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editor’s note
W

ith an ever-increasing rate
of adoption for all forms of
contingent labor, the contingent
workforce is a critical part of
the overall workforce today. As
companies grapple with the
coronavirus crisis today, these
“contingent” workers will likely play
an even bigger role in how companies
operate.
In recent years, even though many
organizations have tapped into the
contingent workforce, the future of
such work arrangements is uncertain.
Organizations want to know, “How
important will the contingent
workforce be over the long-term?”
and, “If it is here to stay, how we
source contingent workers?” To gain
a better understanding about how
organizations acquire and manage
the contingent workforce, HR.com’s
HR Research Institute conducted an
exclusive research and wrote a full
report, The State of the Free Agent
Nation and Contingent Workforce
2020. Read the complete report
along with a handful of informative
articles on the contingent workforce
in this issue.

to help increase talent quality
and generate cost savings It’s
an exciting time in contingent
workforce management, but
the speed of change can be
overwhelming. Dustin Burgess’
article, 5 Major Contingent
Workforce Management Trends
To Watch In 2020 will provide
food for thought as you undertake
strategy discussions for this year
and beyond.

Read Kevin Sheridan’s article for your
best shot for winning them over.

to cultivate if you want to get
the highest ROI from your
use of contingent workers, by
reading Mark Teitell’s article,
How To Successfully Incorporate
Contingent Workers On To
Your Team.

Apart from these articles, we also
have a few other informative articles
in this edition that focuses on the
contingent workforce today. We
hope you enjoy reading all the
articles and look forward to receiving
your feedback.

Do you have “old school” Senior
Leaders who still refuse to allow
people to work from home (WFH)
in spite of the current Coronavirus
Pandemic? Believe it or not, many
people still do. If so, is there a
way to coach them to “see the
light?” Maybe, or maybe not.

Stay safe!

Today, many organizations are
turning to contingent workers

As COVID-19 spreads globally,
managers across the world
implementing policies that require
their direct reports to work from
home. Read Nina Velasquez’s article,
Managing A Newly Remote Team?
for top tips to keep your employees
productive and positive during this
tough time.
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5 Major Contingent
Workforce Management
trends to Watch in 2020
Understanding and acting on these will
position you for success in the year ahead.
By Dustin Burgess

T

1. redeployment emerges as a key tactic
for optimizing savings and talent Quality

battle for talent. According to a recent study,
attracting and retaining top talent ranks as the
number-one internal stressor for C-suite executives
globally in 2020.(1) Unfortunately, this battle is one
that some organizations are losing, with more than

In today’s hotly contested market, organizations are
losing talent in a matter of minutes rather than days
and weeks. Thus, savvy organizations are looking for
new ways to retain their top-tier contingent workers
rather than losing them and having to waste time and
money re-recruiting, re-sourcing, and re-onboarding
these positions. In 2020, leading companies looking
for an edge will be working with their analytics
partners and VMS to marry their “open rolls” with
their active workforce, gaining one-click visibility into

In this landscape, many organizations are turning to
contingent workers to help increase talent quality
generates $150 billion in annual revenue.(3) But
often, they’re not using contingent labor in a strategic
fashion, with less than 10% having established
processes to manage and develop alternative
workforce sources.(4)

tapping into other relevant information that can help
them make these hiring decisions, such as worker
pay rates and quality scores. Proactively working to
strategically redeploy workers has a host of potential

In contrast, many leading companies are proactively
optimizing their workforces and minimizing risk by
implementing new tactics and strategies, partnering
with a Managed Services Provider (MSP), and
leveraging a cutting-edge Vendor Management
System (VMS). To help ensure you’re one of these
organizations, PRO Unlimited has compiled a list of
2020’s key workforce management trends based on
our 30 years of experience working with Fortune 1000
companies.

HR Strategy & Planning Excellence presented by HR.com

March 2020

Cost Savings: Since suppliers don’t have
to re-recruit, it’s often possible to negotiate
extension savings. Redeploying self-sourced
workers provides another cost-savings outlet.
Greater Talent Level: Visibility into the current
manager’s quality scores for a worker helps
ensure high talent quality.
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importance of non-employee resources, but are
also increasingly seeing the need for guidance for

Better Culture Fit: Unlike with new candidates,
the organization already has a feel for how these
workers interact with the team.
Faster Time to Fill: Since redeployed workers
often don’t need to go through onboarding and

laws — 49% say they’re unsure how to design the
organization to be faster and more responsive.(7)
As a result, companies are looking to MSPs to
apply their expertise in a consultative manner. The
expectations for an MSP are no longer to simply
execute transactional sourcing tasks. In 2020 and
beyond, more organizations around the world will be
relying on MSPs to not only skillfully oversee their
contingent workforce management programs, but
also to proactively drive forward-thinking strategy
that can ensure success for years to come.

2. Users gain Untethered access to VMs
Platforms from any device or system
The average employee switches between 35 jobcritical applications more than 1,000 times every day
(5) — while using at least two devices. (6) Is it any
for many contingent workforce managers? But what
if these managers could gain untethered access
to their VMS, enabling them to communicate with
it from the device or system of their choosing —
even without logging in? While leading-edge VMS
platforms have gone omnichannel in recent years,
in 2020 they’ll go “omnisystem,” with integrations

To that end, organizations will be looking for
MSPs with which they can build true partnerships.
These MSP teams will need relevant experience
as former auditors, human resource professionals,

communication via text, email, instant messaging or
whatever system the user pleases.

anticipate future events and proactively implement
high-impact strategies.

Imagine this scenario: You’re settling in for a twohour department meeting when your team leader
turns to you and says he just got budget approval
for the extra headcount you requested. Instead of
wasting precious hours waiting for the meeting to
end, you grab your phone and send a text to your
VMS asking it to create a request for a new software
engineer in your city. Within seconds, you receive
a reply from the VMS chatbot with a few questions

In 2020, simply delivering on a standard set of
contingent management goals is no longer enough
for leading organizations. Instead, expect the role of
top-tier MSPs to expand to include identifying and
client’s unique needs.

4. direct sourcing increases as Companies
Leverage their Brands to expand talent
Pools
According to a recent study, 84% of workforce
management stakeholders expect direct sourcing
(a.k.a. self-sourcing) will increase or stay the same
over the next two years. (8) Direct sourcing, which

initiated and you should start receiving candidates
within a few days.
For managers frustrated by having to log in and out
of multiple systems during the workday, it’s easy
to see how this “omnisystem” access would be
appealing, and that’s why you can expect to see the
untethering of the VMS in 2020.

requests, helps organizations increase cost savings,

3. the role of the MsP evolves and
expands

build up their private talent pools. To overcome this
challenge, companies with strong name recognition
are increasingly leveraging “brand sourcing,” a
trend you can expect to accelerate. In a nutshell,

As the gig economy continues to mature, the role
of the MSP is changing. HR leaders recognize the

HR Strategy & Planning Excellence presented by HR.com
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tracking of both upstream and downstream progress,
such as invoicing, billing and headcount.

brand sourcing is the use of a company’s website
and social presence to expand its talent pool. For
example, the “Careers” section of an organization’s
website could invite visitors to “passively” apply
for future contingent job opportunities. Another
approach would entail offering social followers the

tapping a partner, such as an MSP that’s integrated
with the VMS, to help them set up processes to
capture SOW spend, ensure adoption, and leverage
workforce datasets to provide critical insights. By
taking this approach in 2020, organizations will
help ensure they make the smartest decisions
about SOW sourcing — and then effectively manage
these projects.

These candidates could then be vetted and invited to
join the company’s private talent network. Ideally, this
process involves an experienced MSP, client input
and involvement, and a powerful VMS.
By combining brand sourcing with invitations to
alumni, retirees, silver medalists and referrals, leading
organizations will take a big step in 2020 on the
journey to optimizing direct sourcing.

Conclusion
It’s an exciting time in contingent workforce
management, but the speed of change can be
overwhelming. This article is designed to provide
food for thought as you undertake strategy
discussions for 2020 and beyond. To further
optimize this workforce, consider enlisting an expert
that offers a joint MSP/VMS solution and a deep
knowledge of the space.

5. evolving approach to soW drives
greater Compliance
Organizations spend roughly $500 billion per year
globally on Statement of Work (SOW) projects,
including about $250 billion in the United States
and $140 billion in Europe. (9) Given this massive
expenditure, gaining visibility into this spend is
increasingly becoming a priority.

Notes
Conference Board, “Business Leaders Start 2020 with
Lingering Concerns About Talent Shortages & Recession Risk”

The problem has been that some companies are still
using the same ERP and HRM systems to source

“Solving the talent shortage: Build, buy, borrow, and bridge”
Deloitte, “The alternative workforce: It’s now mainstream”

these systems are integral to procuring certain items,

PEGA, “Demystifying the Desktop”
Emergence, “The Rise of the Deskless Workforce”

tracking and management, particularly “downstream”
in the process. Common limitations include:

Gartner, “Top 5 Priorities for HR Leaders in 2020”
SIA, “Workforce Solutions Buyers Survey: Trends in
Management Strategies and Priorities”

No mechanism for time entry and
engagement approval
Limited project progress visibility
A lack of data to drive workforce insights

SIA, “The Global Gig Economy”

Dustin Burgess is the SVP - Strategy,
Analytics, & Metrics at PRO Unlimited

creating a disjointed experience
Reporting is basic, limited and not intuitive
In 2020, leading organizations will change this
paradigm, driving greater visibility and compliance by

Would you like to comment?

systems and into their VMS. This allows for better
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how to successfully
incorporate Contingent
Workers on to Your team
five key foundations
By Mark Teitell

C

ontractors, consultants,
freelancers and other
non-permanent staff have been a
growing part of many companies'
talent equation for years. But
as companies grapple with
coronavirus (and prepare for its
aftermath), these “contingent”
workers will likely play an even
bigger role in how companies
operate.
For people leaders, this implies
myriad challenges that span
recruiting, contracting, training,
compensation, and performance
management. But here’s the
biggest concern: your customers,
partners, and existing staff don’t
care whether someone has
employee or contractor status.
They have the same expectations
for how someone representing
your company will serve and
support them. That’s why your
goal, of course, should be to
make an individual’s employee vs.
contractor status invisible and
irrelevant to those being served.

In many ways, how you
onboard, acculturate and enable
contingent workers shouldn’t look
vastly different from how you do
this for employees…except you

HR Strategy & Planning Excellence presented by HR.com
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should strive to do these things
even faster and more powerfully.
Contingent workers often start
with a strike or two against
them when it comes to truly
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Foster trust-based
relationships among
teammates, regardless of
employee vs. contractor
status. This means including
contactors in normal team
coordination cadences and
events, as well as setting
expectations with permanent
team members that these
relationships matter.

assimilating with your existing
team and being as effective as
they can be, but they want to be
treated as part of the team and
will provide their best work if they
receive that treatment.

cultivate if you want to get the
highest ROI from your use of
contingent workers.
Double down on ensuring they
understand your company’s
guiding beliefs and purpose
and can relate their own role
to them. This should also

as companies
grapple with
coronavirus (and
prepare for its
aftermath), the
“contingent”
workers will likely
play an even
bigger role in how
companies
operate.

select during the recruiting
process. Just as you do for
employees, seek people who
money in what they do.
Take extra care in linking
their role to the company’s
goals, KPIs, and execution
roadmap. This is also a reason
to reinforce the skillset and
mindset of managers who
lead contingent workers,
enabling them to be effective
translators of company
strategies into individual
action plans.
Think carefully about, then act
on, how they will best absorb
like with employees, culture
for contingent workers is not
about reading a plaque on
the wall, but rather what they
see being recognized and
rewarded, and modeled and/
or tolerated by management.
Actions speak louder
than words.

Don’t exclude them from
Learning and Development.
Of course, invest in L&D
selectively based on the
breadth and expected
longevity of their role. But do
consider this. The workforce
is now comprised primarily
of a generation (Millennials)
who are not afraid to leave
for another opportunity. So,
who’s to say the “permanent”
employee will be around
longer than the “temporary”
contractor?

these contingent workers are part
of your company, whether it is
a temporary or permanent part
of your delivery. So, throughout
contracting with them, and
having them play their part in
your company’s endeavors – use
maximize your investment in your
contingent workforce.

Mark Teitell is a Partner at The
Trium Group. He is a consultant,
leadership development adviser and
executive coach who’s walked in
his clients’ footsteps. Over the past
25 years, he was CEO of UltraViolet
(a joint venture among Hollywood
studios, tech leaders and retailers);
advised C-level leaders of tech,
telecoms and media companies (as
a McKinsey consultant and Oliver
Wyman partner); and rose through
marketing and business development
in large corporations and VC-backed
start-ups. He helps senior leaders
get clear and aligned on strategy
and then powerfully translate that
into how they transform and run
their business. And, he helps them
cultivate personal clarity of purpose
and self-mastery to be the best
leaders they can be.

Would you like to comment?

John Lennon famously said, “Life
is what happens while you’re
making other plans.” By analogy,
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the role of hr
in Crisis Management
how can hr help business leaders and employees
react in the short term and remain for the long term
By Dave Ulrich

N

HR’s role in a crisis is ever more critical because

o one alive has experienced a global crisis like
the Coronavirus and its unprecedented impact
on personal and professional lives. Personal and
family health will always have priority. We all mourn
with those that mourn and we take care of our
loved ones.

lingering memories.
Recently, many thoughtful posts offer helpful tactical
tips for delivering essential services (how to work
remotely, manage personal health, and so forth). In
addition to these helpful tips, HR plays a critical
strategic role in coping with disruption.

However, with a global time out -- caused by travel
restrictions, social distancing, closed restaurants
and stores, and looming recession -- business
implications are also profound. Personal well-being
is often shaped by the organizations where
we live and work. Many industries (e.g., travel,
entertainment, consumer goods, advisory services)
are more directly affected, but all organizations have
to adapt to this crisis.

In our research and experience, we found that HR’s
greatest contribution to business and personal
success comes from navigating paradox. Paradox
means continually balancing two extremes, not
merely managing to one agenda. Let me suggest how
to navigate three of the most demanding paradoxes
that arise in this crisis. By navigating these (and
other) paradoxes, HR professionals help business
leaders and employees react in the short term and
remain for the long term.

In the face of dramatic contextual jolts, HR
deliverables of talent, leadership, and organization
become even more pivotal. For talent (workforce,
employees, people), HR provides psychological
safety in the face of uncertainty, positive and
empathic work experiences, and increased employee
sentiment through believe (meaning and purpose),
become (learn and grow) and belong (sense of
community). HR helps leaders make bold decisions,

Care for the individual and attend to the
organization.
Employees are the heart of any organization and HR’s
opportunity is to help both business and HR leaders
be caregivers to all employees. Caregiving is not
about creating dependency, but about ensuring that
employees feel cared for, supported, and nurtured. I
am proud to be a caregiver to my 92-year-old mother

behaviors that employees should follow. HR also
helps organizations enact and live espoused values,
institutionalize the “right” culture, and reinvent
business models to create the future.

HR Strategy & Planning Excellence presented by HR.com
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many are responsible for employee well-being, the
employee being ultimately accountable, but line
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for actions taken. In organizations “student” and be
replaced by “customer and investor” success. HR
helps ensure that triage actions now will create a
workplace that succeeds in the marketplace.

managers as owners and HR professionals as
architects care for the employees.
But, at the same time, HR must attend to the
organization setting to ensure the right culture
and capabilities, to be an organization architect
(again with line managers as owners). Navigating
individual needs with organization requirements
balances what is right for the both the employee
and the organization. When employee decisions are
made or actions taken, business and HR leaders

Make decisions alone and enable others
to Become decision Makers
underlying values. As an analogue, we often swear
in our native language. One leader recently implied:
This is a crisis, I will be in charge, make decisions,
then broadcast decisions to others. He is right, and
wrong. Navigating between a command and control
versus coach and collaborate decision model does
not have to be either/or. Navigating top/down and
bottom/up decision making may be done by simply
asking others “What do you think?” In one case, a
company had to cut quickly cut 20% of labor costs

organization values. In the middle of this crisis, an
executive team asked themselves, “What do we
want to be known for by all of our stakeholders
as we respond to the present crisis?” They listed
nurturing). Then they were asked to review their
organization’s core values that they had spent much
time crafting. They found that their quick top of

alternative options: [1] reduce headcount 20% or [2]
everyone takes a 20% reduction in pay for a period.
Instead of just deciding, she asked others which of
these two options they would select. Taking others’
responses into account, she then made the decision.
Others felt heard (participative management) even if
their desired solution was not adopted. HR can also
help clarify decision processes: What is the decision
to be made? Who will make it? When will it be made?
And who will be accountable to follow through? By
clarifying decision processes, HR ensures decisions
that enable others.

they espoused (e.g., innovation, collaboration,
accountability), so they tweaked their desired
They recognized the importance of caring for
employees while simultaneously attending to their
organizational values.

do triage now and Plan for What’s next
Triage requires reacting urgently and boldly to
sudden, often unexpected, events (close a business,
work from home, employee illness, cost-cutting). With
inevitable triage, business and HR leaders can help
make sure that what has to get done gets done. At
the same time, HR should continually plan for what’s
next by envisioning a future and folding today’s
decisions into tomorrow’s aspirations. HR enables
planful triage by constantly showing how actions
today will be interpreted in the future and by turning
future visions and strategies into daily actions. At a
university where students were suddenly prohibited
from attending class and faculty had to learn to
deliver on-line courses, a number of triage actions
occurred (e.g., training faculty to do online courses,
changing building hours, upgrading technology),
but at the same time, the university commitment to
“student success” was always the overriding criterion

HR Strategy & Planning Excellence presented by HR.com
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Many other paradoxes become even more pivotal in
the midst of a crisis, including:
Reducing cost AND creating revenue growth
Using quantitative statistics and rigorous
analytics AND relying on qualitative insights and
thoughtful observations
Being resilient to overcome failure AND
celebrating success to create hope
Learning from the past AND creating the future
Recognizing complexity AND delivering simplicity
Building technology and digital systems AND
trusting people-centric solutions
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Serving customers outside AND caring for
employees inside
Encouraging divergence (valuing diversity and
differences) AND forging convergence (focusing
on inclusion and unity)
Add your own

At the RBL Group, we are poised to help you deliver
value by recognizing and navigating these paradoxes.
Let us know if we can help.

Dave Ulrich is the Rensis Likert
Professor of Business at the Ross
School, University of Michigan and a
partner at the RBL Group. He has helped
generate award-winning databases that
assess alignment between external
business conditions, strategies,
organization capabilities, HR practices,
HR competencies, and customer and
investor results.

In a crisis, it is tempting to “manage” (do one
or the other) rather than “navigate” (do both
simultaneously) these paradoxes. Of course, HR
should continue to provide “tip-sheets” for essential
services. But in this (and other) crisis, HR adds
even more value by delving into the challenges of
navigating these paradoxes. By so doing, HR helps
business leaders deliver talent, organization, and
leadership so that all stakeholders (employees,
customers, investors, communities) live beyond

Would you like to comment?

professionals will live up to these opportunities.
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the hidden elements
of hiring during
Uncertain times
the current crisis will accelerate
the new world of freelancing
By Adrian Gostick and Chester Elton

A

s the Coronavirus spreads
and layoffs increase, there
are some organizations that are
still hiring. We live on separate
coasts, but there are “Help
Wanted” signs up at both of
our local grocery stores. On
a much larger scale, Amazon
has committed to bringing an
additional 100,000 people into
its workforce, and hundreds of
tech companies are looking for
new people.
Many of the new positions will
be contingent, or non-permanent
1099 workers. Understanding that
the precarity of their positions
may cause apprehension, there
are a few things leaders can do
to bring in the right people in the
right way and help them onboard
quickly and effectively.

Utilize technology
There’s no very little need to
bring people in for interviews
anymore, what with Zoom, Skype,

Facetime and other face-to-face
platforms. Noting how quickly
and professionally applicants
respond to your emails or calls
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is going to show you how they’ll
interact with your team on a daily
basis. Spend a few minutes to
also check out their LinkedIn,
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Facebook, and Instagram feeds
to get a better feel for the kind of
person they are.

get the fit right
We’ll all be able to be a little
more selective in our hires as the

expected to make. Highlight
your values and mission and
how those grand ideals are
incorporated into the day-to-day
work you do in your team.

your team or organizational
culture for potential hires and
ask questions that will help you

simple
expressions of
gratitude can be a
huge motivation
and productivity
booster for
gig workers,
especially
during tough
times.

if “teamwork” is a core value
for you, ask them about a team
they’ve worked within in the
past, how they’ve handled tough
personalities around them (get
contribute in a team environment.

ask Why Questions
In this process of aligning gig
workers with your culture, it’s
important to ask candidates
why questions. Your candidate
probably has a well-rehearsed
situation they overcame, and
they are going to sound like a
champion from Greek mythology.
So ask why and what? For
instance, “Why did you take that
direction over another?” “What
would have happened if you’d
gone the other way?” “Why did
your value system make you
make that choice?”

Provide Context
The employee experience still
matters to contingent workers.
One of the most powerful ways
to help people feel a sense of
connection from Day One is
to help them understand the
importance of the work the
organization does and the

A key to speeding productivity
is to help gig workers build solid
relationships with colleagues,
no matter how long they’ll all be
together. This isn’t about building
friendships as much as it is about
providing a network of people
they can turn to for answers to
important work-related questions.

through gratitude requires little
more than a spirit of generosity
on the part of a leader.
This current crisis is going to
accelerate the new world of
freelancing, and will provide
opportunities for organizations
to bring in talent faster and make
use of their talents in unique
ways. It’s also going to give
us leaders the opportunity to
develop new skills in motivating
people in a quicker manner than
ever before.

Adrian Gostick and Chester Elton
are the New York Times bestselling
authors of Leading with Gratitude,
The Carrot Principle and All In. They
own the global training company
The Culture Works and work with
organizations around the world to
address employee engagement
issues.

Would you like to comment?

Be grateful
We can have a tendency with gig
employees to feel “I’m paying
them for their efforts” so why
should they need my praise.
Our research shows that simple
expressions of gratitude can be a
huge motivation and productivity
booster for gig workers, especially
during tough times. Gratitude can
transform dull jobs into ones with
meaning. And a lift of motivation
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The State of the Free Agent
Nation and Contingent
Workforce 2020
Leverage new work arrangements to
boost agility and productivity

I

n recent years, many organizations have tapped
into the contingent workforce, but the future of such
work arrangements is uncertain.
Organizations want to know, “How important will the
contingent workforce be over the long-term?” and,
effectively source contingent workers?”
To gain a better understanding about how organizations acquire and manage the contingent workforce,
we ran a survey from October 2019 to January 2020.
Highlights from the survey:
Finding #1: The contingent workforce is widespread,
with the vast majority of organizations using contingent workers for some portion of their workforce.
Ninety-one percent of organizations use contingent
workers. In 47% of organizations, contingent workers
are “power users” of such employees, with 22% of
50% of their workforces. Roughly half expect the size
of their contingent workforce to increase over the
next three years.

Finding #2: Cost and quality are the most
important criteria organizations consider when
choosing a source that provides access to
contingent workers.
Companies use contingent workers for a variety

source based on rates and fees (59%). Nearly as
many select based on quality of personnel (57%).
Whereas, the third most widely cited selection
criterion is industry specialization (45%), followed by
ease of use (40%).

Finding #3: Organizations struggle most with
engagement and communication when it comes
to managing contingent employees.

Nearly half (47%) of the respondents say a top
challenge is “ensuring they (contingent employees)
are engaged.” In addition, HR professionals cite
workers (39%) as a main challenge. Hiring is also a

State of the Industry Research
Research Report Summary
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Survey Question: What are four key challenges associated with
managing contingent workers? (select up to four)

Ensuring they are engaged

47%

Managing performance

40%

Communicating well

39%

Making sure they are a cultural fit

37%

Training and onboarding

32%

Failing to find enough
required skill sets

27%

Not having long-term relationships
with other employees

22%

Legal exposure

22%

Acquiring workforce
data/information

17%

Not having long-term
relationships with clients

15%

Tracking hours

11%

Community

11%
7%

Other

To learn more about The State of the Free Agent
Nation and Contingent Workforce 2020 survey and
to get strategic outcomes and key takeaways from
this exclusive HR.com Research Institute research,
please read the complete report here:
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Why You Should
be Engaging the
Contingent Workforce

By David Secunda

A

cross industries, contingent workers are
helping savvy companies decrease costs, tap
into specialized talent, build their brand, and vet
talent for full-time positions. They are the secret
weapon of many organizations, yet many companies
underutilize or neglect this growing and job-hungry
segment of the workforce. If you haven’t effectively
tapped into this labor pool, you could be overlooking
substantial savings and a sharp competitive edge.
What is a Contingent Worker, exactly?
Contingent workers are typically hired in a temporary
or per-project capacity as part-time, seasonal, temp
or contract workers. When that project or season

is over, they are paid and the contract or term is
completed. A business hiring contingent workers
that come with full-time employment (e.g. health
insurance, sick/vacation time, etc.).
Contractors are legally working for themselves (or
their own business), so they are also responsible for
paying their own employer taxes. If they are hired
through a temp agency, the employer pays the temp
higher), and the worker remains an employee of the
temp agency.

State of the Industry Research
Article

aren’t some gig Workers Upset about Low Pay
Many people read the news and worry about the
baggage of hiring contingent workers. Is it fair to
for their labor? Aren’t Uber drivers on strike for
better pay? Isn’t California enacting legislation to
ensure this labor force can’t be exploited by big tech

It’s important to remember that the gig economy
is only a small segment of the broader contingent
workforce. There is a thriving and work-hungry
contingent sector that has chosen and is happy
contingent work. When engaging contingent workers
for your business, ensure you agree upon a clear
contract or working relationship before starting a
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the underlying skill needs with more precision. As an
intuitive example, imagine your construction business
choosing between a 40-hour general contractor or
hiring a skilled painter, plumber, electrician, and roofer
for 10 hours each. In that case, it would be an easy
singular components of the larger job.
It may not be as intuitive for your business, but if
across your organization, you will likely uncover many
of contingent labor. You know your business best,
but seeking out your most effective combination
of full-time, part time, and contractor labor will help
can set different pay rates for different skill levels,
further honing your cost savings.

from the relationship. Typically friction comes
from misaligned expectations regarding how many

You probably also have a growing list of laborintensive tasks you can’t seem to make time for.

available, and if there is a long term path forward.
Transparency and honesty on your part is always the
right choice.

to get those completed quickly at a reasonable
cost. Whether you’re struggling to reformat an Excel
spreadsheet, need a video edited, or just need a
temporary admin to plow through some paperwork,
there are thousands of skilled freelancers who are
just a few clicks away.

Even if you’ve never considered hiring temporary
workers or don’t think they apply to your business,
you may be surprised at the many ways they can
build your brand.

contingent workforce is their cost savings. Full-time
employees come with the additional overhead
substantial 18-25% addition to their hourly pay rate.
If you’d like to do some back-of-envelope math for
your organization, taxes typically add around 10% of
This savings is most realized when hiring temporary
or seasonal employees directly, as opposed to going
through a service.
tap into specialized talent
A full-time employee gives you weekly access to 40
hours of a single person’s skillset. In contrast, the
use of contingent labor enables you to subdivide

flex Labor to align with demand
to align with their current demand. If there are fewer
guests one night, some staff can be sent home early.
In anticipation of holidays and events, it’s common
continuously modulating labor to match demand.
Many businesses share these predictable swells
and lulls in labor requirements, but those with only
full-time employees waste hours during downtime
and put additional burden on their employees during
busy seasons, not to mention increased costs
of overtime.
Consider the cadence of your organization: are there
seasons or months the team is overloaded? Could
engaging an on-demand contractor help smooth out
bumps in the road? While you likely can’t match the
your labor pool can make a consequential impact.

State of the Industry Research
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source full-time employees
You can do as much skill testing, interviewing, and
vetting as you want before you hire a new employee,
but you’ll never know how successful that person
will be until they come on board. Contingent workers
give you a great opportunity to trial talent before
bringing them on in a full-time capacity. Testing in a
contract or temp role gives you an employee crystal
ball: see how they perform, how well they integrate
with your organization, and what challenges they
may have in a permanent position. The nature of the
contingent relationship also makes it much easier
(and cheaper) to part ways if things aren’t working
out as anticipated.
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Examine all of the ways your brand communicates
with the outside world. Your website, newsletter,
logo, uniforms, packaging, sales materials, and
job postings are all speaking on your behalf. Now
identify something that isn’t communicating the
right message or is detracting from the way you
freelancer or a temp employee to help you update it!
Improving your lowest quality assets on a monthly
or quarterly basis will decrease the need for a big,
expensive update later as well as ensure your brand
is delivering a consistent and cohesive message
across all touchpoints.
What’s next?
to engage contingent talent, but for your organization
to utilize this workforce at full capacity, you need to
understand how these workers are different from
your traditional employees, what they need to be
successful, and how to decide whether to use temp
resources related to sourcing, hiring, and retaining
contingent talent, check out https://workbright.com/
tips and tricks from my 20 years of experience
working in and managing contingent workers.

extend Your Brand
Another often overlooked utilization of contingent
workers is for brand building. There are many ways
identity or awareness: staff a trade show, manage
your social media, write posts for your blog, redesign
your website, update your logo, or create some welldesigned sales materials. The value of your brand
isn’t always as tangible on your bottom line, so many
organizations let their assets slowly gather dust and
pay a premium for an extensive rebrand years later.
Contingent workers are a great way to make sure
you’re performing continuous maintenance on your
brand persona, even if you don’t have a dedicated
resource in house.

David Secunda, Co-Founder and CEO of
WorkBright, is a passionate entrepreneur
and HR enthusiast who has been selected
to serve on numerous boards and host
speaking engagements across the country
for his expertise and forward-thinking
perspective on the changing face of
the HR industry. He started WorkBright
onboarding hundreds of employees at his
previous venture, Avid4 Adventure.
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By Shulagna Dasgupta

T

he mix of external vs. full-time talent will soon
rise to nearly 50 percent globally. The external
workforce isn’t just about “bandwidth.” It’s a source
of deep expertise. Hidden in this workforce are brand
ambassadors with crucial tribal knowledge. Yet the
way external talent operations are managed continue
to be tactical, reactive, and short sighted.

explore what’s out there. I didn’t have another job. I
was really, truly just going to explore.

Last November, I resigned after working for my
employer for 15 beautiful years. It had been a
fabulous ride across continents, roles, industries,
and memories to last me a lifetime. My relationship
with my employer was my identity and my support
system. I left because I’d reached the young
adulthood of my career and wanted to leave home to

It was a very interesting role, helping implement a
compelling new business strategy across a global
audience. I was bringing so many facets of my
resume to the table each day but more importantly
tribal knowledge that one develops only by being
part of the tribe that long. I was super grateful
that I was re-included, had income, and now even
interesting work.

I explored, but in a few months I realized it might
be a while before I found the perfect next thing. So
I returned to my previous employer, this time as
a contractor.
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Just one thing secretly pinched me a tiny bit. My title
went from Managing Director to Regular Contractor.
I did a little research into what a Regular Contractor
— RC — was, and what I found made me recalibrate
everything I had ever thought about contract work:
RCs were a key part of the workforce, engaged

They were seasoned, deep experts in their
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the external Workforce is
getting Larger, by Choice
Eightfold is building a version of our product to
help businesses attract and manage their external
workforces. I’ve been speaking with every type of
stakeholder there is in this ecosystem — workers,
talent supply agencies, managed service providers
(MSPs), vendor management systems (VMSs),
payroll providers, contingent industry analysts,
employment attorneys, and of-course enterprises
that engage an external workforce. Below are my

business spike.
alumni, clients, partners, past applicants, interns,
referrals, silver medalists and returnships. The
elegantly. I just hadn’t realized it.
Many of them chose to be RCs. Unlike my
accidental journey, most of these professionals
chose contract work. They thrive on contributing
to multiple businesses, learning from diverse
experiences, and owning their own schedules.
It was suddenly cool to be an RC, and part of the
“external” workforce. That workforce included deep
regulations, and the dream of leaving a legacy at
more businesses than my generation could ever
imagine.

In 2018 the external workforce was a little over 35
percent of the global workforce. Depending on which
data source you embrace, this number will be 50
percent anytime between 2021–2023. The more
interesting aspect is this growth is not driven by the
economy. This wave is driven by personal choice.
An increasing number of workers are choosing
alternative work arrangements to learn from diverse
growth is also not isolated to industrial workers or
ride-share drivers. It is just as steep among highly
skilled knowledge workers who are exercising the
right to choose the projects they want to work on.

State of the Industry Research
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That disrupts the myth that most people who
a full-time job. Perhaps that was true a decade
back when the composition of this workforce was
different, but not anymore.
Our lens towards the external workforce has a lot of
catching up to do.
a Collection of things,
Carelessly Lumped together
The external workforce has numerous names:
contingent, contractor, gig worker, consultant, crowd,
more. The list is long and the confusion is real.
of employment lawyers, the lines are blurred when
it comes to hiring and managing this workforce.
Traditionally, organizations have used an overly
and 2) all others, regardless of role or skill
complexity. The all-others bucket is far from being
homogenous. It ranges from skilled experts like data
scientists or researchers to simpler-skilled workers
like retail store employees or hospital support
staff, all engaged and managed by very marginally
differentiated processes, technology, policies, and
regulation.
The easiest analogy that comes to mind is a toolbox
that includes everything from an industrial chain
saw to a travel sewing kit. You need them all but
they’re so different that perhaps they’re best in
different toolboxes.

the shift from role titles to skills
The idea of contract work originated with more
tactical jobs. For decades, the key considerations for
these roles have been availability and affordability.
External workforce programs have traditionally rolled
up to procurement organizations that nurtured an
ecosystem of talent suppliers and focused primarily

a role title is universally amenable to just one
interpretation. For example, if I say “server” or “stock
room stacker,” you know what I’m talking about with
80–90 percent accuracy. But the composition of
the external workforce has changed dramatically to
include niche experts in almost every discipline. So
now if I say “customer success manager” or “digital
marketer,” you probably have a thousand questions
about the role, skills, success criteria, experience,
industry acumen, and so on.
Procurement functions are partnering with their
MSPs today to address this added complexity. They
are having hiring managers write up job descriptions
chosen one. But this screening process isn’t always
able to truly validate the required list of skills and
expertise. No one owns quality of hiring. No one’s
accountable to minimize rehiring due to poor quality.
No one’s keeping an eye on the overall skill graph of
the enterprise and how it needs to evolve — which
skill families need to be developed internally and
which ones should be incubated externally.
More CHROs are partnering with CPOs to plan and
manage the external workforce, but nearly not as
many as I would have hoped. This won’t be optional
much longer.

State of the Industry Research
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reset, reboot, and start from scratch
The current external workforce hiring process works
much like an assembly line. Requisition created,

of co-employment regulations) is huge. It could
mean at least a 40–60 percent drop in both hiring

resumes submitted, screening done, and hiring
complete. The same cycle is repeated. Individual
workers are forgotten when the job is complete.
Re-engagement is often not even a consideration
given co-employment regulations and the simplistic
business processes that govern the function today.

Until organizations make the transition toward
taking a holistic view of their total talent network
— internal and external, this reset button will keep
being pressed.

Instead of investing in the relationship, organizations
hit the reset button once a job is complete. They’re
wiping out a key part of their talent networks. They’re
forgetting about an expert, an employment-brand
ambassador, and potentially the holder of tribal
knowledge they will spend months building in the
future.
Organizations should nurture their external talent
network just the way they think about their potential
employee networks, especially if they belong to a
skill family that’s crucial to the company’s future. In
addition to preserving this expertise within the talent
network, the business case that can be delivered by
re-engaging contingent workers (within the guardrails

Co-employment: a Protective regulation
or a Bad excuse?
Through the weeks of roundtables and
conversations I’ve had on the topic of
co-employment, I have taken away just one thing:
there are a lot of shades of gray in there. The
regulations were designed to protect the rights of
the worker, and they continue to evolve to manage
the changing conditions of work and worker
engagement (with AB-5 the most current example).
There’s one consistent theme I see: Co-employment
has inadvertently increased the distance between
employers and workers. I understand why, and I
know it is viewed as necessary to protect both sides,
but it now comes at the expense of simple and
direct communication with the worker.
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The analogy that comes to mind is the game of
“telephone” (sometimes called “whispers”) we all
played as kids. Vital information about requirements

engagement will generate more intelligent referrals,
more diversity of thought, and faster re-engagement
when required.

to procurement to MSP to talent supply agency to
recruiter to worker and back. Imagine the potential
loss in translation. An employer or worker has a hard
time establishing a relationship.

Perhaps I have rose-colored glasses on. But I’m
wondering why so much hype and intelligence is
being applied to full-time employment (which is super
encouraging) and yet the other 50 percent of the
workforce isn’t even viewed as an asset to establish
and evolve over time. The tools and practices already
exist. It’s just a matter of shifting mindsets.

Back to RCs, which I started with, I can imagine a notso-distant future where RCs will proactively manage
their engagements across the top few brands in
their category. An average employee changes 11
jobs by the time they are 50 today. My hypothesis is
that the number will be much higher for the future
workforce with a larger proportion of RCs, and the
number of RC boomerangs through repeat contracts
All this will happen within the guardrails of the
regulations.
I’m not a lawyer, but I know there are shades of gray
in the co-employment landscape where employers
and workers can and should stay connected as part
of each other’s networks. The direct, well-intentioned

For CHROs reading this, I’d love to hear about your
external workforce strategies. Here’s a link for
contacting us at Eightfold.

Shulagna Dasgupta, formerly with Accenture,
is the General Manager for New Business at
Eightfold.
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Preparing a Coronavirus
Crisis Plan for employees
Crisis communication best practices
Interactive

By Edward Segal

I

Communicate often. Tell the staff exactly how this
crisis is affecting the company and what is being
done or will be done about it. Use all appropriate
methods to ensure as many employees are
contacted as quickly as possible — whether
it’s by email, intranet, text messages, social
media, or websites. Make it easy for staff to
quickly get answers to their questions, issues, or
concerns about what is happening now or could
happen next.
Be transparent. Post and distribute information,
updates, and key messages about the impact of
the virus on the organization.
Remember that the organization may be talking
to multiple audiences. Whatever employees are
told could be passed on by them to their friends,
families, colleagues outside of the company,
social media, and news organizations.
Assemble a team now. Waiting until the plan is
activated to appoint a response team means
valuable time will be lost that could otherwise be
spent getting information out about the situation.
Appoint back-ups for each member of the team in
case they cannot be reached. When activated, the
team should have access to accurate information
about the virus and its impact on the company.
Designate a team leader who commands
respect and knows how to manage, lead, and
communicate clearly and effectively. They should
be available 24 hours a day, seven days a week.
Deal with the details. Determine how and
where the team will work if or when it becomes

f you don’t have a plan for communicating with
employees about the rapidly unfolding coronavirus
crisis, you need one. Now. It is just a matter of time
until people start asking you how COVID-19 will
affect them and their company — if they haven’t
asked already.
Creating a plan is essential for communicating with
strategically. Writing a plan is not rocket science and
can be prepared quickly. If a company makes it a
top priority, they can have one in place within a few
hours.
But the plan will be useless without a solid
foundation to implement and support it. Which
is why, when you write and activate the plan, it is
important to keep these crisis communication best
practices in mind:
Don’t say or do anything that may add to the
anxiety, fear, or concerns of employees.
Get and share the facts. Follow the latest news
and developments about the virus and how it
affects the company and their workers. Cite
the source of the latest information, reports or
alerts, and don’t repeat rumors, speculation, or
questionable social media posts.
The virus crisis is making many people anxious.
Put yourself in the shoes of employees and
express empathy and understanding of what they
may be thinking or feeling.

people to self-quarantine.
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Preparing A Coronavirus Crisis Plan For Employees

Team. List the name, contact information, and
responsibilities of the leader and members of the
crisis communication team that will implement the
plan. Include backups if anyone is unavailable.

Your Crisis Communication Plan
The plan should include these key components:
Trigger. Specify and how the plan will be activated,
and who has the authority to set it in motion. Should
it go into effect right now to address the concerns
of employees, or is it best to hold off pending an

Access. How will the plan be accessed, and how
can people reach you, the team leader, or others at
the company?

etc,?

Copies. Who will receive a copy of the plan?

5 W’s and the H. Describe what you know about the
virus crisis, and how current the information is.

Big Picture. How does the plan mesh with a larger
crisis management plan for your organization. Of
course, if you did not have a crisis communication
plan when you began reading this article, you may
not have a crisis management plan either. You need
both to help guarantee the company is fully prepared
for when — not if — a crisis hits.

Who in the company is affected?
Where are they located?
When will you communicate with them?
What impact will the crisis have on the operations
and activities of the organization?
Why did you decide to communicate with
then now?
How do you want them to respond to what you
tell them?

You can access a customizable crisis management/
communication plan on my website at
GetCrisisReady.com. Go to the Customized Crisis
Plan page and enter this case-sensitive password
(don’t include the period): CrisisPlan2020. From there,

Priorities. List what must be done and in what order
to tell employees about the crisis.

blanks and customize and update it periodically.

Deadlines. Include the deadlines that must be met in
communicating with employees.

Crisis communication and management plans are
like insurance policies. No one wants to have to use
them, but will be glad to have them when the need
arises. The COVID-19 crisis is one of those times.

Messaging. List the three or four most important
messages that should be shared with the staff.
Distribution. Describe which communication tools
or channels you will use to send the information and
key messages.

Edward Segal is the former CEO of
the Greater Los Angeles REALTORS®
Association and a crisis management
expert and consultant.

Q&A. What questions will employees likely ask
about the virus crisis, and what will the company tell
them? Will a 24/7 hotline be established to answer
those questions?
Resources. List the internal or external resources that
will be needed to reach the staff.

Book

Would you like to comment?

Red Tape. What obstacles or challenges must be
dealt with in communicating with workers?
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Crisis Ready — 101 Ways to Prepare for
and Bounce Back from Disasters, Scandals, and Other Emergencies (Nicholas
Brealey/Hachette Distribution).
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is opposed to Virtual
Work despite the
Coronavirus Pandemic?
here’s your best shot for winning them over
By Kevin Sheridan

D

o you have “old school” Senior
Leaders who still refuse to
allow people to work from home
(WFH) in spite of the current
Coronavirus Pandemic? Believe it
or not, many people still do.
If so, is there a way to coach
them to “see the light?” Maybe, or
maybe not. But here’s your best
shot for winning them over.
As mentioned frequently in the
recent press, the clear evidence
of telecommuting is very
compelling. Step 1 is to educate
these managers on the serious
health risks of not doing so.
Dangerous health risks for the
employees, their coworkers, and
the entire Management Team.
Step 2 is showing managers
the statistical ROI-based proof
that working from home also

makes sense for both employer
and worker. For example, having
a good WFH policy is linked to
lower absenteeism and higher
engagement. A Gallup study
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proved that not only do virtual
employees work an average
of four hours longer per work
week than people who go to the
company site, but also that these
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Have A Manager Who Is Opposed To Virtual Work Despite The Coronavirus Pandemic?

workers are more engaged (37%
versus 33% engaged). The ability
to work from home can also be
a powerful way to attract top
talent, especially Millennials who
value autonomy and scheduling

the talent selection process. By
hiring only people they innately
trust from the get-go, managers
are able to start out on the right
foot with new hires, and support
their autonomy.

not surprising that 82 percent
of Fortune Magazine’s “100 Best
Companies to Work For” already
have virtual work policies.

Virtual managers who cannot let
go and continue to micro-manage,
annoyingly checking in or
checking up on their remote
employees, will damage trust at
their organization, and they have
no one to blame but themselves.
(Likely, these managers hover
over their team in the same
manner even when working on
site.)

Virtual managers
who cannot let
go and continue to
micro-manage,
annoyingly checking
in or checking up on
their remote
employees, will
damage trust at
their organization.

When old school managers learn
the facts about working from
home and they still can’t support
it, step 3 is to assess whether the
real issue is TRUST, especially
given the serious nature of
the Coronavirus.

managers don’t beat around
the bush when it comes to the
trust issue; they tackle it boldly
and directly by doing one simple
thing: They let go. Extraordinary
virtual managers know that in
order to let go and fully trust their
employees, they must be very
scrutinizing and careful during

In this situation, they should
themselves and consider whether
they have a trust issue or a hiring
and talent acquisition problem.
Simply put, managers are wary
of trusting employees for two
possible reasons:
The manager is paranoid
Employees evoke little reason
to be trusted.
In either case, the manager
is at fault. It’s quite possible
they hired the wrong people,
which shows an even deeper
problem. If managers cannot hire
the right people and trust them,
then maybe they are in the wrong
position. Such managers should
be re-cast into different roles that
do not have virtual direct reports
and/or hiring responsibilities.

Source: Gallup – 2019 State of the
American Workplace study

Career Press.

Kevin Sheridan is an internationallyrecognized Keynote Speaker, a New
York Times Best Selling Author,
and one of the most sought-after
voices in the world on the topic
of Employee Engagement. For
six years running, he has been
honored on Inc. Magazine’s top 100
Leadership Speakers in the world,
as well as Inc.’s top 100 experts on
Employee Engagement. He was
also honored to be named to The
Employee Engagement Award’s Top
Engagement of 2017 & 2018. Kevin’s
premier creation, PEER®, has
been consistently recognized as
a long-overdue, industry-changing
Building
a Magnetic Culture, made six of the
best seller lists including The New
York Times, Wall Street Journal,
and USA Today. He is also the
author of The Virtual Manager, which
explores how to most effectively
manage remote workers.

Would you like to comment?

Do the right thing! Let’s eradicate
the Coronavirus Pandemic!
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24 hr Metrics that Can
Make a difference in
Your Business today
numbers don’t lie. hr metrics give you key
insights on how your business is doing
By Diana Korza

organization’s goals and strategies (i.e. marketing,

What are hr Metrics?
How do you quantify the costs and impact of
employee programs and HR processes? By using HR
metrics. Employing human resource metrics in your
business is a great way to measure the progress
(or demise) of your HR actions. It can uncover your
business’ strengths as well as its vulnerabilities --giving you much-needed information on areas that
need focus, improvements, and capitalization. HR
metrics are priceless and most modern HR programs
can help you seamlessly integrate these into your
day to day HR functions.

and competition.
In short, metrics will help tell your business:
Where it has been
Where it is going
When your business has reached its target
When something is going wrong
Good HR metrics will:

Why hr Metrics are important?

Drive overall performance
Give direction to the business
Help managers make informed decisions
Product good internal and external relations
Evolve with the business

How well informed are you about your own business?
Whether your company is going to be successful
or not depends on how you develop and utilize the
effect of human resource metrics. A business, big
or small, has a lot of things going on. Unfortunately,
resources like time, money, and talent are

Don’t know which metric to use? We’ve compiled the
most common HR metrics that you can use in your
business today. Read on below!

resources on what’s more important. It also helps
drive improvements.

hr Metrics that track employee Performance and Productivity

Metrics vary from one company to another. Whatever
the analytics you are tracking, you must make
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How to calculate:

How to calculate:

of Employees

hr Metrics for small Businesses

2. Health Care Costs per Employee
To give you an idea of how much of your company’s
budget is going to your employees’ health
insurance costs.

7. Revenue per Employee
To determine how valuable your employees are to
your business. This metric will help you justify the
employment of your workers.

How to calculate:
care costs / Number of employees signed up for
health care

How to calculate:
number of employees

3. Average Time until Pay Increase or Promotion
To help you measure the average time it takes an
employee to receive a pay increase or promotion.

8. Employee Turnover
A perfect measure of how happy your employees in
working with you. This number can give you insights

How to calculate:
or promotion – hire date

How to calculate:

4. Scheduling Match
Perfect for shift-based businesses like restaurants
and retail shops, this metric can help you determine
whether or not the number of hours worked is in
line with the number of hours scheduled --- giving

Average number of employees
9. Job Satisfaction Rate
Like a customer satisfaction survey, the job
satisfaction rate can be determined using any kind of
scale. The secret here is to compare your employees’
progress against a baseline to see if satisfaction has
improved or not over a certain period.

How to calculate:

How to calculate:

Number of hours worked
5. Billable Hours per Employee
Perfect for businesses that bill out to the client (i.e.

10. Length of Service
This is another measure of employee happiness. A
good number means that your business is stable,
lower hiring costs (since you don’t have a lot of
employees to replace).

How to calculate:

How to calculate:

6. Cost of HR per Employee

date) ÷ 365

your HR team for activities like recruiting, onboarding,
and managing versus how many total employees
your business has.
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take time off more often. This makes absenteeism
a great HR metric to track employee health and
wellness. Normal absenteeism rates across
industries are at 2.5%.

All employees
16. Time to Productivity
Calculated as a time frame (days, weeks, or months).
This management metric determines how long it
takes a new hire to become 100% productive.

How to calculate:
workdays scheduled

How to calculate:
12. Overtime Percentage
Most businesses don’t want to pay overtime because
they are more expensive. More employees on

New hire start date

issues inside your company.
How to calculate:

17. Training ROI
This metric answers the question: “is our training
worth it?”

payroll

How to calculate:

13. Cost per Hire
One of the best HR metrics to determine how
much you are paying to recruit, hire, and onboard
new employees.

employee training / Value of increased performance
18. Training Spend per Employee
Determines how much you are spending training your
employees.

How to calculate:
How to calculate:
Number of new hires
divided by / Number of employees HR Metrics for
Hiring

hr Metrics for employee development
14. Innovation
This is measured in terms of the number and
quality of ideas. Innovation, as a metric, is a great
way to track progress if you have a team dedicated
to developing new products or better ways to do
business.

19. Employee Referral Program Success
For companies that use employee referral programs
when recruiting, this the metric to go.
How to calculate:
referrals / Number of open jobs

How to calculate:
20. New Hire Fail Rate
This determines how many employees leave after
getting hired. You can measure this based on a
certain time frame such as 120 days after hiring.

or process ideas / Total number of suggestions
15. Above Average Performance Management Ratio
Based on your performance review, this metric
measures how many people are performing at a
high level.

How to calculate:

How to calculate:
Above-average performance management ratio
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21. Ghost Rate
This HR metric measures the number of job
candidates who accepted the job offer but did not
show up to work. Ideally, your ghost rate should
be zero.

How to calculate:

Conclusion
Today, data is king. HR metrics provide valuable
insight into your business’ strengths, key areas to
focus, and weaknesses. Before deciding on what HR
metrics to use for your business, ask yourself these

hr metrics can help a
company focus its
resources on what’s more
important. it also helps
drive improvements.

What am I measuring?
What outcome do I want?
What number do I want?
And don’t forget these methodologies when setting
up your metrics:
1. Identify what HR functions directly align
with corporate strategy by assessing business
requirements.
2. Identify measurement areas. This is done by
aligning business goals with HR objectives and

How to calculate:

3. Get the raw data, calculate and translate. Greater
insight is achieved if you can segment the data
by different dimensions (such as demographics,
organization structure, functions, employment
levels etc).
4. Analyze the data, evaluate and report on
the metric.

22. Offer Acceptance Ratio
One of the simplest HR metrics that track how many
job candidates accepted the offer versus how many
rejected it.
How to calculate:
Total job offers extended

CakeHR can seamlessly integrate the metrics you’ve
chosen into your various HR processes.

23. Annual Recruiting Costs

Want to check how you are doing?

recruitment process --- cost-wise. Recruitment costs
also include the work hours of your HR team.

The app’s HR metrics dashboard displays all the
information you need so you can steer your business
towards the right direction anytime.

How to calculate:
the year (software + advertising + fees)

Diana Korza is a Sales Representative
at HR software company CakeHR by
Sage.

24. Time to Hire
For some companies, the recruitment process can
take too long. To save time and money, aim for a
recruitment process that takes 4-6 weeks or less.

Would you like to comment?
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Managing a newly
remote team?
tips to keep everyone productive and positive

By Nina Velasquez

A

s COVID-19 spreads globally,
managers across the world

implementing policies that require
their direct reports to work from
home. Company leaders around
the world have implemented
work-from-home policies amid

concerns surrounding the
coronavirus, causing many others
to follow suit and work remotely
to avoid spreading any illness to
colleagues, friends and family.

could present a few challenges
if not prepared for in advance.
Many of us are accustomed

For those who rely on close team
collaboration, working from home

direct verbal communications,
so in this time of isolation,

HR Strategy & Planning Excellence presented by HR.com

March 2020

43

environment, where ideas and

Submit Your Articles

Managing A Newly Remote Team?

managers must keep an open
dialogue on deliverables, and
make the necessary adjustments
to communication protocols and
virtual workspace tools to get the
job done.

Trello, Google Hangouts, Google
Drive and more for easy online

for those who
rely on close team
collaboration,
working from
home could
present a few
challenges if not
prepared for in
advance.

I’m part of a 50-person
communications agency that
practices both onsite and remote
teamwork where employees are
eligible to work remotely for an
unlimited amount of days, based
metrics every two months. Due
to COVID-19, we have all been
instructed to work remotely, but
due to our longstanding company
culture, this is something that we
are all well-equipped to do.

individual organization.

Err on the side of over-communicating with your team. To
maintain close collaboration
remotely, make sure you’re
proactively engaging with and
responding to your team in a
timely manner. Depending on
each team member’s role, mix
up your approach through team
emails with clear guidance,
one-on-one phone conversations
or video face-time to check in
with each person as necessary,
as well as group video chats for
team brainstorms or workshop
sessions.

Practice virtual leadership. Your
team relies on clear direction
and organization to get the
job done. Leverage remote
communications to showcase
your leadership practices that
your team has grown accustomed

Encourage productivity and
time management. Ask any
experienced freelancer or
solopreneur about how they
manage their time, and you’ll
quickly realize that their success
is tightly linked to increased

setting up virtual workspace and
collaboration tools like Slack,

faced with a lot of distractions
at home, but you can alleviate

If you’re a supervisor responsible
for managing an offsite team for
are meant to facilitate effective
communications and seamless
worked (and hasn’t worked) for
our teams. It should be assumed
and implementation of the
practices may or may not apply
to certain organizations based on
size, location, industry, and other
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any stress associated with the
home environment with simple
guidance to help your team
manage their time well. The key
is to provide suggestions for a
productive day, then give them
the space to practice effective
time management on their own.
what works best for them to meet
individual and team goals.
Study the larger competitive
set. Several major organizations
such as Google and Twitter
have advised select employees
to work from home. Other
organizations have implemented
new restrictions on work-related
travel. You can learn a lot about
effective practices for employee
communications and protocol by
studying your competitive set,
particularly larger competitors
that have a global footprint
and more experience having
navigated through similar issues
in the past.

Nina Velasquez is the EVP of Talent
Development at North 6th Agency.
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four Ways the Workplace
Will transform in 2020
and Beyond
Understanding the needs of an increasingly
diverse, dispersed workforce is crucial
By Nicole Alvino

I

In 2020, these forces will come to a head for business

f the past decade taught us anything, it’s that
the workforce is not immune to ongoing global
changes, whether across political, cultural or societal
landscapes. Almost unheard of a decade ago, many

Organizations will risk losing trust and transparency
with their workforce unless they embrace new
strategies, such as creating a single source of
truth for company communications, establishing
“truth ambassadors” and building mechanisms for
transparency and feedback.

desk or working from 9 to 5, and mobile devices and
social platforms are often how employees keep in
touch with their organization and each other.
From the rise in emerging technologies like AI and
automation, to evolving regulations around the
gig economy, we have seen a seismic shift in how
the workforce operates. How can we expect the
workplace to continue to transform in 2020 and
beyond?

the Battle against “fake news” in the
Workplace will Come to a head
In 2019, we saw the proliferation of “fake news”
spill out of the political sphere and make its way
into organizations. Companies are now battling new
against deep fakes, to “digital water coolers” running
rampant among employees, to the spread of social
and collaboration platforms that make it easy for
anyone to spread disinformation. And all the while,
employee engagement is becoming more critical,
as organizations must effectively engage and retain
employees to win the war for talent.

HR Strategy & Planning Excellence presented by HR.com

March 2020

46

Submit Your Articles

Four Ways The Workplace Will Transform In 2020 And Beyond

ethical Leadership will Make or Break the
Bottom Line

a multi-generational, multi-channel engagement
strategy in order to win employees’ mindshare
in 2020 and beyond. This type of approach must

Throughout 2019, a myriad of factors forced
companies to recognize the importance of ethical
leadership. From employee protests and walkouts
to GDPR and the data privacy troubles of companies
like Facebook, ethics has become the crux of both
employee satisfaction and business success.
Especially with forecasts predicting a potential
economic slowdown, in 2020 we will see the C-suite
grasp ethical practices as a competitive advantage,
revamping and restructuring corporate social
responsibility programs and efforts to demonstrate
their commitment. Ethical leadership will no longer
be an option, but an imperative that directly impacts
the bottom line, pushing companies to build ethics
into policies and practices, place a renewed focus
on company culture and seek ways to measure the
impact of their efforts.

businesses can deliver the right message to the right
demographic – and align and mobilize them.

insights from employee Communications
will deliver organizational intelligence
Communications and HR teams will adopt a
data-driven approach to employee engagement
and communications, one that focuses on
micro-moments and behavior instead of relying on
annual or even quarterly surveys. They will implement
quantitative methods that correlate effectiveness of
communications with business performance – from
reduction of safety incidents to delivering business
transformation to sales. This will allow leaders
to get a real-time pulse on their organization that
will be invaluable as they lead and transform their
organizations for the future.

With so many varied preferences,
behaviors and devices across
generations, organizations will need
to adopt a multi-generational, multichannel engagement
strategy in order to win employees’
mindshare in 2020 and beyond.

Younger generations with rising expectations
are reshaping the workforce, and in order for
organizations to survive and thrive amid this
evolution, HR leaders need to understand and
seize opportunities to better meet the needs of
an increasingly diverse, dispersed workforce.
Harnessing the right technology, resources and
strategies that help align employees – not hinder
productivity or create distractions – must be a
priority for HR in 2020 and beyond.

employee engagement strategies will
Center on the Multi-generational
Workforce

Nicole Alvino is co-founder and chief

We’ve all heard the talk of millennials and Gen Z
taking over the workplace, and organizations can no
longer ignore this seismic demographic shift when it
comes to the employee experience. Businesses today
are facing an employee engagement crisis, grappling
with more factors and distractions among employees
than ever before – from decreased attention spans
to the proliferation of chat tools, social platforms
and consumer-like technologies that have changed
how employees consume information. With so
many varied preferences, behaviors and devices
across generations, organizations will need to adopt
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to founding SocialChorus, she was the
founder and CEO of Dermalounge and
a pioneer in using new technologies
to engage and empower employees
before it was a Gartner Quadrant. Nicole
and corporate development at Enron
and Asurion.

Would you like to comment?
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are agile organization
Models the future?
By Norberts Erts

T

he agile organisation model offers a different
methodology to managing people and operations
from what we are used to seeing.
With well-known industry names such as Apple,
Philips and ING Bank operating successfully whilst
using agile techniques, other businesses are looking
to adopt the agile approach which means moving
away from managerial hierarchy (where decisions are
made from the top down) and no longer adhering to
strictly structured processes.
With huge changes affecting both internal and
external areas of an organisation, being agile requires
you to thrive on change and become stronger as a
result, giving your business a competitive advantage.

What does the agile organisation Model
Look Like?
Organisation Structure: This will shift from hierarchy
management structures to networks and teams
who work closer to the customer base, having more
control over decision making.
Teams and Projects:
together regularly, to networks or ‘squads’ which
are assembled quickly based on skill-sets and
dismantled quickly once projects are complete.

Management: Will no longer focus on just overseeing
people and ‘own’ their development, but will lead
projects and sponsor the right employees to support
project requirements.

Job Roles: Employees usually working under a job
description will move to working on projects that
make use of their skills, enabling staff to work on
multiple projects across different areas within the
business, offering diverse opportunities.

Rewards and Promotions: Rather than rewarding
employees based on their job level, continuous
service or experience, rewards will be based on
outcomes of tasks, reputation and sponsorship by
colleagues or leaders.
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Culture: Arguably the most important element in
ensuring the agile organisation is a success, the

to the stakeholder and business needs.

area and all functions within the business.
“Of failed Agile implementations, 63% of respondents
in one study blamed the clash between their
business’s culture and Agile’s business philosophy.”
– Rachel Burger, Capterra

organisation?
The agile organisation is quick to respond to changes
within the market by making fast decision cycles,
external factors and keeping on top of the fast
advancements of technology, enabling operations to
thrive in a turbulent environment of constant change.
If we look at ING Bank as an example, going agile has
provided the following
to their organisation
within a 15-month period:
Improved time to market
Boosted employee engagement
Reduced impediments and handovers
Improved Client experience
Increased productivity
Some Tips for Success
Successful agile models are said to consistently
exhibit these 5 trademarks:

constantly evolves | Credit: ING

“Agile projects are 28% more successful than
traditional projects.” – PWC

1. Shared purpose and vision to help people feel
personally and emotionally invested.
2. Network of empowered teams (cross-functional

ability needs stability
Although agility promotes open communication
be confused with unstable. Alongside being able to
adapt and show resilience, for an agile organisation
model to be a success, “companies must design
structures, governance arrangements, and processes
with a relatively unchanging set of core elements—a

their own solutions and deliver ‘exceptional results.’
3. Rapid decision and learning cycles to embrace
uncertainty in evolving environments.
4. Dynamic people model that ignites passion,
promoting a company culture that puts its people
at the center, engaging the workforce and creating
value.
5. Next-generation enabling technology, seamlessly
integrated into every aspect of the organisation,

HR Strategy & Planning Excellence presented by HR.com

March 2020

Wouter Aghina, Kirsten Weerda and Aaron De Smet,
Mckinsey & Company.
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technology

in summary

In order to support an agile organisation, your tech
needs to support the needs of improved productivity

Any organisation can become agile, but they need to
be clear about why they want to make the move to

following ways:

established. Once that is answered, organisations
how and when.

Team based performance management
Goal and objective sharing
Team/Network feedback
Assigning, managing and overseeing projects
Instant messaging service
Option to create and dismantle teams for
collaborations with ease
Transferable data

By re-designing your organization’s structure to
be more focused on teams and networks that are
responsive and utilize skills across functions whilst
creating new roles such as Leader, Sponsor and
Advisor, will ultimately have a positive impact on the
transformation of your business.
From what we can see, the agile design is becoming
the future go-to business operational model with
71% of organisations already said to be using
some form of agile approach. Therefore, if you are
looking to keep ahead of your competition, now is
the time to start developing and implementing these
agile practices.

What impact does agility have on hr?
HR is a crucial supporting function. Improving
marketing, continuous development, responsiveness
to change and collaborations can be a wasted effort
if there is a lack of agility in HR to back it up.
HR’s role is not to just simply execute and roll-out
agile controls and standards, but rather facilitate
and improve agility across the organisation by being

Do you own or work within an agile organization? We
would love to hear your views on the positives and
negatives of agile operations!

will impact the way jobs are designed, recruitment is
conducted, objectives and performance are managed,
and how people develop within the business and the
culture of the company.

Norberts Erts is the co-founder of
HR software company CakeHR, that
streamlines attendance, performance
and recruitment management for
customers worldwide. Keeping a
sharp eye on HR, marketing, business,

“How ready are you to attract, manage, and grow
people in a network, rather than a hierarchy? Are your
career models, performance management practices,
leadership models, and reward systems ready? Quite
possibly not, but 2018 is the time to start rethinking
them.” Josh Bersin, Bersin by Deloitte

connections between them.

HR regularly works to an annual or quarterly cycle
which would need to be changed to a more frequent
schedule, such as bi-weekly, to optimize processes
and look at results at the end of a cycle.

Would you like to comment?

The main objectives will be to look at ways to attract,
rather than hierarchy and promote an agile culture
across the board.
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PodCast

When Labor shortage
is a thing in the Past
Podcast with guest james sinclair on
labor shortage solutions
By Patty Fletcher and James Sinclair

E

You’re always talking about returnships,
alumni and boomerangs -- what are you
talking about?

ver wonder how we can make labor shortages a
thing of the past? Well, treating your employees

step in the right direction. So, how do you retain the
relationship with them?

People hear about alumni (i.e. Accenture alumni,
McKinsey alumni), but don’t really understand what
it means. Some people think it’s just essentially a

I asked my good friend James Sinclair to sit
down and share his thoughts about taking care
of former employees to solve the problem with
the labor shortage. He is an in-demand strategist
and speaker within the HR innovation and change

reminisce about the good old days. The reality is that
the leading organizations are recognizing they’re
spending a tremendous investment in recruiting.
And that spending is even more than what they’re
investing in keeping those people (ie. employee
experience, quality of life, training, learning). Then
they leave and they’re like, “well good luck then with
the rest of your life,” while the innovative companies
are asking, “why

of EnterpriseAlumni.
Here are some of the highlights of our conversation:
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Podcast: When Labor Shortage Is A Thing In The Past

wouldn’t we maintain a relationship?” The best
possible outcome is they leave, get new skills, go
to a new company, make new friends, get a new
perspective, get the diversity of opinion, and they’re
gonna bring that back to the company they once
worked for and execute that.

them through the careers website, what about
making that introduction?

I think that’s what we’re seeing - the market is
suddenly realizing this.

When I think about how it used to be, when someone
leaves to go move somewhere else, it feels like a
divorce; it’s like all ties are broken. Consider that
just part of another onboarding process where there
are no hurt feelings, the relationship just might look
different for a little time being.

We’re starting to see HR really take an intelligent kind
of perspective that we need to rethink everything
from step one.

When it comes to the money piece, what’s
hr’s role in that and are they movers in
this?

how do we even get in touch with these
alumni? how do we know if they’re gonna
take our call if we reach back out to them?
What does that look like in this new
world?

recognizing that. There are a lot of people who need
that business case of “show me the money” of where
the value is. So when someone chooses to come
back, not only is their time to productivity better, their
effectiveness is better because they’ve decided to,
with everything they know about your company, come
back and bring that in.

Your alumni is already self-congregating. Whether
that is going for beers and playing golf or in large
groups on LinkedIn. Your alumni want this, and if you
provide an easy path for them to come back or to
gain a meaningful experience with your organization,
they would want to.

There are the advocates out there. There’s the
spreading of our message, just more people out there
kind of preaching that we’re a great company. We
start to see that impact referrals. Instead of shipping
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It’s about saying “Hey, there should be a relationship
for life and maybe as part of that relationship you
might come back and work for us?” Maybe part of
that relationship is they refer someone; maybe part
of that relationship is we can help you learn or extend
the offer and we can provide you value.
I think that, as people move quickly through their
cycles of employment, you have to maintain that
investment for life.

You may also be an employee, a past employee, a
recruit, a vendor, a partner, or any of those things,
but you are a customer/advocate before you are
anything else. So I think that’s a really interesting
way of considering the conversation. Just because
you’re employed in the company, doesn’t change your
position to be able to drive business, do business, or
refer business.
What we see from companies is like washing your
hands after you go to the bathroom: you know the
value, you know you should absolutely do it, but not
everybody does it. Sometimes that is how alumni
is viewed. There is a lot of concern about whether
they’re gonna say something bad about you, so better
if they say it in your platform rather than publicly.
There are also issues of what moderation, controls,
and software do.
I think a good system shouldn’t be led by resources
but should be led by technology. Essentially the
resources can focus on strategy and execution and
value versus administration and Excel spreadsheets.

When i think about the alumni status
quo, obviously what you’re saying is
we need to disrupt how we believe that

-

ing them under our umbrella. Can you
talk a little bit more about what it means?
this is something totally different. What
are some companies doing things a
little differently to still keep people in
the family even when they’ve left the
company?
You did talk about technology, can you
talk a little bit about this whole concept.
is the employee experience part of the
alumni experience? does that fall under?
how do we use technology?
They’ve chosen to leave or we chose for them to

because modern companies who are reimagining the
employee experience are saying “Actually, we have
to look at every touchpoint and every value point we
can have.”
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everyone from an intern to a retiree, and every one of
those people is going to have a different experience
or different view of what a meaningful experience
means. So alumni 3.0 to us is creating contextual
meaningful valuable relationships with the people
and making sure each experience is slightly different.
You’re starting to see companies that actually think
that this is more than “Can I get more people to
recruit?” - this is a broader conversation. So it does
require HR to kind of get out of their own bubble a
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little bit and not think about their own performance,
They can get trapped with questions like: “How many
recruits am I going to get?”, “When am I going to get
them?”, and “How quickly?”.

Your current and ex-employees will be your biggest
advocates and brand builders for your organization!
Tune in to learn how to prepare for a constructive and
positive experience when your employees leave. You
can view the full podcast here.

The platform delivers for many of our customers
between 400 to 4,000 recruits a year, but there’s this
wider conversation of actually thinking about “What
is the value of delivering this meaningful experience?”
and “What is the value of making sure?”.

You have to move beyond that and this is
just right on! as we end this, i would love
some kind of pragmatic steps for the folks
watching and listening in, what’s a good
call to action when it comes to having
alumni be part of your whole talent strategy and practices?

HR.com LIVE!
podcast on Youtube to get updates on what’s new in
the HR Space!

First, this isn’t a drain on resources; this is part of
HR infrastructure to your company-wide infrastructure.
This is the last step of the employee experience, and
the goodbye step is no longer the goodbye; it’s “See
you later.”

hr.com Live!

you just have to start somewhere, and I think the value
Patty Fletcher
Chief Equity Advocate & HR Disrupter,
HR.com

is. It’s not on the organization to say, “This is what’s
important to you.”
Let success be the momentum of growth. Let success
in the project be the driver of growth. Either the product
does what it says on the tin and crushes it for you or it
doesn’t. What matters is being a good partner to them,
not just a good software solution.

James Sinclair
Co-Founder/CEO, EnterpriseAlumni

One thing that James talked about that really hit me is
that we’re starting to understand that we need to move
away from a mindset of cradle to grave. The average
CHRO is only in place for 18 to 36 months. People don’t
stay in companies. Rare are people who are here forever

Would you like to comment?

them for a short period of time. So the experience,
view from a start and end to a continuous process that
takes different forms. James just gave me 15,000
things to think about!
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