: traditional 
model revolving around a central team 
providing key services and meeting 
the needs of staff and managers

•   the Ulrich model: three legged-
stool model developed by academic 
and consultant David Ulrich, 
comprising HR business partners 
(working closely with senior business 
leaders on strategy); HR centres of 
expertise; and shared HR services

•   employee self-service: employees use 
portals to access and input information

•   outsourced HR: sub-contracting HR 
functions to an external contractor.

Figure 1: Would you 
like to improve the way 
that HR is viewed in 
your business?

89.2%  
of HR professionals
would like to improve 
the way HR is viewed 
in their business 

10.8% 
of HR professionals
are happy with the 
way it is currently 
perceived

“ Almost 90% of HR 
professionals would 
like to improve the 
way HR is viewed in 
their business ”
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Our survey findings show that the 
Ulrich model is the most popular 
model currently in use, with 34.3% 
of respondents indicating that this is 
how HR is currently structured in their 
business. Just over a fifth (22.4%) use the 
generalist HR model; 13.4% use employee 
self-service and only 3.6% outsource 
HR. ‘Other models’ are used by 15.9% of 
respondents and a quarter (10.5%) use a 
combination of models. (See figure 2)

More than two-thirds (67.5%) of 
respondents say their HR function 
spends more time than they would like 
addressing administrative tasks, rather 
than the strategic needs of business; 
less than a third (31.4%) disagree 
with this statement. (See figure 3)

Figure 2: How is HR currently 
structured in your business?

Figure 3: HR function spends 
more time than they would 
like addressing administrative 
tasks, rather than the 
strategic needs of business

67.5%  
Agree

1.1%
Other

31.4%
Disagree 

22.4%
Traditional 
generalist HR

34.3%
Ulrich model

13.4%
Use employee 
self-service

10.5%
Combination 
of models

15.9%
Other models

3.6%
Outsource
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HR shared services

Although 41.2% of respondents do not 
currently have any shared services in their 
organisation, 37.2% have shared services 
that run across their business, while 11.6% 
have shared services in HR only. The 
proportion of companies with shared 
services in areas other than HR is 10.1%.
(See figure 4)

Of those who do not have shared 
services today, only 5.4% say they 
are planning to introduce HR shared 
services within the next two years. More 
than three-quarters (68.5%) are not 
planning to introduce them within this 
timescale, while 26.2% ‘don’t know’.

Figure 4: Do you have  
shared services in your 
organisation today?

41.2%
Do not currently 
have any shared 
services

11.6% 
Shared services 
in HR only

10.1%
Shared services 
in areas other 
than HR

37.2%
Have shared 
services
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Despite this, almost half (49.8%) of HR 
professionals believe shared services 
can help improve the way HR is viewed 
in a business, with a fifth (20.2%) 
disagreeing definitively. (See figure 5)

Other survey participants believe 
shared services can work in particular 
circumstances, depending on the size, 
type and culture of the organisation, 
the sector in which it operates and 
specific business needs. An emerging 
theme is that shared services might 
work best “in large businesses, 
potentially”, while for small businesses, 
self-service might work better.

Caution is voiced about the dangers of 
depersonalising HR. For example, one 
respondent comments: “Our culture  
is based on interaction and a family  

feel; shared service would go against  
this.” Another states: “It helps with  
the transactional side, but we need  
to make sure we are the face of HR  
and are getting out and speaking  
to the business.”

To be effective, shared services 
must be “seamless” and “customer 
centric”, and implemented with 
care to prevent them becoming “an 
annoyance rather than a partnership”.

“It needs a real combination of the 
right people and the right software 
solutions,” sums up one respondent. 
“Since taking on the HR elements of 
our people portfolio here, I have found 
that technical skills are strong, but 
customer service skills seem secondary.”

Figure 5: Do you believe 
that shared services can help 
improve the way HR  
is viewed in a business?

49.8%
Yes 

20.2%
No

22.8%
Don’t know

7.2%
Other

“ Almost half 
(49.8%) of HR 
professionals believe 
shared services can 
help improve the  
way HR is viewed  
in a business ”
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Existing service 
delivery

Document storage

With vast numbers of HR documents to 
manage, effective storage of information – 
to ensure it is both secure and accessible 
– is a basic, but important, responsibility 
of the HR function. Currently, 38.3% of HR 
departments store at least some of their 
documents within an electronic archive;  
12.4% via an employee intranet; 10.1% via 
Sharepoint; and 9.6% within a document 
tool. However, more than a third of 
organisations (28.2%) still store at least 
some of their documents in paper-based 
archives – perhaps a surprising finding 
in today’s digital era. (See figure 6)

Employee requests and tracking systems

Payroll (28.2%), holiday entitlement  
(21%) and benefits (18.6%) are the three 
issues about which employees most 
commonly make requests. These are 
followed by flexible working (13.2%); 
maternity/paternity issues (8%); grievance 
policy (4.8%); mobile device policy (1.9%); 
international mobility (1.6%) and social 
media policy (1.1%). Other topics also 
cited include absence management; new 
starter and leaver processes; continuing 
personal development; international study; 
contractual issues and personal issues. 

So with such a wide variety of subject 
areas and issues to manage, how is HR 
tracking these requests? The survey 
proved this can be challenging for 
some teams. To this end, 40.1% of HR 
departments have a dedicated system to 
track/administer requests; however, more 
than half (52.8%) do not. A total of 7.1% of 
respondents indicated that they would like 
to introduce such a system. (See figure 7) 

Figure 6: How do you store 
HR documents for your 
employees today?

28.2%
Documents 
in paper

38.3%
Some electronic
archive

40.1%
Have a dedicated 
system to track/
administer 
requests

7.1%
Would like 
to introduce 
a system

52.8%
Do not have 
a dedicated 
system to track/
administer 
requests

12.4%
Employee
intranet

9.6%
Within a 
document tool

10.1%
Via Sharepoint

Figure 7: Do you have a dedicated system 
to track/administer employee requests?
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Employee access to these systems is  
key to their effectiveness. Of the 
respondents that have a tracking system, 
32.3% say that these can be accessed 
via email; 24.8% via phone; 17.2% in 
person; 10% by written request/note; 
9.4% via a mobile device; and 6.3% 
in other ways; for example, via an HR 
helpdesk or online portal. (See figure 8) 

Those who do not have formal tracking 
systems for employee requests track 
them manually using computers/
spreadsheets (32.4%); manually on 
paper (16.7%); using self-developed 
software (8.8%); an off-the-shelf 
software solution (7%); or in other ways 
(11.4%). However, a significant quarter 
of respondents (23.7%) do not track 
employee requests at all. (See figure 9) 

Perhaps tellingly, a similar 23.8% of 
respondents do not believe their 
employees are getting “prompt, 
consistent and relevant responses to 
HR questions”; however, the majority 
(68.5%) do believe this to be the case 
in their organisation. (See figure 10)

Figure 8: If yes, how can employees access the system to 
make a request/ask for information? 

Figure 10: Do you believe your employees 
are getting prompt, consistent and 
relevant responses to their HR questions?

32.3% 
Via email

24.8% 
Phone

23.8%
Do not believe their 
employees are 
getting “prompt, 
consistent and 
relevant responses

17.2%
In person

68.5%
Do believe this 
to be the case in 
their organisation

7.7%
Do believe 
this to be the 
case in their 
organisation

10%
By written 
request

9.4%
Via a mobile 
device

6.3%
Other

Figure 9: If you do not have a system, how do 
you keep track of employee requests?

23.7% 
Do not track

11.4% 
In other 
ways

32.4% 
Track them 
manually

16.7%
Manually  
on paper

8.8%
Using self-developed 
software

7%
An off-the-shelf 
software solution
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Drawbacks and advantages 
of HR delivery systems

When asked whether their existing HR 
delivery service has any drawbacks, 
only 12.9% of survey participants say 
that their system has none. Almost 
a quarter (17.9%) highlight its lack of 
integration with organisational metrics; 
a similar number (17.8%) indicate 
insufficient reporting mechanisms and 
13.1% say their system is outdated. 

The system is hard for employees to use, 
according to 10.1% of respondents; hard 
for HR to use, according to 9.3%; and 
dehumanises HR, warn 5.7%, making it 
feel impersonal (5.3%). The expense of 
their current system is a problem for 3.4% 
of respondents, while 4.4% specify other 
drawbacks, such as their system’s lack of 
speed and agility and basic or restrictive 
features. Other participants make clear 
it’s too early to pick out drawbacks 
as they have recently implemented 
a new system. (See figure 11)

Looking at positive features of existing 
HR delivery systems, the low-cost of 
an existing system is cited by almost a 
quarter of respondents (17.1%) as a key 
benefit, while 16.7% state that it “removes 
the admin burden from the HR team”. 
Meanwhile, 13.3% say it provides relevant, 
personalised data to employees; 8.9% 
say it is easily accessible to employees, 
and the same number state that it 
provides access to reliable analytics. 
Only 6% agree that their system allows 
them to provide evidence for strategic 
decisions about people (embedded 
analysis). Other benefits specified include 
24/7 availability, and consistency.

Almost a fifth of respondents (13.9%) 
say that their system has none of the 
aforementioned benefits. (See figure 12)

Figure 11: Does your current HR service 
delivery system have any drawbacks?

Figure 12: What are the main benefits of your 
HR service delivery system?

17.1%
Low-cost of 
an existing 
system

1.46%
Other

16.7%
Removes 
the admin 
burden from 
the HR team

13.3%
Provides relevant, 
personalised data 
to employees

13.6%
Easy for HR 
team to use

8.9%
Easily 
accessible to 
employees

8.9%
Access to 
reliable 
analytics

6%
Allows us to provide 
evidence fro strategic 
decisions on people

13.9%
Have none of the 
aforementioned 
benefits

“ Just 12.9% of  
participants say their system 

has no drawbacks  ”
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Improving service 
delivery

Monitoring current delivery

A heartening 53.2% of HR professionals 
monitor the quality of their current HR 
service delivery and a further 16.5% 
would like to do so. However, just under 
a third of respondents (30.2%) do not 
scrutinise quality. (See figure 13)

Figure 13: Do you monitor the quality 
of your HR service delivery?

Figure 14: If yes, how are 
you monitoring this?

Figure 15: Would you like to improve the 
quality of HR service delivery your organisation 
currently provides to employees?

53.2% 
Monitor quality

77% 
Would like to 
improve quality

32.2% 
Employee 
satisfaction 
surveys

24% 
Service level 
agreements

30.2%
Do not  
scrutinise 
quality

9.4%
Do not 
know

17%
Time taken to 
close requests

4.3%
Time taken to 
close requests

16.5% 
Would like to

13.7% 
Do not think this 
is necessary

22.5% 
Anecdotal 
feedback

Of those that do, employee satisfaction 
surveys are the most popular method, used 
by 32.2% of respondents, followed by specific 
service level agreements (SLAs) (24%); 
anecdotal feedback (22.5%); and the time 
taken to close requests (17%). Other methods 
mentioned include feedback from clients 
and tracking complaints.  (See figure 14)

A significant finding is that the overwhelming 
majority of HR professionals (77%) would 
like to improve the quality of HR service 
delivery currently provided; only 13.7% 
do not think this is necessary, while 
9.4% “don’t know”. (See figure 15)
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Survey participants were asked to 
highlight the key features of ‘a service 
to streamline overall HR service delivery, 
to improve employee experience and 
engagement’. Most cited was the 
ability to automate HR processes and 
workflows (14.5%), followed by increasing 
employee self-service and user adoption 
(13.4%). Enabling HR to comply with 
laws and regulations was a feature 
favoured by a fifth of respondents 
(11.5%), while 11.4% would like a system 
to remove HR administration tasks. 

Figure 16: If you had a system to streamline overall HR service delivery to 
improve employee experience & engagement, what features would it have?
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Further features highlighted were the 
ability to increase HR and employee 
satisfaction (10.6%); treat employees 
in a simple, consistent manner (9.4%); 
reduce service delivery costs for HR 
and the business (8.7%); provide 
embedded, predictive analytics (6.8%); 
give 24/7 access to HR knowledge 
bases for employees (6.7%); deliver 
hyper-personalised services (3.9%); and 
achieve embedded social collaboration 
(2.5%). In addition, 0.2% of respondents 
would like their system to include a 
Diners’ Club feature. (See figure 16)
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Figure 17: How do you measure employee 
satisfaction in your business?

12.2% 
360 reviews

6.6%
SLA monitoring

4.6%
Don’t measure

1.7% 
Other

2.1% 
Existing 
service 
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16.4% 
Anecdotal 
feedback

33.2% 
Employee satisfaction 
surveys

23.8% 
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Relating employee engagement  
to HR service delivery

HR professionals measure overall 
employee satisfaction with the 
business in a variety of ways. Employee 
satisfaction surveys are used by almost 
half of respondents (33.2%), appraisals 
by a third (23.8%); anecdotal feedback 
by almost a fifth (16.4%); 360 reviews 
by 12.2%; service level agreement 
monitoring by 6.6%; and existing 
service delivery by 2.1%. Other measures 
highlighted include exit interviews and 
external award surveys. (See figure 17) 

A worrying 4.6% of HR departments 
do not measure employee satisfaction 
at all. Interestingly, only around a 
third of survey participants (33.8%) 

believe the quality of HR service 
delivery correlates with general 
employee engagement levels in 
the business. A further 44.6% of 
respondents don’t know whether 
there is a correlation, while almost a 
fifth (18.3%) believe that there is not. 

“ Only 33.8% believe  
the quality of HR service 
delivery correlates  
with general employee 
engagement levels in  
the business ”
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Actions to improve service delivery
More than a third of respondents (34.3%) 
indicate that they would change their 
HR system or move to a shared model if 
they thought it would improve employee 
engagement and experience, while 29.7% 
“don’t know” whether they would take 
this action and 10.5% of participants 
say they would not. A further 20.5% 
say it would not be applicable to their 
organisation/situation at the present time. 
Given an unlimited budget, resource 
and capability within their team, HR 
professionals would take action to improve 
HR service delivery by streamlining, 
simplifying or replacing current systems; 
investing in technology; automating 
as much as possible; developing a 
needs-driven, personalised service; 
recruiting extra staff; and providing HR 
team members with more training.

For example, in terms of technology, one 
respondent says they would “introduce 
a more effective case management 
tool that integrates seamlessly with 
HR systems, providing great user and 
customer experience, with fantastic 
reporting and analytic capability”. Another 
would like to “move to a system that is 
accessible through mobile, and has the 
capability to provide service in real time”. 

High on HR professionals’ wish lists 
are “systems that reduce admin” and 
“enable better reporting, to improve 
analytics and reduce manual processes”. 
(See figure 18)

Figure 18: Would you change your HR system or move to a 
shared service model if you thought it would improve employee 
engagement and experience?

34.3% 
Would change 
or move to a 
shared model

20.5%
Not applicable

10.5%
Would not 
take action

5%
Other 
comment

29.7% 
“Don’t know” whether they 
would take this action

“ More than a third of respondents indicate that  
they would change their HR system or move to a  
shared model if they thought it would improve 

employee engagement and experience ”
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Ultimately many respondents would like to 
“free up senior HR people to be more 
strategic”, reducing admin duties and 
paperwork. One respondent suggests 
“creating business partners for each area” 
and introducing “a business process 
improvement expert”.

“HR shared service is important to the ‘fit for 
future programme’ and needs to be developed 
further,” concludes one survey participant.

What lies at the heart of HR service delivery?

Asking HR professionals for a piece of advice 
they would offer to their professional peers 
around HR service delivery and shared 
services invites them to identify what lies at 
the heart of HR. The core message from 
survey participants is that the key to effective 
service delivery depends on the size, culture 
and sector of an organisation, but involves 
investing in the right technology and tools, 
integrating systems, and retaining a  
customer focus at all times.

As one respondent puts it: “People are  
the most important resource in delivering 
services, so automate as much as you can  
but don’t lose the ‘human’ touch.”

“Your customers are your colleagues,” points 
out another participant, while a third 
respondent urges HR departments to keep 
services “personal and tailored, making sure 
there are always real people to deal with, who 
are able to build long-standing connections”.

This does not mean shying away from 
investment in shared services or technology. 

“Remain open to different approaches to 
service delivery, including HR shared 
service,” advises one HR professional. 
“What has worked in the past may no 
longer serve the organisation in the future. 
Tailor your systems and processes to 
achieve an effective and efficient method 
of providing an exceptional service, by 
capitalising on new technology and 
methods.”

Another adds: “The future is digital and 
mobile, HR service delivery models  
need to adapt to this trend to service  
the employee in a faster and more  
efficient way.”

The need for HR to play a role in wider 
business strategy is a common theme, 
with respondents highlighting their aim to 
“become true partners of the business”.

“Be relevant,” urges one respondent. 
“Embed yourself within the business,  
not in a silo.”

This focus is important when investing in 
shared services. “Its all about the people in 
HR shared services, particularly the person 
leading it, how innovative and client-savvy 
they are,” concludes one HR professional. 
“The focus must always be on what the 
business is trying to achieve overall, its  
not about HR.”

“ The focus must 
always be on what the 
business is trying to 
achieve overall, its not 
about HR ”

“ Tailor your systems  
and processes to achieve  
an effective and efficient 
method of providing an 
exceptional service ”
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Conclusion

The survey reveals an overwhelming desire among HR 
professionals to improve the way HR is viewed within 
businesses by enhancing the quality of their service  
delivery, plus acknowledgement that investment in  
tools, technology and shared services might help to  
achieve this aim. 

While people are cautious about a move that might make 
HR less personal and detached from employees and 
the wider business, they believe that with good quality 
personnel and well-designed processes, it might make  
a significant, positive difference to service delivery, 
improving the HR and user experience.

There is an ongoing reliance on traditional models of HR 
service delivery and outdated systems and processes  
which must be addressed in order to remove the focus 
 from administrative tasks, to workforce strategy. 

“  There’s an overwhelming desire among  
HR professionals to improve the way HR  
is viewed within businesses by enhancing  

the quality of their service delivery  ”
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About the survey

A global online survey, run by 
Changeboard on behalf of PeopleDoc, 
sought to establish the quality of current 
HR service delivery and the potential for 
improvement, including investment in 
shared services. Its findings highlight HR’s 
ongoing perception problem and the 
need for the function to move beyond 
a focus on administrative activities to 
improve its image and enable it to fulfil 
its strategic potential. 

The survey ran from May to September 
2016, drawing on responses from 288 HR 
professionals around the world. Although 
the majority of participants are from the 
UK, respondents also come from other 
countries in Europe, the US, South Africa, 
Asia, and the Middle East. 

More than a fifth of participants (22.3%) 
are HR managers, while 18.9% are HR 
directors or chief human resources 
officers; and 14.4% HR business partners/
administrators. HR heads of shared 
services make up 4.5% of respondents.

Survey participants come from a wide 
range of sectors including professional, 
scientific and technical fields (14.4%); 
finance and insurance (11.3%); information 
(media, data and telecommunications) 
(8.7%); public sector (7.8%); and 
manufacturing (7.4%), and from 
organisations of all sizes: more than a 
fifth are from businesses with 1,000-
4,999 employees and 20.9% from those 
with 10,000+ members of staff; 10.3% of 
respondents come from companies with 
5,000-9,999 employees.

Smaller organisations are also well-
represented with 19.5% of respondents 
from companies with 100-499 employees; 
17.8% from those with 1-99 employees; and 
8.9% from organisations with 500-599 
staff members. 

Changeboard  
in partnership  
with PeopleDoc


