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Preface

The Institute for Human Resource Professionals
(IHRP) and Ministry of Manpower (MOM) jointly
commissioned Willis Towers Watson in 2019 to study
the impact of technology on the Human Resource (HR)
sector in Singapore, specifically on changes to jobs
and skills in the sector. The study focused on a three to
five year timeframe to analyse the impact in detail and
identify actions to help shape the future of the HR sector
in Singapore.

The study aimed to answer three key questions
— what technologies will impact HR in the future,
how jobs will change i.e. jobs and tasks that will be
displaced, those that will be augmented, and new
jobs and tasks that will emerge, and which skills will
be critical to perform these roles, particularly the
technology-related skills that HR professionals will
require to perform jobs of the future.

The study concluded that technology will disrupt
the current state of HR considerably and provide HR
the opportunity to deliver higher value to the business
by leading the strategic people agenda while improving
HR service delivery. In the subsequent chapters we will
explore the key technology trends impacting HR, and
the impact of these on the HR operating model, jobs
and skills.






1. Executive Summary

This report seeks to address the following:

“ Technology trends shaping the
Human Resource (HR) sector

Impact of technology on ways
of working in HR

2

Evolving HR operating model

Impact of technology on HR
tasks and jobs
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Impact of technology on future
skills for HR professionals

&

Expectations from HR in
the future

As the Fourth Industrial Revolution (4IR)
unfolds, the impact of technology on the way we work
will be unprecedented in scale, speed and scope.
Technologies such as artificial intelligence, robotics and
the Internet of Things will alter business models and
jobs in every industry.

Technology is already changing the way we
work through remote access, virtual meetings and online
collaboration tools. The recent business continuity
planning measures taken by organisations in response
to the COVID-19 outbreak have accelerated the use
of these mechanisms. The continued use of remote
working is driving a mindset shift as well as innovation
in areas of employee engagement, productivity, and
reconfiguration of workflows.
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With COVID-19 impacting business operations
and profitability, more organisations are beginning to
adopt technology to reinvent jobs and tasks, as well as
use a wider talent ecosystem to deliver work in a cost-
effective way. Jobs are also being redesigned to deliver
higher value-add to manage economic pressures,
demographic shifts and workforce expectations for
purposeful work.

In Singapore, these challenges are pronounced
due to an ageing population. Additionally, Singapore’s
multi-generational and diverse workforce has differing
levels of exposure to technology. As the country evolves
to stay competitive and reduce reliance on labour-
intensive work, businesses will also need to find effective
and sustainable ways to build workforce capabilities.
The unique, long-standing tripartite arrangement among
unions, employers and the Government further helps to
develop and promote initiatives that build future-ready
skills in the local workforce.

This presents a unique opportunity for the
HR function to redefine how work can and should be
done and play its part to address businesses’ evolving
workforce and skills needs.

Q




1. Executive Summary

Technology trends
shaping HR

Our research, which includes more than 60
interviews and 230 survey responses from business
leaders and HR professionals, as well as industry
scans across four countries [, has identified three key
technology trends at the heart of HR transformation.

Trend 1:
Advent of intelligent automation
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Service delivery and transaction processing
are increasingly being streamlined through intelligent
automation. Our survey found that intelligent
automation solutions will be amongst the top five
changes impacting HR in the next three vyears.

Intelligent automation covers a spectrum of
solutions: from Robotic Process Automation
(RPA), which allows for large scale error-
free processing of routine tasks, to Artificial
Intelligence (Al) and Machine Learning
(ML), which are automating complex
cognitive processes like CV screening.

Al is also increasingly being applied in the form of social
robotics (e.g. chatbots) for first-level query resolution.
The advent of intelligent automation enables HR to have
more bandwidth to focus on strategic activities such as
workforce analytics and building future capabilities.
This unlocks the potential of the workforce to improve
future performance and productivity.

Trend 2:
! Rising expectations of employees
for consumer-grade applications

There is an increasing demand for organisations
to provide consumer-grade employee experiences.

[11 The industry scan was conducted across US, UK, Sweden and Singapore.

Exposure to high quality consumer applications in
everyday lives has raised employees’ expectations of a
high quality and seamless experience as they navigate
the workplace. HR needs to design and deliver an
employee experience ecosystem with services and
tools that enhance engagement, productivity, and
positively impacts business outcomes.

Mobile applications are already widely
used to make performance management,
learning and development and onboarding
processes more personalised and seamless.

Going forward, HR professionals will need to embrace
innovative service delivery approaches and platforms
for employee engagement initiatives, such as peer-to-
peer recognition, collaboration platforms, interactive
applications and self-service models.

Trend 3:
Shift from basic data analytics

towards predictive analytics
and modelling

Data analytics is evolving at a
rapid pace due to the exponential growth
in data collection resulting from the
deployment of technology-enabled platforms.

In our survey, this emerged as the most important area
impacting HR in the next three years. Organisations
have access to large amounts of real-time data, as well
as increasingly sophisticated analytical capabilities. This
is driving the use of predictive analytics and modelling
as well as analysis of intangible metrics such as
organisation branding through analysis of social media,
talent sentiment analysis and organisational network
analysis. HR should find ways to effectively harness
this data to proactively mitigate talent risks, influence
business decisions and investments on workforce
capability building, performance and productivity to
enhance business outcomes.



The large amounts of sensitive employee
data being collected increases the importance of data
security, as well as governance mechanisms. As the
custodian of employee data, HR is being tasked to
evaluate ethical considerations behind employee data
collection and usage.

These three technology trends are enabled by
the prevalence of cloud-based platforms, which allow
secure storage of and remote access to large quantities
of data and applications. Such data is collected, stored,
processed and analysed in real time, enabled by better
internet connectivity and computational power.

Impact of technology trends
on ways of working in HR

As articulated in Willis Towers Watson’s (WTW)
global study with the World Economic Forum on “Shaping
People Strategies in the Fourth Industrial Revolution 2,
these technology trends will lead to a re-invention
of HR’s role in the future, to one that drives business
transformation and productivity. This will involve
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continuous investment to enhance jobs, encourage
continuous learning and reskilling, and strategic
workforce planning and workforce transformation using
advanced and predictive analytics. HR will redesign
jobs to enable companies to tap into more diverse talent
groups, including contingent workers, older workers
and those with special needs. Additionally, HR must
leverage technology across talent processes to better
reach out to a diverse workforce and deliver a more
personalised employee experience.

HR has to elevate its capabilities and value-add
through technology integration, for better data-driven
decision making. In particular, the ability to create
data linkages across talent and business metrics will
provide greater insights that support strategic workforce
planning, and objective approaches to identify and retain
the best talent for the organisation. This helps eliminate
other inherent biases and creates a diverse and skilled
workforce. Greater use of intelligent automation and
predictive analytics will also support data-driven talent
decisions and enable automated service delivery.

These key themes that will transform the way
HR will work in future are summarised in Figure 1.

Figure 1: Five key themes transforming the way HR will work in future

DRIVING BUSINESS TRANSFORMATION

AND PRODUCTIVITY

ELEVATING HR CAPABILITIES

ENHANCE JOBS AND EQUIP WORKFORCE BUILD CONSUMER DIGITALISE DRIVE DATA-BASED
DRIVE TRANSFORMATION WITH FUTURE SKILLS -GRADE EXPERIENCES HR DECISION MAKING
\ 4 \ y

A4

n

s

= Develop data architecture

= Rethink HR service

= Redesign jobs =  Curate learning content = Design talent journeys .
delivery model

= Derive people insights through

= Drive strategic e N
predictive analytics

workforce planning

= Deliver learning through = Deploy mobile-first
technology-enabled applications Integrate HR technology
platforms infrastructure

[2] HRA4.0: Shaping People Strategies in the Fourth Industrial Revolution, World Economic
Forum, 2019



1. Executive Summary

The key changes in Figure 1 are broad-based
i.e. they impact industries and organisations of different
sizes and stages of growth. The magnitude and pace
of change for each organisation depends on the
complexity of operations (size, number of countries that
the organisation operates in, etc.) and the maturity of its
HR function.

In organisations with mature HR functions, the
emphasis will be on reviewing the work architecture
(i.e. critical business processes and the constituent
jobs) to optimise human-machine combinations for
the business. This requires job redesign, creation of
new jobs with potentially higher skill requirements and
subsequent strategic workforce planning and reskilling
to close skill gaps.

Organisations with less mature HR functions
are also beginning to automate routine tasks (e.g.
through RPA) to enhance jobs and improve employee
experience. In addition, the HR team is expected to
improve the efficiency and effectiveness of HR services
(e.g. benefits administration) by using off-the-shelf
technology solutions.

The evolving HR
operating model

The technology forces described above have
far-reaching implications for the HR operating model
and the way HR departments are structured.

While all functional areas within the
operating model will evolve, specialised HR
functions — Centres of Excellence (COEs)
will see the greatest structural change.

Traditionally, COEs have tended to work within
their silos. This trend is changing with more COE
resources shifting to “go-to-market” type of roles or
operating as multi-skilled resources that can be pulled

into issue-based “taskforces” as needed.

In the future, COEs will focus on
developing increasingly personalised and
tech-enabled offerings in different functional
areas, while agile resource pools comprising
different HR specialisations will be deployed
to develop solutions for multi-dimensional
talent issues.

For example, addressing “productivity and
agility” will require a team with expertise in both job
redesign to augment job tasks and learning in order to
identify the required capabilities and training. Rewards
capabilities will be needed to develop the framework
to compensate the enhanced job accurately, and
organisation development expertise will be needed for
change management.

These teams will work more closely across
stakeholder groups both inside and outside HR to
design holistic solutions suited to technology-driven
deployment. They will need strong problem-solving
capabilities, ability to think from an employee’s
perspective and be skilled in multiple HR specialisations.



Impact of technology on HR
tasks and jobs

Using Willis Towers Watson’s Reinventing
Jobs methodology ¥, the study broke down jobs into
tasks to analyse the impact of technology on each task
hence identifying the extent to which each job defined
in the Skills Framework for HR ™ will be impacted
by technology. The impact ranged from tasks being
augmented to being fully replaced by automation.

This is in line with recent research related to
impact of automation — with a shift from whole job to
task automation .. The jobs were then categorised as
being impacted at a high, medium or low level based on
extent of automation, impact of technology on job scope
and impact of technology on skills. In addition, the
study also identified new tasks arising from technology
advancements. This analysis is summarised in
Figure 2 below.

Most of the 27 jobs that we analysed will see
significant changes to the tasks within each job, due to
the availability of technology-enabled solutions.

Figure 2: Impact of technology on 27 jobs
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Eight jobs will be impacted at a high level
due to technology. These jobs are at the Associate
and Executive levels. Many of their current tasks are
administrative in nature and therefore susceptible to
automation and potential displacement, with advances
in RPA, ML and social robotics. HR professionals in
these roles need to upskill to deliver higher value work,
in order to stay relevant in the future.

Another 16 jobs will experience a medium level
of impact. These jobs are at Manager and Head levels
and will be augmented by technology. These jobs will
require skills to apply high quality, technology-enabled
service delivery solutions and data analytics to support
more strategic functions, such as planning for and
building future capabilities and delivering better talent
experiences.

Finally, three jobs will experience low level of
impact. These are: Head of Talent Management, HRBP
and Manager of Organisation Development. These
jobs require few new technology-related skills and will
experience minimal automation of tasks. However, the
scope of the job will change to support the needs of
a wider talent ecosystem, deeper engagement with
the business to drive business transformation and
organisation change.

2 ke | @ | §F | &

Talent HR Business Employee Exp. Ops and Organisation Learning Talent Attraction
and Rewards Management Partner and Relations Technology Development (L) (TA)
(P&R) (TM) (HRBP) ((3=39)] (Ops & Tech) (0oD)

Executive /
Executive, P&R : Executive, EER : : :
0 A te, TM b Associate, Ops A te, L&OD A te, TA
Associate, P&R ssociate Associate, EER & Tech F ssociate ssociate

Head, L&OD

Head, Ops & Tech Executive, L&OD Head, TA
Head, P&R Manager, TM Manager, HRBP Head, EER Manager, Ops & ’ Manager, TA
Manager, P&R Executive, TM Manager, EER Tech ExacliveRA

Manager, Learning

Chief Human Resources Officer

Head, TM Head, HRBP Manager, OD

LOW

[3] Reinventing Jobs: A four-Step Approach for Applying Automation to Work, by Ravin [5] The Future of Employment, Carl Benedikt Frey and Michael A. Osborne, 2013

Jesuthasan and John Boudreau

[4] The Skills Framework for HR which covers 21 jobs across seven functional tracks is
the starting point for the jobs considered in this study. The 21 jobs were further broken
down and additional jobs were considered to study the impact on the 27 jobs across
the HR sector.



1. Executive Summary

For roles highly impacted by technology, the
study identified potential job adjacencies through an
analysis of skills overlaps and recent transition trends.
To transit into these roles, upskilling will be imperative.

Technology and key HR trends will also create
new opportunities in the form of new or emerging roles .
Some of these roles are highly specialised such as:

= HR Data Analyst
= Learning Designer
= Employee Onboarding Specialist

The role of HR Data Analyst is emerging as
organisations build their capabilities in this area. These
roles combine people analytics and data science
capabilities. In the long term, people analytics will be a
key skill required by all roles in HR rather than being a
dedicated role. The niche data science capability may
get consolidated into a specialised role / function across
the organisation. Similarly, roles such as Learning
Designer and Employee Onboarding Specialist are
expected to emerge to drive learning journeys and
employee experience design, as more emphasis is
placed on a customised employee experience and
continuous upskilling.

Other emerging roles are cross-functional in
nature, such as:

= People Strategist
= Head of Talent Enablement

Increasingly, cross functional roles will emerge
within the HR function to enhance employee experience
and deliver integrated and holistic solutions. The
People Strategist will partner with people managers
to ensure that all processes across the talent lifecycle
are in alignment with the organisation culture. The role
will also solve talent issues by using talent metrics to
drive effective business outcomes. The Head of Talent
Enablement will drive all aspects of talent strategy and
enablement, including seamless execution of talent
lifecycle processes, through use of technology. The role
will also shape the design and deliver of strategic talent
programmes. Additionally, the role will work closely with
the business to drive productivity and engagement of
the workforce and link these to business outcomes.

[6] Emerging jobs in HR have been identified based on the industry scan of 2 million

datapoints across US, UK, Singapore and Sweden.

Impact of technology
on future skills for
HR professionals

New skills are also required to carry out
these enhanced jobs. HR professionals need to adopt
a mindset of continuous learning, both to upskill
themselves and to drive skills upgrading across the
organisation. Cross-functional skills are increasingly
important as most HR solutions have adjacencies and
dependencies with others. This is also reflected in Josh
Bersin’s work on the “full-stack HR professional” .
Our research identified 8 critical cross-functional skills
applicable across all 27 HR jobs.

g Ability to adopt HR Technology will be

/ critical to enable the delivery of seamless talent
experiences and to raise the quality of employee
services. HR professionals will need skills in
People Analytics (e.g. predictive modelling)
to derive key insights, and use Data-Driven
Story Telling to make a business case for
talent related decisions.

‘ For HR to drive business transformation,

2A2 skils in Organisation Behaviour and
Change Management, Relationships and
Communication, and building an Agile
Mindset within the organisation will be critical
to influence behaviour and culture change.

Business and Financial Acumen and

a Progressive and Inclusive Workforce
Policy Implementation will be required for the
development of industry and business specific
talent strategies.

In addition to these cross-functional skills, future role-
specific skills will be discussed in Section 4 of this report.

[7]1 The Full-Stack HR Professional, by Josh Bersin, December, 2019



In conclusion

The HR sector in Singapore is in a unique
position today to grow its capabilities to drive business
transformation by:

01 Redesigning jobs to deliver higher
value and focusing on strategic
workforce planning

-
~

<

Driving ongoing upskilling and
reskilling of the workforce

Designing and delivering a high-quality
talent experience, to enable higher
performance and productivity outcomes

Embracing automation to enable a
greater focus on strategic functions,
while emphasising the “human”
elements of HR work

Leveraging analytics to provide
people insights as a strategic partner
to business

P
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This will allow HR in Singapore to positively
impact business outcomes both locally and across
the region.

To achieve the above, upskilling and reskilling
across the HR function is necessary. This requires
organisations to invest in HR, and for HR professionals
to take ownership of their professional development.

In the longer term beyond the next three years,
our study has identified five key ways in which the
expectations from HR will continue to evolve:

o= Technology improvements will continue to
’L)‘g present new opportunities for automation across
businesses. Some of these opportunities may
potentially lead to mass displacement of less

skilled employees. This development, together
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with increasing human-machine combinations,
makes constant organisation-wide re-skilling
and upskilling an imperative.

HR will need to address the ethical dilemma
between commercial benefits and the social
impact of automation decisions. Additionally,
HR will need to consider ethics in relation
to personal data and privacy. HR will be
expected to guide the leadership through their
strategic perspective and strong influencing
skills to balance conflicting interests on such
ethical decisions.

As businesses continue to drive efficiency and
productivity through use of an extended talent
ecosystem beyond traditional employees, HR
professionals need to be talent advocates within
their organisations. They need to ensure that
the right kind of rewards, health and wellness
programmes, learning opportunities and talent
experience are made available for all types
of workers.

As highly skilled talent increasingly seeks out
purpose-driven work, HR will need to ensure
that the organisation can attract, inspire and
retain such talent. HR will need to coach
business leaders to articulate the organisation’s
purpose and contribution to society. HR will
also need to guide the business to re-design
jobs and articulate how the work delivered by
people is meaningful, aligns with organisation’s
purpose and contributes to the society.

With increased prevalence of remote work and
the use of talents outside the organisation,
HR will also need to strengthen its role as
the custodian of the values that underpin the
culture of the organisation. HR professionals of
the future will play a key role in driving a culture
that aligns with business strategy, organisation
values and new ways of working.
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2. Methodology

How did we approach
the study?

A three-phase methodology utilising both
quantitative and qualitative data was used to study the
impact of technology on the jobs and skills in the Human
Resource (HR) sector in Singapore (see Figure 3).

Figure 3: Overview of the research methodology

The HR roles included in the scope of our research study
were referenced per the Skills Framework for HR ©,
developed in 2018 for existing HR jobs in Singapore.

In total, 27 jobs across seven HR functions were
analysed (see Figure 4) based on WTW’s Reinventing
Jobs approach. This approach is described in detail in
Phase 2.

Phase 1 - Landscape Review Phase 2 - Analysis and Insights

ﬁt&,ﬂ‘é

oMo
Surveys
ﬁa y Key Trends & Impact of Technology
Interviews
:, Impact & Skills Validation
L} . .
o0 00 Y - o = Analysis Sessions
-O-O..- ? S é_-J; ‘
e 0 o | |
e ...- P/\ N [ \E
isioning )
Workshops [ [ Impact on HR Operating Impact on
, P “Q Model & Functions Jobs & Tasks
/ Global
P Studies*
I'Eﬁ =1 ] 1+ 2
& o
Industry Scans 4 ¢ N Publications &

Emerging Skills, Jobs and Jobs Adjacencies

Presentation

Figure 4: Number of jobs covered in research study

1 CHRO

2 Operations and Technology

3 HR Business Partner

4 Talent Attraction

5 Talent Management

6 Employee Experience and Relations

7 Learning and Organisation Development

8 Performance and Rewards

[8] The Skills Framework for HR is a SkillsFuture initiative developed to promote skills
mastery and lifelong learning for Human Resource (HR) professionals in Singapore.
This was jointly developed by SkillsFuture Singapore (SSG), Workforce Singapore

(WSG), Ministry of Manpower (MOM), supported by the Institute for Human Resource
Professionals (IHRP).

1 job

3 jobs

2 jobs

4 jobs

4 jobs

4 jobs

5 jobs

4 jobs

were identified to analyse the impact of technology



2. Methodology

Phase 1:
Landscape review

The landscape review included interviews and
visioning workshops with business and HR leaders,
industry scans across four countries, reviews of global
research as well as external resources, and surveys
with business leaders and HR professionals.

LT'I_II' Interviews and visioning workshops

We conducted a series of workshops to
articulate the vision for the future of HR and explore
the trends in technology adoption in Singapore over the
next three years and beyond. Through the interviews,
we further explored the impact of technology on HR
functions, current challenges and future priorities in
technology adoption.

Engagements Stakeholders

1 5 Visioning workshops + Business leaders

(37 participants) * HR leaders

2 « Board members
* Business leaders
* HR leaders

30 one-on-one interviews

3 1 Future of HR workshop

(8 participants) 7 IRIR PR

Ml
E% Industry scans
==

In addition to Singapore, three other reference
countries, the US, UK and Sweden, were included
in the HR industry landscape scan. This scan was
conducted to provide insights on the potential evolution

[9] The Global Talent Competitiveness Index 2020 Global Talent in the Age of

Artificial Intelligence

[10] (World Economic Forum, Saudi Aramco, Unilever and Willis Towers Watson, 2019)

and future technology adoption for HR in Singapore.
These countries were selected as they had best-in-
class employment practices. In particular, the reference
countries ranked favourably in the Global Talent
Competitiveness Index 2020 €. We also identified
emerging trends in HR through analysis of over 2.5
million professional profiles, more than 180,000
job postings and 2.5 million job transitions across
Singapore and the reference countries. This combined
dataset was used to analyse emerging jobs, skills and
job adjacencies. These methodologies will be described
in Phase 2 of the study.

Q Insights from global studies

We referenced two global studies conducted by
Willis Towers Watson in 2019. The first, in partnership
with the World Economic Forum "%, examined how HR
is developing people strategies in the Fourth Industrial
Revolution. The findings from this study were used to
validate our key themes that impact the HR in Singapore
as well as specific emerging roles for HR in future. The
second, conducted in collaboration with the Society
for Human Resource Management "], explored the
changing role of the Chief People Officer. The outcomes
from this study were used to corroborate the impact of
technology and future expectations for the CHRO role
in Singapore.

Surveys

Two surveys were conducted to deep dive and
seek insights on the initial findings from the interviews
and visioning workshops. We asked more than 230
business leaders and HR professionals from Singapore
for their views on the type of technologies impacting
HR, their impact on HR functions, automation potential
of HR processes, as well as new skills required.

[11] (SHRM’s Executive Network, HR People + Strategy Report - The Future Chief People
Officer, 2019)



Phase 2:
Analysis and Insights

The analysis and insights phase included
three keys steps to ascertain the impact of technology
at a job level. Firstly, review of industry scans across
four countries to identify emerging jobs and skills in
HR, secondly, application of the Reinventing Jobs
methodology to assess the impact of technology on
HR jobs as well as developing the criteria for identifying
the level of impact of the jobs. Lastly, analysis of job
movements information and overlap of skills to identify
the job adjacencies within and outside HR.

WillisTowers Watson Li"I'l:l

Identifying emerging jobs and skills in HR

To identify emerging jobs in HR not captured in the
current Skills Framework for HR, we analysed HR
profiles from professional networking sites in Singapore
and the reference countries (described in the Industry
Scans in Phase 1), as well as HR job postings in these
countries in the last six months. We identified eight
such jobs through this process. Figure 5 below describes
the approach in detail.

For emerging skills, we analysed a database of 2.5
million HR professional profiles from Singapore and
the reference countries, to identify skills that have only
appeared in profiles within the last six months. This
approach is explained in the Figure 6 below.

Figure 5: Methodology for identifying emerging jobs

2.5 MILLION PROFESSIONAL
PROFILES

Web crawling of professional networking sites to
identify all individuals in HR industry / roles
based on role taxonomy.

A A 02

01 ™ N

ROLE TAXONOMY

Tasks and skills from the HR Skills
Framework used to identify similar
roles in the HR profession.

03 *

SKILLS ANALYSIS*

Skill analysed to identify new / different roles with
skills not covered in Skills Framework for HR

EMERGING ROLE ANALYSIS

Information verified with 180,000 job postings (within
last 6 months) to identify emerging roles that are
in demand recently

Note: *Skill Analysis done for industry related

knowledge, soft skills and technical skills

Figure 6: Methodology for identifying emerging skills

Skills Database

Analysis across time
periods

Identifying emerging
skills

o Analyse p_rofessional e Skills compared across
networks in US, UK, Sweden different time periods to
identify skills mentioned in

recent professional profiles

and Singapore to identify set
of skills required for HR
professionals / roles

e An additional layer of

verification to identify
prevalent skills mentioned
in recent job postings



2. Methodology

Identifying emerging jobs and skills in HR
Part 1: Impact and skills analysis

We assessed existing jobs using WTW's
Reinventing Jobs methodology, which follows the
four steps outlined in Figure 7 below.

% Step 1. Automation potential
m

Referencing the Skills Framework for HR,
we deconstructed each job into tasks and
evaluated each task based on the following
three dimensions:

= Repetitive vs. Variable
= Independent vs. Interactive
= Physical vs. Mental

Tasks that are particularly suited for automation
within the time period of our study tend to
be repetitive in nature, typically performed
independently with mostly manual or simple
mental capability required.

Step 2. Human-machine combination

tir

[ a1,

We then categorised the tasks into three
groups based on the expected outcome related
to risk mitigation or enhancing performance:

= tasks that could be fully performed
using technology

= tasks that could be performed by a
combination of technology and humans

= tasks that are likely to be fully performed
by humans

Figure 7: Willis Towers Watson’s Reinventing Jobs methodology to identify impact of

automation / technology on roles

Deconstruct the work

Step 1 Automation potential

Repetitive Variable

|

Independent Interactive

|

Physical Mental

|

Automate the work

Step 3 Automation type

Cognitive Social
Automation Robotics

Robotic Process
Automation

Step 2 Human-Machine Combination

Best suited for a
person & technology
to do

® 006

Best suited for a
machine to do

Robotics Traditional Robotics
Employee

EXAMPLE EXAMPLE

Reduce risk by automating Improve value by providing
financial transactions data-generated recommendations

\ 4

Step 4 Reconstruction

Substitute Augment Transform
e .
a® [l
x ess® @& B
aee |\ = J



ﬁ Step 3. Automation type
For the first two categories of tasks (viz. tasks

that could be fully performed using technology
and those performed by a combination of
technology and humans), we used insights from
the landscape review to identify the relevant
type of technology involved.

& ¥ Step 4: Reconstruction

The tasks, performed by a combination
of technology and humans and tasks fully
performed by humans, were analysed to
identify the new skills that may be needed in
the future, as well as if there any new tasks that
would be required as a result of the technology
enabled tasks.

This approach was used to conduct the impact and
skills analysis for each job.

The impact analysis highlights what the future
expectations of the job will be, and how the job will
be performed in future i.e. the type of technology
that will be used to substitute, augment or transform
the job.

WillisTowers Watson Li"I'l:l

The skills analysis identifies emerging skills, both
cross-functional and function / role specific for
each job, through an industry scan of Singapore
and the reference countries. We identified 58
such skills, which are further scaled based on
the expectations at different levels of seniority for
each job. The methodology for this has been
elaborated in the previous section “Identifying
emerging jobs and skills in HR”.

Part 2: Identifying level of impact

The level of technology impact on the 27 jobs
was assessed based on three criteria: extent of
automation, impact of technology on job scope and the
impact of technology on skills. The jobs were scored

“high”, “medium” or “low” for each criterion (Figure 8).

Three out of the 27 jobs were found to be at low level
of impact, 16 jobs were assessed at medium level of
impact and the remaining eight were at high level
of impact.

The table below defines the level of technology impact
and characteristics of the jobs due to technology.

Figure 8: Criteria to determine technology impact on HR jobs

3 jobs 16 jobs 8 jobs

“

E f

xtent 0, Extent of automation of tasks
automation
| t of

i . Changes to job scope as a
technology on job

result of technology

scope
Impact of Additional new / enhanced
technology on technology-related skills*
skills® required

Minimal automation

Moderate automation ~ High automation with

/ augmentation risk of displacement
Minimal change to Modified / enhanced New job scope /
existing job scope job scope changed job
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Jobs with high level of impact

The impact

These jobs are at high risk of displacement or jobs that have
a significantly new / changed job scope that require new
technology-related skills.

Characteristics of jobs

These jobs are largely operational in nature with high volume
of transactional processing and administrative tasks. For
example, tasks such as first line support and query handling,
and other such variable and cognitive tasks that can be
automated. A combination of RPA, chatbots and Al / ML can
be used to automate the above tasks.

The impact

These jobs are augmented by technology, have an enhanced /
modified job scope and require enhanced technology
-related skills.

Characteristics of jobs

These jobs have a balance of strategic and operational
elements. Tasks will require a moderate to high level of
cognitive capability, human judgment, relationship building,
and communication with stakeholders. Specific processes
which have a defined process flow can be delivered through
technology. The role will need to derive insights from the data
generated from these processes.

An example: Associate, Learning and
Organisation Development

Today, the role includes maintenance of learning databases,
coordination of training, collection of data and feedback etc.
These tasks will be substituted by technology such as mobile
applications, Al etc. In future, the role will need to support
the evaluation and testing of platforms for communication,
learning etc. and assess the effectiveness of learning
programmes linked to the business metrics. This requires
new skills in User Experience / User Interface Design, Omni-
channel Communication, People Analytics etc.

An example: Manager, Talent Attraction

Today, the role includes tasks such as execution of recruitment
plans through sourcing, screening, assessments, onboarding
etc. Some of these tasks will be increasingly augmented
by technology solutions such as Al / ML for initial sourcing,
screening and assessments and Al / chatbots to enhance
onboarding and candidate experience.

In future, the role will work closely with business to develop a
Talent Value Proposition (TVP) for multiple talent personas.
Identification of talent will become more sophisticated due to
competitive intelligence and market research. Also, the role
will focus on delivering a seamless candidate experience
through use of technology solutions. This requires skills
related to Talent Persona Design, Data-led Talent Acquisition
and Candidate Experience Design.

Jobs with low level of impact

The impact

These jobs will not experience significant change to their
existing job scope and will not require many new technology-
related skills.

Characteristics of jobs

Such roles are largely strategic in nature or rely significantly
on relationship-building skills. For example, tasks such as
influencing business leaders or formulation of talent strategies
do not require deep technology related skills, but instead a
broader understanding of technology and talent trends.

An example: Head, HR Business Partner

HRBPs guide business leaders on workforce strategy,
develop tailored talent programmes and lead implementation
of these programmes for the business. Going forward, the
role will drive business transformation through job redesign
and strategic workforce planning and develop personalised
programmes for different talent across businesses. This
will require new skills in the areas of strategic business and
HR advisory, work architecture and job redesign, as well as
strong data analysis skills. It will however require relatively
less technology related skills.




Part 3: Identifying job adjacencies within
and outside HR

For HR jobs highly impacted by technology,
we identified potential job adjacencies within and
outside HR:

Step 1

We gathered data from web-based sources such as
job boards, professional networking sites and industry
specific portals across Singapore and the reference
countries to develop a database of 2.5 million datapoints
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and job movements by HR professionals. We used
natural language processing and keyword extraction
techniques to identify the skillsets required in each
role, and to map the skill overlaps of the origin role
with the potential destination roles. We conducted a
pairwise comparison of skill overlaps across origin
and destination roles, both within HR and into other
function, to identify the possible movements for origin
roles. We compared these possible movements with
actual transition trends for origin roles to verify the most
prevalent destinations roles and developed a shortlist of
the top five destination roles. This is explained in Figure
9 below.

Figure 9: Step 1 - initial analysis to identify top five prevalent destination roles

A. MAPPED SKILL OVERLAPS
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Step 2

We further refined the list of potential transitions by
evaluating the feasibility of the proposed movements.
We assessed the percentage of skills overlap, whether
the new skills required for the destination role would
be prohibitively complex and whether the destination
role is also expected to be displaced by automation [,
Through this process, we identified the top three most
feasible job adjacencies within and outside HR for each
role expected to be highly impacted by technology. An
example of this has been illustrated below in Figure 10.

Figure 10: Sample for job adjacency

Phase 3:
Validation

The findings from this study were validated
via seven validation sessions with 60 experts from the
HR function, as well as CHROs from local and global
organisations of various sizes and industries.

Through  this  structured, multi-pronged
methodology, we have identified the impact of
technology on the HR operating model, HR functions
and the jobs and skills within these functions. These
findings are detailed in the next section of the report.

Sample for Job Adjacency - Executive, Employee Experience & Relations

OUTPUT FROM STEP 1

Top potential adjacencies or DESTINATION roles for the
Executive, Employee Experience & Relations (EER) are as
follows (the titles shown are the most prevalent titles):

1. Account Management Executive / Assistant Account
Management Manager

2. Customer Service Associate / Executive
3. Project Coordinator / Assistant Programme Manager
4. Sales/ BD Specialist / Executive

5.  HR Consultant / Analyst

[12] Reinventing Jobs: A 4 Step Approach for Applying Automation to Work, by Ravin
Jesuthasan and John W. Boudreau; The 3 Ways Work Can Be Automated, by Ravin

Jesuthasan, George Zarkadakis, Tracey Malcolm.

OUTPUT FROM STEP 2

SAMPLE: SKILLS OVERLAP WITH ONE OF THE TOP
THREE ROLES: ACCOUNT MANAGEMENT EXECUTIVE

DESTINATION ROLE

ORIGIN ROLE (Exec, EER) (Account Mgmt. Executive)

Customer Service

Data Analysis
Employee Engagement
Employee Training
Event Management
Negotiation
Onboarding

Problem Solving
Project Management
Relationship Building / Networking
Time Management

Selling

Employee Relations

Customer Service
Data Analysis
Social Media
Training

Event Management
Negotiation

CRM Systems
Problem Solving
Project Management
Communication
Time Management
Sales

Market Research

LEGEND:

Overlapping Skills
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3. Overall Findings

Global trends impacting the
future of work

The Fourth Industrial Revolution (4IR) is
characterised by rapid technological change and
the blurring of boundaries between the physical and
digital spheres. Intelligent automation such as artificial
intelligence (Al)and machine learning (ML), data science,
robotics, and blockchain are driving this transformation.
Technology is already enabling the automation of manual
and transaction processing tasks, allowing humans to
deliver higher value work to enhance productivity and
improve performance. Moving forward, more of such
technologies are likely to be applied in combination in
order to automate more complex and cognitive tasks,
magnifying their impact. For example, a combination of
Al, data-mining algorithms and Al-powered chatbots are
enabling real-time and personalised customer service.
These developments are expected to continue at an
exponential rate, creating new business opportunities,
service delivery models and jobs.

WTW’s HR 4.0 study with the World Economic
Forum ¥ confirms these trends, highlighting the impact
of the changing nature of jobs and tasks on work
ecosystems. Automation of routine processes, and
increased use of data analytics hasled to arisingdemand
for higher-level skills. With the shelf-life of technical
skills being reduced, there is a need to constantly upskill
and reskill talent for continued relevance. The demand
for talent with the right skills is also driving the use of a
broader talent ecosystem of non-employee talent, such
as flexible and gig workers, which has been facilitated
by the rise of technology platforms and connectivity.
Going-forward, the impact of COVID-19 will accelerate
these trends, as more employees continue to work
remotely 'Y, and organisations increase the use of
contingent workers to reduce costs and augment staff.
The pandemic has long-term implications on the future
of work and expectations of HR. These have been
covered in detail in the Afterword.

[13] HR4.0: Shaping People Strategies in the Fourth Industrial Revolution, World Economic
Forum, 2019

Trends impacting Singapore
and workforce implications

As a hub for finance, technology and innovation,
Singapore is at the forefront of changes that characterise
the 4IR. The Singapore Government is proactively
driving industry and workforce transformation across
sectors by deepening linkages between complementary
industries. This industry transformation must be
supported by appropriate manpower strategies to plan
for, develop and deploy human capital effectively.

Like other developed economies, Singapore is
experiencing a slowdown in resident workforce growth
and an ageing population. This requires companies
to transform their businesses to be manpower lean.
Technology adoption offers many possibilities on
this front.

As automation increases in prevalence and jobs
are redesigned to add higher value, strategic workforce
planning and constant upskilling and reskilling will be
required to ensure that the workforce has relevant
skills. It will present a challenge to a diverse and multi-
generational workforce such as Singapore’s, where skill
gaps could be particularly acute for specific segments
of the workforce profile, such as older and lower-
skilled workers. Companies must therefore regularly
assess the technology readiness of their workforce for
technology adoption to be successful. They could also
leverage Singapore’s unique form of tripartism, to tap
on programmes endorsed by businesses, unions and
the Government, that develop future-ready skills within
the workforce.

[14] Future of Work Trends, Post-COVID-19, Long-Term Impact & Actions for HR, Gartner
for HR, 2020



Expectations from HR

The trends and workforce implications
discussed above are key in driving work transformation
in the 4IR. HR is in a unique position to create value for
the organisation by leading job redesign and strategic
workforce planning. This will enable identification
and building of skills for the future. To ensure that
employees are ready for this change, HR must also
drive organisation-wide transformation initiatives to
create a supportive and agile culture. The automation
of routine HR service delivery functions will allow HR to
focus on these strategic talent aspects of the business.
Technology applications and platforms will enable HR
to collect, store and develop seamless flow of data.
Through use of data analytics, HR can provide better
insights and linkages between talent metrics and
business outcomes. These technology platforms will
also enable the delivery of seamless and personalised
HR services and talent experiences.

According to our research, three key
technology trends will significantly change the
expectations that business stakeholders have from HR.

£, Irend1:
L * Advent of intelligent automation

Increasing use of intelligent automation -
a spectrum of technology solutions ranging from
simple robotic process automation (RPA), to artificial
intelligence (Al) and machine learning (ML) — was
identified in our survey of business and HR leaders to be
among the top five changes impacting HR in Singapore
in the next three years.

RPA allows automation of pre-defined
processes such as CV screening and shortlisting, new
hire onboarding, and administration of monthly payroll
and benefits. Al / machine learning-based technologies
are being used in data-driven recruitment assessments.
Deep learning, a branch of machine learning that trains
a computer to learn from large amounts of data, is being
applied to analyse tone of voice and sentiment from
speech and image data, for screening suitable hires.
Al algorithms can analyse employee online activity
and emails to assess real-time employee engagement
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and suggest appropriate engagement initiatives.
Al-powered social robotics (e.g. chatbots) already
manage first-level query handling, and have the
potential to analyse tone and context, and respond to
queries accordingly.

As the use of Al-driven solutions becomes more
common, HR needs to be mindful of bias within Al
solutions. The workings of Al solutions are sometimes
within a “black box” (and hence difficult to understand).
It is critical for HR professionals to proactively look
for possibilities of bias with regards to gender, age,
ethnicity, education and any other factors, as diversity
and inclusion considerations become increasingly
important to organisations.

Trend 2:
5 Rising expectations of consumer-
grade employee experience

Sophisticated and personalised consumer
experiences in our daily lives have led to similar
expectations of a seamless, consumer-grade
experience of HR within organisations.

According to our research, mobile applications
are one of the top five technologies impacting HR
and will enhance the employee experience across
the talent lifecycle. Mobile applications have been
introduced to manage transactional processes such
as job applications, onboarding, managing payroll
and benefits. Mobile applications such as enterprise
social networks and communication platforms are
increasingly replacing emails as the primary means
of collaboration and communication in organisations.
Mobile applications can proactively nudge employees
to provide performance feedback and deliver a system
for multi-source performance management. Learning
and development applications offer personalised
assessment, tracking and monitoring of skills required
for the current job, and suggest relevant training content
that can be accessed on-demand. Mobile applications
are also being used for continuous listening and
employee feedback. The insights derived from large
amounts of data collected by mobile applications allow
organisations to effectively plan, launch and monitor
initiatives that lead to improved talent outcomes.
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Trend 3:
Shift from data analytics to

predictive analytics and modelling

Data analytics has evolved from basic reporting
to predictive analytics and modelling, including insights
on linkages of talent metrics with business outcomes
and analysis of intangibles such as reputation,
sentiment etc.

Predictive analytics is transforming recruitment,
such as comparison of profiles of potential hires with
those of existing employees to identify the best fit for the
organisation. HR can also use multiple data sources,
such as employee feedback, sentiment analysis,
performance, career growth and general engagement
information to predict the future performance of an
employee. Such analysis allows HR to influence
business outcomes through better talent decisions.

Predictive analytics can also help organisations
identify and better address skill gaps by recommending
personalised development programmes and career
pathways. Algorithms can help inform the optimal mix
of “building” and “buying” talent by identifying skills that
can be built internally (e.g. through training existing
employees with adjacent skills) and those that would
require external hiring.

Analytics is also being used to predict employee
attrition by analysing indicators of flight risk, so that at-
risk employees can be proactively managed. By linking
various talent metrics such as employee performance
or investment in learning to business outcomes, HR
can enhance employee productivity and add value to
the business.

With increasingly sophisticated ways of
capturing and analysing employee data, HR will need
to balance between data collection and insights and a
potentially worrisome trend of “employee surveillance”.
HR will also need to be aware of data privacy
considerations and ensure ethical use of employee data
across the organisation through development of data
governance mechanisms.

Impact of technology trends on the way of
working in HR

The technology trends have led to the evolution
of HR and will continue to shape the future of the function.
HR needs to continue to elevate its capabilities, in order
to optimise HR service delivery and to drive business
transformation.

As these technology trends become more
prevalent, the role of HR will be transformed in five
key themes as shown in Figure 11. In order to drive
business transformation and productivity, HR needs
to redesign jobs for greater value-add, plan for future
workforce through strategic workforce planning and,
effect change management and cultural alignment.
As the nature of jobs evolve, HR needs to drive large-
scale upskilling and reskilling, and deliver consumer-
grade employee experiences across the talent lifecycle.
This will be enabled by technology that digitalises HR
service delivery and helps to deliver insights that drive
data-based decision making.

These five key themes impact the HR function
across industries and organisations of different sizes
and stages of growth. However, the magnitude and
pace of change depends on the complexity of each
organisation’s operations (size, number of countries
that the organisation operates in, etc.) and the maturity
of its HR function. In the following pages, each theme
and its implication on the HR function is described in
greater detail.
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Figure 11: Five key themes transforming the way HR will work in future
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Theme 1:
Enhance jobs and drive transformation

HR needs to enhance jobs through
0 1 job redesign, lead strategic
workforce planning, and be the
internal change champion to drive
organisation transformation

Technology is transforming businesses and
changing the nature of work. As organisations undergo
business transformation, business leaders expect HR
to identify optimal human-machine collaborations and
redesign jobs for greater value-add to the organisation.
In addition, job redesign that uses assistive technology
can also allow organisations to tap vulnerable worker
segments and overcome the workforce constraints
in Singapore. Job redesign was among the top five
expectations from HR leaders in our research (see
Figure 12).

Business Leaders expect HR to
redesign jobs for increased
flexibility, collaboration and

greater value add to the organisation.
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Figure 12: Top expectations from
HR leaders

Improving collaboration and information sharing 1

Redesign jobs so that they can only be done by

employees with more skills 2
Increasing work flexibility 3
(e.g., scheduled hours to get work done)

Pay more for employees with certain skills sets 4
Enabling work to be deployed to other locations 5

Moving forward, HR will be required to
collaborate closely with the business to identify pain
points and optimise business processes to maximise
the benefits from implementing automation that helps
to augment jobs. To do so, HR will need to be familiar
with key industry and technology trends, and their
companies’ workforce capabilities. At a broader level,
this will take the form of strategic workforce plans and
forward-looking strategies for job redesign, reskilling
and redeployment of talent, and different employment
types. These plans will detail how future workforce
and skill needs will be met, either by redeploying and
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upskilling existing employees, or through the acquisition
of new talents from a diverse pool (e.g. from overseas,
mature workers, gig platforms etc). HR should also have
a stake in future talent pipelines for the organisation and
could do so by proactively engaging policymakers in the
Higher Education sector to shape their curriculum.

In order to influence business leaders to
implement strategic workforce plans and job redesign
strategies, HR will also be expected to develop a strong
business case by understanding key industry and
business trends, identifying key metrics such as cost
savings or enhanced productivity to demonstrate its
resultant impact on business outcomes.

To facilitate effective implementation of
business transformation strategies, HR must also
lead a robust change management process. This
expectation from HR professionals was confirmed by the
findings of our study. Skills related to managing culture
and change emerged as one of the top five future skills
for HR in our survey, and in the cross-border industry
scan " undertaken as part of our study.

A strong organisational culture helps to manage
change and makes it more likely for employees to
buy into the transformation journey. One enabler for
this could be for HR to bring together employees who
serve as “Cultural Ambassadors” and collaborate with
business leaders to create, develop and embed an agile
and progressive culture within the organisation. They
can be influencers and enablers of change, bridging
the gap between different generations of employees,
alternative sources of labour and different perspectives
in the workplace.

Business transformation will require new skills
and capabilities across the entire organisation Re-
skilling and upskilling the organisation will be another
key focus for HR in the future. This has been addressed
in the next theme in greater detail.

N
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[15] The industry scan included analysis of 2.5 million HR jobs across US, UK, Sweden
and Singapore.

Theme 2:
Equip workforce with future skills

HR must identify emerging

202
A4

Rapid technology evolution has drastically
reduced the half-life of skills, and will demand that
businesses undergo regular, large-scale reskilling
efforts. This is reflected in our survey of business
leaders where employee upskilling / reskilling was
ranked among the top five human capital processes
impacted by technology (as shown in Figure 13). As
future expectations evolve and jobs are redesigned, HR
needs to work with the business to identify future skills
that are in line with businesses’ transformation plan and
develop learning pathways for employees.

y skills and skill gaps to drive
re-skilling / upskilling

Employee Upskilling / Reskilling is
among the top four most impacted
human capital processes by technology.

Figure 13: Ranking by Business Leaders
of the top human capital processes

impacted by technology Business
Leaders
Recruitment 1
Job Design and Organisation Structure 2
Employee Engagement 3
Employee Upskilling / Reskilling 4
Performance Management 5



While the demand for technical skills like
technology design and programming, data analytics will
continue to rise, soft skills such as creativity, originality
and initiative, emotional intelligence, leadership and
social influence will see a rise in the next few years 1",
This will require HR to identify innovative ways to help
employees develop them, to fulfil the talent needs of a
rapidly changing economy.

Beyond identification of key future skills
required, HR will need to implement and drive these
upskilling and reskilling efforts. Our research shows
that the focus for HR will shift from content development
to the curation of best-in-class content. HR can do so
by leveraging widely available learning content and
platforms that address the fast-changing skill needs.

The modality to deliver these skills will also
change. With the rise in technology solutions and
innovative platforms for the delivery of personalised
learning, HR is expected to develop personalised
learning journeys and identify digital platforms that offer
bite-sized learning. There is also a growing number of
experiential and collaborative learning interventions
such as augmented / virtual reality (AR / VR) simulators,
group-based online learning courses, which will further
enhance the learning experience. These digital learning
and development platforms provide training content that
can be accessed on-demand and offer personalised
tracking and monitoring of the skills acquired. The use
of technology can also enhance participation by sending
personalised reminders to employees on relevant
learning programmes and initiatives.

As skills evolve, HR will continuously enhance
the content and learning experience by adopting an
agile approach based on employee feedback, as well
as ftraining effectiveness (i.e. linkage of training to
employee performance), to ensure learning initiatives
are aligned to business needs.

Finally, HR will also need to pro-actively shape
a learning culture in the organisation and incentivise
employees to learn new skills and develop an appetite
for lifelong learning. This will require HR to advocate a
mindset change among leaders and employees to take

[16] The Future of Jobs Report 2018, World Economic Forum
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ownership of their learning goals and journeys. Apart
from empowering employees to through availability
of learning content and platforms, HR can develop
initiatives to focus on the benefits of reskilling and
upskilling such as campaigns to spotlight employee
success stories and sharing by leaders to reinforce the
message. These strategies can be used to encourage
employees to continuously learn new skills.

Theme 3:
Build consumer-grade experiences

HR needs to design talent journeys
across the talent lifecycle and
leverage technology to deliver
consumer-grade experiences

for employees

Business and HR leaders identified employee
engagement among the top five human capital
processes impacted by technology, as shown in Figure
13. While other functions like Marketing have been
delivering consumer-grade experiences to customers,
HR has been behind the curve in using technology
to deliver personalised and meaningful employee
experiences. Employees are constantly exposed to
a sophisticated and engaging consumer experience
outside the workplace, and they would expect to be
engaged in similar or better ways in their organisations.
Talent journeys and engagements need to go beyond
single-point, one-off engagement initiatives to
technology-enabled, personalised experiences.

To meet such expectations, HR will need to
use insights gathered through data and design thinking
to map talent journeys and develop meaningful and
personalised experiences throughout the talent lifecycle.
For example, during the talent acquisition process, “key
moments that matter” need to be identified. By adopting
a user experience lens, HR would analyse every step
of the process, in order to redesign processes, using
technology where relevant.
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Using digital platforms such as social media,
mobile applications, social robotics (personal assistants,
chatbots etc.), HR can gather real-time data to analyse
the needs and wants of their workforce. Our survey
highlighted some of these as the top technologies
impacting employee engagement function, as shown in
Figure 14, as they enable HR to continuously enhance
the employee experience in an agile manner and better
enable personalisation of employee experience.

The top technologies impacting the
Employee Engagement function are
the ones being widely used to deliver

consumer-grade experiences.

Figure 14: Ranking of technologies

impacting talent experience HR
Professionals

Social Media 1
Mobile Apps 2
Social Robotics (PAs, Chatbots etc.) 3
Data Analytics 4
Al & Machine Learning 5
Theme 4:
Digitalise HR

I HR needs to develop an integrated
04 HR technology roadmap to drive

implementation of seamless and

(f/{ effective delivery of HR processes

[17] Randstad Sourceright's 2018 Talent Trends study

While previous studies show that Singapore
has been slow in the HR technology adoption, ranked
fifth (out of 17 countries globally) '], after Sweden,
the U.S., the U.K. and China, our research highlighted
that business leaders expect HR to “experiment with
technology” in order to drive process optimisation and
enhance the employee experience. Automation of
routine tasks and processes, such as screening of CVs,
query handling and payroll processing is taking place
across various HR functions. RPA and data analytics
are shifting HR operations towards more self-service
models. At the same time, consumer-grade applications
are increasingly being used to enhance the delivery of
talent experience.

These changes have opened a myriad of
possibilities for HR in terms of process optimisation
and service quality improvements. In particular,
the Operations and Technology function will play a
paramount role in the future to help integrate the
technology needs across various HR functions into a
strategic technology roadmap.

As a result of this shift in
expectation, HR professionals will need
technology-related skills to identify,
evaluate and implement solutions
that enhance the efficiency and
effectiveness of HR operations.

Professionals in HR Operations and Technology
function will also need specialised skills such as
Application Programming Interface (API) design and
Robotic Process Automation Programming, to ensure
that different technology solutions are integrated for
seamless service delivery. This is also supported by
the research in this study, which found that these are
among the top five technologies impacting HR and
provide a huge opportunity for process optimisation and
quality improvement, as shown in Figure 15.

While some progressive organisations have
invested in HR technology, there is a need for greater
investments across more organisations for strategic
HR to take root across industries. This requires the



HR profession to develop the relevant business case
for investments in technology in order to influence
key stakeholders in their organisation to support
such investments.

Figure 15: Top technologies impacting HR

in next three years HR Business
Professionals Leaders

Data Analytics 1 2

Al and Machine Learning 2 1

Data Security 3 3

Mobile Apps 4 3

Robotic Process Automation 5 (5]

Cloud Technology 6 5
Theme 5:

Drive data-based decision making

I AR needs to drive data-based
0 5 decision making across HR and

business functions for more robust
S .
O; talent related decisions

Our research identified data analytics as the
technology with the greatest impact for five out of seven
HR functions (see Figure 16 for details).

\

Data analytics was also
highlighted as one of the top five
technologies by both business and HR
leaders for its impact on human capital
related issues.
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As data becomes more readily available via
technology-enabled platforms and applications, there
will be an increased need for HR to move from basic
reporting to the use of analytics to drive data-based
insights that informs talent decisions. For example,
analysis of hiring and promotion data can highlight
possible bias, the knowledge of which can help
companies make more objective decisions on hiring
the best talent. In doing so, it can also help to improve
diversity in the organisation. It will also allow HR to build
the business case for HR-related technology initiatives
and investments.

HR professionals would therefore need to
enhance their skills in using predictive modelling,
codification of intangibles, identification of linkages
between talent metrics and business outcomes,
and the management of data generated by cloud-
based platforms and applications. Additionally, as HR
professionals obtain access to a wider range of sensitive
employee information, HR will also be responsible to
design robust data governance frameworks and put in
place corresponding measures for data security, privacy
and usage.

Figure 16: Ranking of data analytics

impacting HR function
Rank of data

HR Functions analytics
Operations and Technology 1st
Performance and Rewards 1st
HR Business Partner 1st
Talent Attraction Top 5
Employee Experience and Relations Top 5
Talent Management 1st
Learning and Organisation Development 1st



How do these key themes impact organisations at
various stages of maturity?

Organisations in early stages of HR
transformation can focus on automation of
repetitive and transactional HR services such
as administration of payroll, benefits and leave
etc. through off-the-shelf technology solutions
related to RPA and Al. More of these processes
will become self-service via standardised
platforms and mobile applications, that will
enhance access and experience of service
delivery. Multiple off-the-shelf platforms and
mobile applications will be integrated to ensure
that there is high quality data available. This
data can be analysed to provide insights for the

business to drive talent decisions.

The use of automation for delivery of
transactional HR processes will free up time
for HR to focus on enhancing talent experience
through critical processes like performance
management, learning, recruitment and on-
boarding. HR will evaluate off-the-shelf cloud-
based solutions to identify the right technology
to transform the experience and delivery for
these critical processes. HR will also support
business transformation by working with
the business to identify process automation

opportunities and driving change management.

For organisations further along their HR
transformation journeys, HR will design an
integrated HR technology roadmap and plan
implementation of technology across all HR
processes, to deliver a seamless employee
experience and achieve greater efficiency.
To do this well, HR must have knowledge of
integrated, as well as stand-alone technology
solutions that will deliver a consumer-grade and
seamless talent experience across the talent
lifecycle. Often, this is done through use of a
core HR platform and additional technology
solutionsthatcanbeintegrated with this platform.
HR will segment and identify different talent
personas based on the profile of employees
and develop holistic and personalised talent
experiences such as candidate and onboarding

journeys, personalised learning journeys, etc.

The design of the data architecture will be
key to enable seamless flow of data between
HR and business systems. HR can deliver
advanced analytics and insights using
predictive models and linkages between people
metrics and business outcomes to influence
talent decisions. HR will optimise organisation-
wide business processes by identifying
optimal human-machine collaborations and
job redesign. HR will also implement change
management initiatives to influence behaviour
of employees and senior leaders for successful

transformation outcomes.



Case Studies

WillisTowers Watson Li"I'l:l

The case studies below showcase the impact of the five themes across HR functions in various organisations:

CapitaLand

L Staying status quo will only disrupt us out of existence. | am intent on CapitaLand shaping the future,

rather than be shaped by it. 73

The business need

Lee Chee Koon, Group CEQ, CapitaLand Group

CapitaLand is one of Asia’s largest real estate companies headquartered in Singapore. CapitaLand embarked on a digital transformation

journey. To support this, HR also equipped itself by embracing digitalisation at three levels — Paperless HR, Automated HR and Smart

HR. Through this strategy several initiatives were launched to automate transactional tasks, enhance process efficiency and deliver
a better talent experience. As this helped to free the bandwidth for HR, HR built own capability in developing RPA and data analytics
capabilities for itself and also put in place a continuous learning strategy to reskill and upskill the workforce with relevant digital skills

to future proof the organisation.

The solution

CapitaLand’s digitalisation strategy was supported by HR through 3 key pillars:

Paperless HR

» Implemented an electronic document management system, IBM FileNet that enables consumer

grade experience. The system enables a central storage of digital documents and facilitates real-
time retrieval employee information. This is sustainable and has eliminated the need for real estate
to store physical documents.

* Introduced DocuSign, that enabled HR to send employment contracts for electronic signatures

since September 2019, thereby enhancing candidate experience, reducing recruitment turnaround
time and removing the need for physical documents.

Automated HR

 Built a robotic process automation (RPA) team within HR to introduce intelligent automation for
transactional HR processes such as data verification for system migration and report generation
(e.g. Applications for Government paid leave and training grants etc.).

Smart HR

» Trained an Al-based chatbot to digitalise the recruitment process in order to provide a
consumer-grade experience i.e. personalised recruitment touchpoints and conduct competency-
based interviews. This reduced recruitment time, enhanced candidate experience as well as
objectivity of assessment.

» Launched an Al-powered writing tool, TapRecruit that helps to develop clear and concise job
descriptions to clarify the expectations, find better matches / candidates and reduce turnover.

* Used data analytics to provide insights for data-based decisions, for areas such as learning
& development, employee attrition and talent management analytics. The team uses various tools
such as full Microsoft stack, Azure Data Warehouse, Power Bl and Python etc. to perform various
advanced data modeling.

Underpinning the above pillars, HR has developed the Building Capability Framework (BCF) which
provides a platform for continuous learning to equip the workforce with knowledge in latest digital
skills such as data analytics, cloud computing, artificial intelligence, blockchain and cybersecurity etc.

The results

The Paperless HR

initiative saved

~100 man days per year and
there were further savings
of SGD 5,000 per year from
reduced printing costs.

Migrated data verification

by the RPA bot saved ~900
man days and was completed
with 100% accuracy within
two days.

The automation of report
submissions saves ~130 man
days per year.

Al-powered chatbot
improved recruitment
turnaround time from six
months to three months.

TapRecruit considerably
reduced attrition thereby
lowering the hiring costs.

At the highest level,
visualisations of data in Power
Bl have saved ~1700 hours.
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singtel

k€ We are focused on going high-tech to free up valuable time and capacity to provide a high-touch
B experience and engagement for our people and this will enable us to build a high-trust organisation. 73

Aileen Tan, Group Chief HR Officer, Singtel

The business need

Singtel, Asia’s leading communications technology group, is headquartered in Singapore. To step ahead of the competition and get all
its employees to embrace its digital transformation journey, Singtel is leveraging technologies with the aim of 1) improving employee
experiences, 2) improving efficiency of their recruitment processes, 3) equipping its workforce with digital skills, and 4) making smarter,
data-driven people decisions.

The solution The results

» Deployed intelligent automation such as Artificial Intelligence (Al) along with chatbots » Chatbot ‘Luis’
to automate the transaction processing tasks and enhance employee experiences. Chatbot conducted 12,760
‘Luis’ provided personalised answers to employee queries and served as a personal assistant to chats with employees on HR
employees. Chatbot ‘Kate’ guided Management Associate Programme (MAP) applicants through policies, accounting for 53% of
the multi-stage assessment process to enhance seamless candidate experience. all queries.

» Applied intelligent automation such as Robotic Process Automation (RPA) to automate » Chatbot ‘Kate’ handled more
transactional processes such as raising job requisitions and generating certificates of than 2000 MAP applicants
employment etc. per year.

» Launched the Accelerate, Co-create and Transform (ACT) initiative to deepen digital skills of » Average employee learning
employees and partnered with Union of Telecom Employees (UTES) to form a Company Training hours per year increased from
Committee to ensure employees remain relevant in the digital economy. 28.9 to 32.7 hours.

» Launched a “4G to 5G Pathways” course for network engineers to equip them with new skills = 35 RPA bots contributed
relating to 5G connectivity. to savings equivalent to
employing 5.46 Full Time
» Created customised SkillsFuture for Digital Workplace programme to deepen digital literacy Equivalents.
of employees.
» Time taken for line managers
» Launched a digital learning application called #CURIOUS to help employees on their digital to conduct talent review was
learning journeys. It features curated learning channels with some 100,000 courses and videos reduced from six months to
covering topics from technology to leadership. four months.

» HR implemented change management initiatives, such as the CataLEADtic workshops for
employees to cultivate a learning culture.

» Organised RPA workshops, such as the two-day Bot Maker Hackathon, to equip employees with
skills to build their own bots to help them in
their work.

Leveraged Al-driven data analytics to develop predictive insights for talent attrition and potential,
and reduce personal bias for critical talent decisions.
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DBS Bank

k6 An agile and innovative workforce will also make Singapore’s Smart Nation ambition a reality and along
with this, we are making significant investments to groom a generation of digital bankers, strengthening

Singapore’s talent pool. 13

The business need

Lee Yan Hong, Head of Group HR, DBS

DBS Bank, named “World’s Best Digital Bank”, is headquartered in Singapore. DBS looked at digital transformation from two aspects
— being digital to the core and enhancing customer journey. In order to do this, DBS embarked on a HR transformation journey with the

aim of embedding digital aspects across the talent lifecycle - i.e. enhancing the recruitment process for high volume roles; equipping

the workforce with digital skills to take on jobs for the future; achieving lower turnover rate; driving innovation and enhancing service

delivery through data-driven decisions.

The solution

» Launched a web-based virtual recruitment bot called JIM (Jobs Intelligence Maestro),

which uses intelligent automation such as artificial intelligence, machine learning and

social robotics to shortlist potential hires and interact with candidates real-time. With the adoption
of JIM, the HR talent advisors could focus on higher value activities such as active sourcing of
candidates, competency-based interviews with applicants, advisory for hiring managers etc.

Embarked on an organisation-wide reskilling / upskilling initiative built using “triple-E”
framework — experience, exposure and education to future-proof the workforce and equip
employees with the necessary skills in a dynamic financial industry. For education, the DBS
Learning Hub, an Al-powered Learning Management system, was leveraged.

» The DBS Learning Hub, provides learner-driven learning experiences to exponentially increase
the speed and scalability of learning. Learning content is curated from multiple sources including
knowledge sharing by employees. It also recommends the learning based on learner’s history
and profile.

Through retraining and redesigning the job to meet the demands of digitally-savvy customers,
Customer Service Officers (CSO) have been re-skilled to do more than just answering incoming
calls. A CSO'’s role has been enhanced to also serve customers through digital channels such as
live chat, video teller machines (VTM), emails and even social media. A new role such as Digital
evangelist was created to encourage customers to use DBS’ digital channels through monthly
roadshows at community centres or bank branches.

HR developed talent analytics using open source machine learning software to develop
predictive models for talent data such as identifying employees at flight risk. Dashboards were
developed in-house to provide an intuitive user interface for managers to view and analyse the
data. HR could then focus on guiding managers on managing such employees.

The results

.

Reduced candidate
screening time by 75%,
saving 40 manhours
per month.

Candidate drop off rate
reduced from 15% to 3% with
over 90% indicating positive
experience with JIM. JIM also
answered 97% of
candidates’ questions.

Higher value jobs were
created through job redesign
and the customer journey
was enhanced.

Retrained over 500 customer
centre employees to take on
new roles.

Predicting flight risks reduced
attrition rate in Singapore by
approximately 10%.
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Public Service Division (PSD)

¥ b in support of Singapore’s Smart Nation vision, we first had to uplift the capabilities of the HR community
B and provide them with platforms and skills to be tech-savvy to adopt progressive HR policies in their
respective agencies. 13

Low Peck Kem, Chief HR Officer, PSD

The business need

The Public Service Division (PSD) sets policy directions for shaping the Public Service through public sector leadership development
and implementing progressive and effective Human Resource and Development policies. Its vision is to deliver a first-class Public
Service for a successful and vibrant Singapore. To achieve this, PSD has implemented a series of digital transformation initiatives to
improve HR service delivery across agencies, enhance upskilling and reskilling as well as use analytics for better decision making.

The solution The results
» Developed future focused competency roadmaps in partnership with the Civil Service Across the
College (CSC) to define future skills and competencies required for public officers. Public Service

* LEARN helped to promote
skills learning at scale with
speed. LEARN increased
awareness in Cyber and Data
Security for ~ 100k public
officers within six months.

» CSC launched the whole-of-Government digital learning platform, LEARN, that lets public officers
learn anytime, anywhere, and enables them to upskill and adapt to the changing workplace.
Through LEARN, public officers have access to over 3,000 of CSC’s proprietary content and
curated learning pathways from renowned third-party content providers like Udemy and Harvard
Leading Edge. To promote the culture of digital learning in the Singapore Public Service, the HR
community are supported with curated LEARN content to build core and emerging competencies.

» Within PSD, the Learning Bingo initiative was implemented during the circuit breaker period. Within PSD
The initiative was a targeted intervention to encourage junior executives to learn and upskill  Participants from the Learning
and empowered them to take charge of their learning and to pick up new skills to increase Bingo initiative completed
their career mobility. 16 LEARN courses were curated based on four categories, i.e. Personal close to 180 courses within
Development, Office Productivity Tools, Soft Skills, and Emerging Skills. one month of gameplay.

 Introduced intelligent automation to enhance the recruitment and onboarding process. » During the circuit breaker
month (End Apr — May),

» Tapped on an automated video interviewing platform which allows candidates flexibility to junior executives spent an
respond to interview questions and written tests through mobile devices, and line managers can average of 540 min (9 hours)
also review the candidates’ videos on the go. The HR team piloted the use of video interviews on LEARN.
with a few teams to obtain feedback and collect success stories. These benefits were shared
with other line managers to obtain buy-in and increase adoption. The use of video interview » Video interviews have
resulted in time-saved due to substitution of administrative tasks, allowing HR to focus on other reduced time spent by HR in
value-added work (such as streamlining and automation of processes). administering assessments by

75% per recruitment.
» Used RPA to automate the onboarding process, which helped various departments to save

the time spent in processing inflow tasks such as manual requests for user creation forms * RPA reduced time taken
for provision of IT equipment, staff pass, asset inventory tracking etc. The use of process to complete transactional
automation has also allowed the corporate support officers to shift from manual data entry, to bot onboarding tasks from 76 mins

maintenance and enhancement. per inflow to 7.5 mins.



Impact of technology on the
HR operating model

Technology changes (e.q. intelligent
automation for delivery of HR services and consumer-
grade employee applications) are impacting the HR
operating model. All HR functions are expected to be
more data-driven in their approach on talent decisions
and use advanced data analytics to deliver the right
business outcomes.

As technology enables automation of routine
tasks and frees up bandwidth, HR professionals with
the relevant skills can shift their focus towards driving
business transformation through design of strategic
solutions, greater personalisation of services and data-
based decision making.

The traditional HR operating model with defined
roles across three focus areas, i.e. HR service delivery,
HR business partners and Centres of Excellence, will
evolve. The HR Technology and Operations function
which is at the core of HR service delivery has evolved
to deliver routine HR services through intelligent
automation and investments in cloud-based HR
management systems (HRMS). Organisations that did
not make such investments lack integration between
different technology solutions used for HR service
delivery in the organisation, resulting in challenges
like inconsistent data for talent metrics, inefficient and
fragmented delivery and experience of HR services.

In the future, HR Operations and Technology
function will need to design and implement an integrated
HR technology roadmap encompassing solutions
across different HR processes. This will allow more
efficient and seamless service delivery. The function will
also be responsible for designing the data architecture
across HR and business systems, to develop
meaningful linkages across talent metrics and business
outcomes. These systems will generate large volumes
of sensitive employee data. The function will be tasked
with ensuring data security and privacy and providing
a framework for appropriate use of data through data
governance mechanisms.
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HR Business Partners will evolve to work closely
with the business to drive business transformation by
identifying optimal human-machine combinations. They
will need skills in job redesign and strategic workforce
planning, as well as change management and coaching
skills to guide the business through this transformation.
They will also need to use data insights to drive the right
talent decisions.

As business and talent needs become more
complex and diverse, HR Centres of Excellence (COEs)
will be expected to operate beyond their traditional
functional silos. They will be expected to deliver holistic
and strategic solutions that are personalised for specific
talent needs in different functional areas.

For example, the rising expectations of talent
for consumer-grade applications will drive the Talent
Experience COE to focus on the development of talent
personas, which are archetypes of different talent
profiles within the organisation, based on which talent
experience journeys will be designed. The focus of
this COE will shift from administering annual employee
engagement surveys to adopting continuous listening
and analysis of real-time feedback, to enhance the
overall talent experience journey. The talent experience
journey will also guide other COEs to design seamless
talent experiences across the talent lifecycle, to
deliver  personalised, on-demand experiences
using technology.

Beyond three years, the COEs will continue to
evolve and develop increasingly personalised and tech-
enabled solutions to for multi-dimensional talent issues.

In future, the resources in COEs will shift
towards “go-to-market” agile teams as part of issues-
based “taskforces”. These “taskforces” of agile resource
pools will come together to solve multi-dimensional
talent issues, such as productivity & agility, wellness,
talent experience, with greater collaboration amongst
specialists from different areas in HR. For example,
addressing “productivity and agility” will require
expertise in job redesign to augment job tasks and
enhance productivity, in learning to identify the required
capabilities and training for the augmented job, in
organisation development to drive changes within
the organisation, and in rewards to compensate the
enhanced job accurately.
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These agile resources will be problem solvers
and multi-skilled across different areas in HR. They will
develop into “T-shaped” professionals, with, breadth
across general HR business partnering knowledge,
coupled with deep expertise in one or two HR
specialisation areas. Figure 17 summarises the key
features of the HR operating model that will be prevalent
in the future.

The concept of HR being remodelled in a way

akin to consulting functions is not entirely new [
However, it is not yet prevalent. To formalise this
arrangement in future such that the “taskforces” can
work as agile teams, HR will need to clarify accountability
for these agile teams, in terms of the reporting structure,
management, work allocation and KPls. There will
also be a need to define processes to manage the
workload of individual resources in these teams, and
to accurately recognise and reward performance of
individual members.

Figure 17: HR operating model prevalent in future

HR STRUCTURE

LEADER-

HR Operations

& Technology

= The current COE silos will cease to exist

Replaced with “go-to-market” agile teams

= These “taskforces” of agile teams will come together to
solve multi-dimensional talent issues, e.g. Productivity
& Agility, Wellness, Talent Experience etc.

= These teams will consist of “T-shaped” professionals,
with, breadth across general HR business partnering
knowledge, coupled with deep expertise in one or two HR
specialisation areas.

= Teams will disband and regroup in an agile manner.

= To enable this structure, there will be a need to clarify
accountabilities, define reporting structures and KPlIs, and
recognise / reward performance.

[18] The Full-Stack HR Professional, by Josh Bersin, December, 2019

Agile * Strategic HR
Resource
Pool* * Operational HR

Example: “Productivity and Agility” team will require
expertise in -

= Job redesign to augment job tasks to
enhance productivity.

= Learning to identify the required capabilities and training
for the augmented job.

= Organisation development to help drive the changes
within the organisation.

= Rewards to compensate the enhanced job correctly.

Note: The pace of evolution to this operating model will depend on
maturity of organisations and their HR practices. The type of sector,
organisation size, and geographical presence of operations are key
factors impacting HR maturity within an organisation.



HR operating model for SMEs

SMEs typically rely on generalists for most HR
functions, except for some functional specialists
in key areas such as performance and rewards.
HR teams in SMEs tend to be small and do not

have specialised technology experts.

In the future, there will be a need for generalists
who are multi-skilled across different areas of
HR within an SME to deliver holistic solutions

for multi-dimensional talent issues.

Additionally, across the board, both generalists
and functional specialists will need to build
analytics capabilities, to generate talent insights
to inform talent decisions. To drive effective and
efficient HR service delivery, HR professionals
in SMEs will need a better understanding of
the technology solutions that augment HR and

business functions and streamline processes.

Most importantly, the use of technology will
free up HR bandwidth to work more closely
with business leaders as a strategic partner in

business transformation.

Given the limited resources in SMEs, it is
important for HR to prioritise areas of focus
across the talent lifecycle and identify off-the-
shelf solutions that enhance talent experience.
Functional specialists in SMEs will need
business acumen to ensure that they integrate
technology solutions that are relevant for their
business needs. For example, if an organisation
requires large-scale reskilling, specialists in HR
will work with the business to identify future
skills and curate relevant training content and
identify solutions to implement technology-

enabled learning.

Finally, to showcase the return on such
investments, HR must link talent metrics
to business outcomes by measuring
the impact of such investments

on performance.
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Impact of technology on HR
tasks and jobs

As HR functions transform, HR jobs will be
redefined, and new skills will be required to perform them.
The study used Willis Towers Watson’s Reinventing
Jobs methodology (referenced in the Methodology
section of the report) to analyse the impact of technology
at the task level for each job in the Skills Framework for
HR "9, The list of jobs was expanded from 21 to 27 jobs,
to reflect the current industry landscape.

The Reinventing Jobs methodology assesses
the nature of each task (repetitive vs. variable,
independent vs. interactive or physical vs. cognitive)
within a job. Based on the nature of the tasks and the
type of technology involved in transforming the tasks,
we determined whether the tasks were replaced or
augmented by technology. Additionally, new and
emerging tasks were identified arising from the impact
of technology.

Figure 20 summarises the assessment of the
impact of technology on jobs. Most of the 27 jobs will
experience significant changes. Some tasks may be
displaced due to automation. Others will be augmented
by technology, with changes to the expectations, nature
of tasks and skills required.

[19] The Skills Framework for HR which covers 21 jobs across 7 functional tracks is the
starting point for the jobs considered in this study. The 21 jobs were further broken
down and additional jobs were considered to study the impact on the 27 jobs across
the HR sector.

Eight jobs have been identified as being
highly impacted by technology. These are mainly at the
Associate and Executive level and typically perform
three categories of tasks:

~‘ L Transactional or administrative tasks
‘§ 6 that are repetitive or process driven,
h LN and can be automated through RPA

First line support and basic query
handling that can be substituted

e Tasks which are process driven with

finite amount of variability that can be

automated via intelligent coding

S
~ by chatbots

Figure 18 shows the type of automation
impacting these three categories of tasks. These roles
will evolve to focus on the delivery of higher value-added
tasks that require greater knowledge of technology
solutions and interface with technology.

For instance, to support the delivery of complex
services such as personalised interactions with
employees, managing escalated employee queries,
assessing insights through data and researching on
service delivery technologies. Given the elevation of
these jobs, upskilling will be an imperative.

16 of the 27 jobs have been identified to
experience a medium level of impact due to technology.
These are primarily at the Manager and Head levels.
Technology will augment these jobs to deliver higher
value-add, by increasing bandwidth for more strategic
tasks. There will also be a need to influence business
leaders to drive data-based decision-making and to
enhance service delivery to employees.

Finally, three jobs have been identified as
being at a low level of impact. These are Head, Talent
Management, Head, HR Business Partner, and Manger,



Organisation Development. While the responsibilities
for the jobs will become complex due to business
transformation (e.g. the need to manage a wider talent
ecosystem, and to engage with business to drive
business transformation and organisational change),
the extent of automation for such roles is limited with
minimal new technology-related skills required.

Job adjacencies for jobs
experiencing high impact
by technology

For individuals in the eight HR jobs that
are highly impacted by technology and at high risk
of displacement, the study identified potential job
adjacencies within and outside the HR function. These
adjacencies were identified through an analysis of skills
overlaps, recent transition trends of HR jobs, as well
as the likelihood of the suggested destination jobs also

Figure 18: Jobs at high risk of automation

HIGH RISK OF AUTOMATION

= Payroll officer
Robotic .Process = Benefits administrator
Automation O

= Learning administrator

= Employee onboarding
assistant
Cognitive

Automation = Sourcing / Screening

specialist (TA)

= HR Assistant

) 4 = HR Shared Service officer /
Social Robotics / executive
Chatbots = Employee Relations
-

executive (query handling)

THE ABOVE LIST OF ROLES IS NOT EXHAUSTIVE
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experiencing displacement through automation. Data
was gathered from online sources such as job boards,
professional networking sites and industry specific
portals across Singapore and the reference countries,
to develop a database of 2.5 million datapoints of job
movements by HR professionals. The approach has
been described in detail in Section 2.

Tables 1 and 2 below show the top destination
roles within and outside HR respectively, for each of
the highly impacted HR role. The tables also include
the indicative skills that will be required to make the
transition successful.

It is important to note that significant upskilling
is required in the area of technology adoption and use,
whether the move is within or outside HR. Most job roles
across many industries will experience rapid technology
disruption. Therefore, upskiling is imperative for
anyone that wishes to perform an enhanced role in
most industries under 4IR.

Displacement of transactional and administrative roles:

= Roles that are repetitive and process driven can
be automated with RPA to reduce mistakes and
enhance efficiency.

Automation of variable and cognitive roles that can be
delivered through intelligent coding:

= Cognitive automation such as Al / ML augments
variable, interactive, mental work to improve productivity
and performance.

Substitution of first line support and query handling roles:

= Roles handling queries and providing first-line support
based on defined process, can be substituted by chatbots
to reduce variance.
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Table 1: Job adjacencies for eight highly impacted jobs within HR

Origin role Top destination roles within HR

Executive / Associate,

Operations and HR Business Partner Executive HR Business Transformation Executive
Technology
A iate, HR Busi Part . . -
ssoclate u5|nes§ artner Internal Recruiter HR Experience Specialist
Talent Management Executive
Executive, .
Employee Experience HR Business Partner Talent Development HR Analytics &
ploy P Specialist Transformation Executive

and Relations

Associate,
Employee
Experience and
Relations

HR Business Partner Executive HR Analytics & Transformation Analyst

Associate,
Learning and Talent Development Performance and
Organisation Associate Rewards Associate
Development

HR Experience Specialist

Executive,
Performance and HR Business Partner Talent Management Executive
Rewards

Associate,
Performance and HR Business Partner Talent Management Associate
Rewards

Associate,

Talent Attraction Talent Engagement Associate



Table 2. Job adjacencies for eight highly impacted jobs outside HR

Skills top-up for transition

(indicative)

Top destination roles

Origin role outside HR
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Business Analyst

Executive /
Associate, .
. Associate Management
Operations
Consultant
and
Technology
IT Project Specialist /
Executive
Associate, Change
Management Consultant
Associate,
Talent Associate, Data Analyst
Management
Media Planning Associate
Account Management
Executive
Executive,
Employee Operations Associate /
Experience Coordinator

and Relations

Business Development
Executive

Brand Management

Associate
Associate,
Employee . .
P . y Communications Associate
Experience

and Relations

Digital Marketing Associate

Business Strategy / Analysis

Business Development

System Integration

Business Process
Improvement

Data Visualisation

Digital Marketing Strategy

Market Research

Quality Assurance / Control

Account Management

Brand Development

Content Creation

Customer Segmentation

Pricing Strategies

Customer Service

Network Administration

Change Management

Data Warehousing

Search Engine Optimisation

CRM System

Risk Management

Digital Marketing

Digital Strategy

Video / Copy Editing

Search Engine Optimisation
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Table 2. Job adjacencies for eight highly impacted jobs outside HR (continued)

Origin role

Top destination roles
outside HR

Skills top-up for transition

(indicative)

Associate,
Organisation
Development
and Learning

Executive,
Performance
and Rewards

Associate,
Performance
and Rewards

Associate,
Talent
Attraction

Data Associate / Analyst

Marketing Associate

Associate Management
Consultant

Business Process Analyst /
Assistant Manager

Business Intelligence
Executive

Digital Marketing Executive

Project Analyst / Project
Associate

Digital Marketing / Brand
Associate

Performance Analyst

Corporate Strategy / Planning
Analyst

Associate, Business Analyst

Project Associate / Analyst

Market Research

Social Media Management

Business Development

Process Reengineering

Enterprise Resource Planning

Social Media Marketing

Event Planning /
Management

Customer Segmentation

Financial Modelling

Market Research

Business Process
Improvement

Market Research

CRM Systems

Campaign Planning

Market Research

Requirements Analysis

System Integration

Content Creation

Contract Management

Search Engine Marketing

Process Reengineering

KPI Dashboards

Financial Analysis

Agile Methodologies



Impact of technology on
emerging jobs in HR

As technology enhances existing HR tasks and jobs, it
will also create new responsibilities and emerging jobs in
HR. From the industry scan 2%, 2.5 million HR jobs were
analysed across US, UK, Sweden and Singapore and
three categories of emerging HR roles were identified
(as shown in the Figure 19):

Roles directly related to HR transformation and
digitalisation efforts, such as HR Data Analyst
and Head / Director of Technology.

(3]

’ Specialist roles that would enhance the talent

O¥® xperience and address a niche or specific
need such as the Learning Designer and
Employee Onboarding Specialist for talent
experience, and the Talent Intelligence
Analyst role for targeted scouting and
candidate recommendation.

Figure 19: Emerging Jobs in HR
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Cross functional roles that are generalist in

9 nature, involved in the design or deployment
of holistic talent solutions. This would
include the People Strategist, who will
partner with managers and teams to tackle
day-to-day people issues and drive the
execution of performance management and
talent development programmes. To do so,
they need the ability to implement strategic
workforce planning and to plan talent
acquisition. Another example is the Head of
Talent Enablement, who will be responsible for
all aspects of the organisation’s talent strategy
including onboarding, performance, training,
rewards and careers and will drive the delivery
of strategic talent programmes.

In total, eight emerging roles were identified,
and the relevant elements of these jobs were
incorporated, where appropriate, as new tasks into the
27 HR jobs to ensure that the jobs examined in this
study are future focused. In the future, as organisations
mature and workforce challenges evolve, some of these
roles may take on sufficient responsibilities to become
standalone roles.

Category Emerging jobs

1. HR Data Analyst

Transforming and digitalising HR

2. Head / Director, Technology

3. Learning Designer

Specialist roles 4. Employee Onboarding Specialist

5. Talent Intelligence Analyst

6. People Strategist

Cross-functional roles

7. Head, Talent Enablement

8. Head / Director, Organisation Transformation

[20] HR industry landscape was analysed to identify emerging jobs. Please refer to the

Section on Methodology for details.
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Beyond the roles found through our research, other
emerging roles in HR were identified in WTW’s HR 4.0
study ?'l. These include:

g Bot Monitor, who manages, monitors
and trains chatbots to improve the
employee experience.

,&, Cultural Ambassador, who collaborates with
8 8  business leaders to influence, develop and

embed the organisation’s culture, and supports
the implementation of initiatives to enable
culture change in the workplace.

Impact of technology on
future skills for all
HR professionals

As HR needs to drive business transformation,
manage the future workforce challenges and enable
evolution of work, this requires them to acquire future
skills. To equip HR for the future, eight cross-functional
skills have been identified for all HR professionals.

. HR needs to adopt technology to deliver
J® efficient and effective HR services. Knowledge

of HR technology adoption will be critical
for recommending appropriate technology
solutions and delivering a seamless
talent experience.

analytics to augment talent strategies and
develop data-based talent programmes in
the organisation.

g HR professionals will also need skills in people

They will need to present a compelling business
=== case for various talent initiatives / investments

[21] HR4.0: Shaping People Strategies in the Fourth Industrial Revolution, World Economic
Forum, 2019

through use of data-driven story telling to
drive talent decisions.

x Skills in organisation behaviour and

2A2 change management, relationships and
communication, and building an agile
mindset will be critical for driving business
transformation by influencing behavioural
change and developing an agile and a
dynamic culture.

Business and financial acumen and

a progressive and inclusive workforce policy
implementation will be critical to developing
appropriate talent strategies and polices to
balance the needs of business and expectations
of external stakeholders.

Additionally, function-specific skills have also been
identified for each of the HR functions. Figure 20
summarises the impact of technology on HR jobs and
the future skills required. The definitions of the future
skills are detailed in the Impact and Skills Analysis in
the Appendix.

Globally, rapid technology changes are transforming
the world of work. Organisations are transforming their
business models and jobs in order to take advantage
of these opportunities and impact of the 4IR. The
HR function should be at the forefront to drive this
change, harnessing the opportunities for the business
through strategic HR investments in technology and
skills. As HR takes charge to deliver a seamless talent
experience, drive business transformation and add
value by identifying capabilities needed to future-proof
businesses, HR will need to transform itself in order to
deliver these responsibilities.

In the next section, we will focus on the impact of
technology on the nature and scope of each HR
function. These sections will deep-dive into technology
trends impacting each function, and how these trends
will impact the expectations and future skills required.
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Figure 20: Overview of technology impact on 27 jobs in HR
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4. Overview of HR Functions

Impact of technology on
HR functions

Greater prevalence of intelligent automation,
rising expectations of employees for consumer-grade
applications and use of predictive and advanced
analytics, are key trends that have reshaped and
transformed the HR functions to better support the
business and workforce. The subsequent paragraphs
summarise the impact of these trends on HR functions
covered in the study.

Q The Operations and Technology
fo function will need to architect the organisation’s
HR technology roadmap and be the key
enabler for technological change within HR.
Additionally, the function will enable advanced
data analytics across HR by designing talent
data architecture and elevating its capabilities

to drive data-based decision making.

PR As a consumer-grade experience

ri becomes more critical, the Employee

Experience and Relations function will take

on new responsibilities of optimising the talent

experience across the talent lifecycle. There

will be an increased focus on personalisation

based on different talent personas, continuous

real-time listening and use of advanced
analytics for insights.

¢ & ) Building a consumer-grade experience
o8 sa Wil also drive the need for personalised

career journeys, enhanced candidate and
onboarding experiences as well as innovative
learning pathways. The Talent Management,
Talent Attraction and Learning functions will
need to redefine and implement processes,
programmes and technology solutions that
support these new demands from talent and
the business.
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@ There will be an increased expectation

from the Performance & Rewards function

to deliver personalised and differentiated

programmes to cater to the needs and

preferences of diverse talent groups. To enable

agile organisation structures, there willbe aneed

to design systems that provide real-time, team-

based, multi-source performance feedback and
differentiated rewards.

>

@ As organisations undergo digital
» transformation, the HR Business Partners

will need to lead job redesign and strategic
workforce planning initiatives, and work with
the business to drive change management.

= This business transformation will also
Iﬁl be supported by Organisation Development
who will spearhead initiatives to build an
agile organisation culture and promote the
right values and behaviours that will unify

the organisation.

All functions will be expected to leverage
evidence-based insights to influence business leaders
on talent decisions. The analysis of the impact of
technology on HR functions and jobs as well as the
evolution of expectations and skills are detailed in the
sub-sections below.
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Section 4.1:

Impact of technology on the Chief Human Resource Officer

The role of the Chief Human Resource Officer
(CHRO)iscriticalinleading the transformation across the
HR function.

Today, the role is responsible for the effective
and efficient running of the HR function. The role also
drives the organisation culture and provides strategic
foresight to solve organisational talent issues.

Figure 21 summarises the key demands of a
CHRO arising from the 5 themes 22 identified earlier.
More details are captured in the following paragraphs.

Figure 21: Impact of the five themes on
the CHRO

01 Enhance Jobs and Drive Transformation

-
<

Strategise and architect future of work
in the organisation and drive organisation
transformation and agility.

Equip Workforce with Future Skills

P

= € € €l

<

Orchestrate a culture of continuous reskilling
and upskilling to future-proof the organisation
and groom future leaders.

Build Consumer-Grade Experiences

Be a people advocate and business
advisor, and coach senior leaders to drive
talent experience.

Digitalise HR

Be an innovator and drive the shift in HR
to enhance service delivery and experience
through technology investments.

Drive Data-based Decision Making

P

Drive infrastructure investments and capability
across HR to enhance evidence-based
decision science.

[22] The 5 themes have been detailed in Executive Summary and Overall findings sections.

Overview of Chief
Human Resource Officer
(CHRO) role

The Chief Human Resource Officer will be the
value creator and will partner with business leaders to
identify future capabilities required to shape the long-
term business goals and strategise the future of
work. The role will evaluate opportunities for optimal
human-machine combinations across the organisation
and guide leaders to balance potential value against
social implications of adopting technology. With the
increasing importance of Environmental, Social and
Governance (ESG) metrics in measuring business
performance, the CHRO will need to advocate for
sustainable business practices that balance the interests
of multiple stakeholder groups including employees.

The CHRO will lead the creation of meaningful
jobs and drive a culture of continuous learning in the
organisation. The role will articulate the desired
culture that aligns with business strategy, organisation
values and the new ways of working. The role will coach
senior business leaders as well as groom future
leaders for the organisation. The CHRO will serve as
a talent advocate to elevate the people agenda for
diverse groups of talent.

The CHRO will develop a strategic vision
for HR technology and drive alignment with the
organisation-wide digitalisation strategy. The role
will act as a technology evangelist and drive the
vision for continuous upgrade of service delivery and
experience by evaluating opportunities and prioritising
HR technology investments. The role will also drive the
upskilling of HR teams to embrace technology. The
role will lead the shift from data reporting to decision
science to catalyse future-focused insights for
talent decisions.



Skills required by a CHRO

The CHRO will need to be proficient in driving
organisation transformation through enabling agile
organisation  structures, optimal human-machine
collaborations and leading culture change. The CHRO
will also need skills to create a desired workplace culture
and understand behavioural levers that drive positive

Figure 22: Role-specific future skills for CHRO
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change. Skills in providing strategic business and HR
advisory will be crucial for the CHRO to coach senior
leaders. Talent experience and design thinking skills
will be desirable to influence business decisions and
create a seamless and integrated talent experience that
aligns with the organisation’s branding and consumer
experience strategy. These skills have been described
in detail in Figure 22 below.

Focus areas Description

Organisation
Transformation

Workplace Culture
and Change
Management
Advisory

Strategic Business
and HR Advisory

Talent Experience
Management

Design Thinking

Behavioural Drivers

Sustainability and
Digital Citizenship
Governance

Work Architecture
and Job Redesign

Learning and
Development
Strategy

Drive organisation transformation strategies and programmes that impact organisation-wide structures,
processes, behaviours, in alignment with business strategy, workforce trends and disruptive technologies
and enhance organisational effectiveness and performance.

Drive strategies to achieve desired organisational culture by leveraging understanding of social drivers in
the organisation and coach organisation leaders to lead change management across the organisation.

Coach organisation leaders and provide data-driven insights on opportunities by leveraging data analytics
to influence and align talent strategies to business needs.

Influence business decisions to drive a seamless and integrated talent experience that aligns with overall
branding and consumer experience strategy of the organisation.

Influence development of talent programmes through human-centred strategies for enhanced talent
experience.

Provide thought leadership to drive application of behavioural levers to drive culture and workplace
transformation.

Foster an inclusive and ethical workplace culture that enables organisation to make a positive impact on
the environment, community, society, and economy. Oversee the development of policies and guidelines
for corporate and digital citizenship to safeguard business and talent.

Strategise work architecture by driving job redesign and lay the foundation for future workforce planning
including the broader talent ecosystem.

Foster a continuous learning culture to drive upskilling and reskilling across diverse talent groups to meet
current and future needs of the organisation.
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Call to action for CHROs

As the leader of the HR function, the CHRO
plays a critical role in driving transformation. The CHRO
can leverage interventions detailed below to elevate the
potential of HR within their organisations:

é Drive investments for
| HR technology

Technology can potentially elevate the
performance and productivity of HR. It automates routine
processes and frees up capacity for HR teams to take on
strategic responsibilities. It also provides personalised
solutions that enhance the talent experience.

To justify the investments, the CHRO needs
to build a strong business case. This can be done
by tracking quantitative metrics on productivity and
performance and balancing these outcomes against the
implementation cost of HR technology solutions.

® ’l‘ < Elevate capabilities of HR teams

Technology is augmenting the  job
responsibilities of HR professionals. This requires HR
professionals to build new capabilities to stay relevant
and perform in the job. The CHRO needs to drive a
continuous learning culture within HR and motivate
upskilling / reskilling. They can proactively encourage
HR teams to leverage formal training programmes or
IHRP certifications to build required capabilities needed
for success.

Role of the CHRO beyond three years

The CHRO will continue to drive the
evolution of work and talent strategy. The role will
design higher-value human centric jobs through
optimal combinations of humans and robots.

There will be continued focus on being
an advisor or coach to organisation leaders,
providing guidance to help them navigate potential
conflicts between the commercial mandate
and ethical responsibilities towards employees
and communities.

The role will be a stronger talent advocate
for diverse employment relationships and drive
reskilling and upskilling across the organisation.

Finally, to help the business navigate
the complexities of the changing landscape, the
CHRO will be required to design purpose-driven
work that allows talent to create a positive impact
on society and foster a sense of belonging to
the organisation.

Q ¢
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Section 4.2:
Overview of impact on the Operations and
Technology function

Key trends impacting the Operations and Technology function

» Enhance efficiency of HR service delivery through intelligent automation.
P Design the data architecture for HR and enable advanced analytics to drive data-based talent outcomes.

» Enable the design and development of an integrated technology roadmap through use of cloud-based platforms.

Implications on job roles

Spend less time on... Spend more time on...
v" Conducting system v Planning of solutions design
maintenance periodically. and implementation.
v" Monitoring compliance of v Experimenting with technology
data practices. solutions and recommending
scalable technology.
Technology v' Transaction processing.
will enable v" User-centric design to maximise
v Routine query handling. i
e e e query g user experience.
to... v Data reporting. v' Presenting business cases for

technology implementation.

v" Formulation of data
governance framework.

v User testing of solutions.

v' Data analysis and
results visualisation.

| High Low

= Head

= Executive / Associate
= Manager
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Overview of Operations and
Technology function

The Operations and Technology function has
traditionally focused on providing HR services. The jobs
in the function are involved in system maintenance,
transaction  processing, query handling, data
reporting and ensuring data compliance etc. In larger
organisations, with use of HR Information Systems
(HRIS), there is greater efficiency of transaction
processing through the system. As technology
enhances the efficiency of service delivery, jobs in
Operations and Technology function will spend less
time on query handling, data reporting and conducting
routine maintenance of these systems, as highlighted in
the table above.

Today, in more progressive organisations, the
function drives the enhancement of HR’s technology
capabilities by designing an integrated technology
roadmap and data architecture for HR. In future, the
Operations and Technology professionals will continue
to experiment with technology to identify solutions to
digitalise the delivery of HR services and enhance user
experience. They will implement technologies such
as Robotic Process Automation (RPA) and Artificial
Intelligence (Al) that optimise HR infrastructure and
service delivery. They will also need to develop and

showcase the business case for technology
investments. This will require them to develop a
seamless interface between HR and business systems,
to enable the data flows needed for people analytics to
support wider business decision making.

Technology impacting Operations and
Technology function

Our research has identified Operations
and Technology as the HR function most impacted
by technology and was chosen by two-thirds of all
respondents in the survey as shown in Figure 23 below.
HR technology solutions increasingly offer opportunities
for enhancing service delivery and user experience.
Operations and Technology professionals will be the
key enabler for technological change within the HR
function. They need to build knowledge of the latest
technology solutions and develop a business case for
suitable technologies that can be implemented across
HR processes to drive business outcomes. From our
survey findings, the top technologies impacting the
function were data analytics, Al and machine learning,
RPA and cloud technology. These technologies will have
implications on the top trends impacting the Operations
and Technology function which will be elaborated in the
following section.

Figure 23: Function most impacted by technology

OPERATIONS AND TECHNOLOGY FUNCTION WAS RANKED BY 66% OF
SURVEY RESPONDENTS AS THE FUNCTION MOST IMPACTED BY TECHNOLOGY

HR Business Partner, 3%

Performance and Rewards, 4%

Learning and Organisation
Development, 5%

Employee Experience
and Relations, 8%

Talent Attraction, 12%

Talent Management,

2%

Operations and

Technology, 66%



Our research identified the following
technology trends impacting the Operations and
Technology function:

Intelligent automation (comprising RPA,
Al and machine learning) has enhanced
efficiency of HR service delivery. Such
technologies enable automation of routine,
administrative  tasks, and transactional
processes such as benefits and leave
administration. 88% of industry participants
in our survey indicated that all Operations
and Technology processes have moderate
to strong potential for automation. However,
the effectiveness of intelligent automation can
only be maximised if existing processes are
reviewed and optimised before introducing the
appropriate technology. One such area is first-
line query handling, which can be automated
through Al, by generating appropriate
responses based on defined algorithms.
With the availability of such technologies,
it provides opportunities for the Operations
and Technology function to assess whether
traditionally outsourced processes can be
moved in-house.

tir

g

There is an increased focus on data analysis
across all business functions, and HR is

no exception. Advanced data analytics,
including codification of intangible metrics,
such as analysis of talent feedback via
informal communication platforms, is critical
in providing key insights to the business to
drive talent decisions. Data analytics will
greatly impact HR operations and tasks
in the next three years according to our
research. With the advent of technology, data
storage and collection capability has gone
up significantly. The function is expected to
leverage this to enhance analytics capabilities
of the HR function. It will also be expected to
design data architecture that allows analysis
of linkages between talent data and business
metrics, in order to drive data-driven decision
making. With sensitive employee information
being collected and analysed, the Operations
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and Technology function also needs to develop
a data governance framework and ensure
data security measures are in place. This will
include data privacy guidelines to manage the
collection and use of sensitive personal data.

Cloud-based platforms enable seamless
FI0Y access to HR systems and sharing of data.
They provide a strong foundation to implement
different systems to enhance HR service
delivery, user experience and analytical
capabilities. Operations and Technology
professionals can enable this by designing
integrated technology roadmaps for
seamless interface across various HR systems
such as performance management, learning
and development, career development, etc.
With a reduction in time spent on manual
and transactional processes, the function is
expected to operate with greater efficiency.

The following section discusses the enhanced
expectations in Operations and Technology roles.

Head, Operations
and Technology

The Head, Operations and Technology will
collaborate with the Chief Information Officer (CIO)
to develop an integrated HR technology roadmap to
ensure synergy across HR technology solutions. This
will involve developing technology implementation
strategies and recommending solutions that enhance
service quality, talent experience as well as better
integration across the various technology solutions. The
Head, Operations and Technology is expected to make
decisions on the type of technology solutions required
by the organisation, whether to purchase or develop
these solutions, and make a business case to secure
the necessary funding. The role will plan and design the
HR data architecture to ensure seamless flow of data
across HR and business systems and drive the use of
data analytics to influence key stakeholders on talent
decisions. In terms of data security and governance,
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the role will define the data security requirements and
develop data governance frameworks, and lead the
implementation of measures to protect sensitive and
confidential data.

There will be a medium level of impact of
technology on the Head, Operations and Technology.
The enhanced job scope to design an integrated
HR technology roadmap will require new skills and
knowledge of new technologies and implications on
data architecture for HR. The role will also need to lead
the HR digital transformation and technology adoption
across the function.

Manager, Operations
and Technology

The Manager, Operations and Technology will
lead the implementation of technology solutions and
manage the organisation’s HR technology portfolio.
This involves identifying relevant metrics to analyse and
ensuring continuous improvement across solutions,
evaluating HR technology solutions in the market, and
recommending HR technology solutions for adoption in
the organisation. This requires a strong understanding
of data models to recommend talent-related metrics
based on the needs of the business and other HR
functions. The Manager, Operations and Technology will
also work with stakeholders (e.g. IT team) to implement
a seamless data architecture with strong data security
measures and data governance.

There will be a medium level of impact of
technology on the Manager, Operations and Technology.
Intelligent automation (Al and ML embedded within
cloud-based solutions) will enable real-time, automatic
updates of compliance information. The job scope
will evolve to explore opportunities for optimisation of
current HR processes, and to implement and manage
the technology portfolio across HR.

Executive / Associate,
Operations and Technology

Many of the current tasks of the Executive /
Associate, Operations and Technology are at
high risk of displacement with the automation of
transaction processing and front-line query handling
processes. The role will evolve to support technology
implementation and research on new technology
solutions in line with the integrated technology roadmap
and process improvements. The role will also support
the implementation of technology solutions, including
product testing and communicating changes to relevant
stakeholders. The role will support the data analysis
of various talent and business metrics by developing
data visualisation dashboards to present insights that
influence talent decisions.

There will be a high level of impact of
technology on the Executive / Associate, Operations
and Technology. The role will undergo a considerable
change in the job scope as several tasks are replaced
by intelligent automation. The role will be expected to
undertake new areas of work such as collaboration with
technical teams to outline technical requirements for
HR technology solutions. Additionally, new technology-
related skills, such as robotic process automation
(RPA) programming will be needed in future, leading
to a high level of impact due to technology.




Skills required by Operations and
Technology professionals

The Operations and Technology professionals
will be expected to be proficient in integrated
technology roadmap development to drive
technology implementation. proficiency in application
programming interfaces (APIs) design and RPA
programming will be crucial to enable use of off-the-
shelf technology solutions and integration of solutions in
line with the technology roadmap and business needs.
Operations and Technology professionals also need
to have strong skills in data architecture design and
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data security and privacy to ensure robust and
effective data flows that link HR and business systems
as well as to protect confidential and sensitive data. To
maximise consumer-grade experience and enhance the
functionality and effectiveness of technology solutions
for HR service delivery, Operations and Technology
professionals require user experience / user interface
design and product testing skills. Technology
vendor management abilities would also be key, as
the function is expected to collaborate with different
technology vendors to drive technology implementation.
These skills have been described in detail in
Figure 24 below.

Figure 24: Role-specific future skills for Operations and Technology professionals

Focus areas Description

Integrated
Technology Roadmap

Development and business.

Application
Programming
Interfaces (APls)
Design

Data Architecture
Design

Data Security
and Privacy

User Experience /

User Interface Design adopt industry best practices.

Design organisation technology roadmap strategy to drive seamless interface between existing and
upcoming technologies and optimise HR systems, and enhance accessibility and functionality for talent

Drive integration of various applications and platforms across organisation-wide systems to design
the interactions between various software components and maintain an overview of routines and
communication protocols regarding these interactions.

Lead the design of a robust data architecture that seamlessly directs data flow across the organisation

Adopt an overarching view of tools and approaches for data security and privacy such as privacy-by-
design to design data governance framework and drive compliance with regulatory requirements and
prevent business and reputational risks from data breaches.

Formulate guiding principles and concepts for intended user experience and interfaces, and direct
development of prototypes and customised graphical user interfaces to anticipate user requirements and

Evaluate results of testing for digital products and services, and develop technology implementation

Product Testing
and talent.

strategy that enhance feasibility, functionality and effectiveness for optimal product experience for business

Establish strategic collaborative and impactful partnerships that take into consideration the long-term

Technology Vendor
Management

Robotic Process
Automation
Programming

mutual benefits for both organisation and technology vendors to drive technology transformation
across HR.

Evaluate HR processes against RPA technology to define opportunities as well as prioritise HR processes
for automation based on business organisation and talent needs.
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Case Studies

The case studies below showcase the impact of the technology and on the HR Operations and Technology
function in various organisations.

Singapore University of Technology and Design (SUTD)

&6 A Iot of the other functions like finance, operations and marketing have traditionally been using data to
make decisions. Well, HR professionals now have to learn to be a lot more data-savvy to be able to make

more objective decisions. 73

The business need

Dr. Jaclyn Lee, CHRO, SUTD

SUTD is one of the universities in Singapore that aims to be a leading research-intensive global university that focuses on technology
and design. HR has traditionally been aligned with the ‘soft’ sciences of psychology and sociology and has been seen to lack the
data-savviness to make objective decisions. As the talent needs in the organisation are becoming more complex, it is imperative to
transform the HR function from relying on ‘gut instincts’ to utilising data-driven insights for decision making.

The solution

The HR function deployed cloud-based systems and undertook several automation
initiatives across the various HR functions, to meet the varied needs of each function,

e.g. adopted automation for new employee onboarding and information entry into our core HR
system was manual process.

Enabled transformation of operational HR roles to deliver more value-add through effective roles
such as Business Partnering, Strategic HR and Organisation Development.

Embarked on a large-scale data management and cleansing initiative in order ensure that the
data analysis would give accurate insights, e.g. Automation of the resourcing function in SUTD HR
allowed the auto-validation of data and prerequisites.

Upskilled 14 HR FTEs in analytics and visualisation training to perform data analytics and
derive insights based on the HR information systems. It allowed HR to develop skills in proactively
identifying data patterns and developing data-driven insights and linkages to business metrics to
identify impact of HR programmes and talent metrics on business outcomes. Utilised Qliksense
platform for data analytics and derive insights that allowed data-driven talent decisions to

support the business. E.g. analytics and insights solved issues related to recruitment, manpower
capabilities needed in the near future, identified employees with potential flight risk etc.

The results

* Cloud-based
systems enabled
SUTD to save on infrastructure
and regular upgrade costs
as well as reaping intangible
benefits such as:

» Better applicant and
employee experience.

» Shift towards becoming a
strategic HR function.

» Ease of use, less
training needed.

» Increased HR
tech innovation.

» At least 76 man-hours were
saved in FY18 on recruiting &
onboarding process in HR.

* 60-70% of manual work in the
resourcing function in HR
was automated.

* Real-time data and
dashboards in a consolidated
view allowing for data-driven
insights which enabled
workforce planning and cost
efficiency as well as hiring of
better candidates which saved
costs on headhunting.
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The Lo & Behold Group

k€ We envision that the acquisition of and implementation of an integrated, unified, consumer-grade UX platform
B such as Workday, across Human Resources (HR) will enhance the employee experience. 13

Fiona Lai, Chief Talent Officer, The Lo & Behold Group

The business need

The Lo and Behold Group is continuously exploring opportunities to expand and scale operations. To support the growth of business

with the existing headcount in HR, it was important to invest in technology to enhance efficiency of HR service delivery and hence meet

the growing needs of the evolving business. The investment in Technology solutions is also timely towards how we operate in the “new

normal” as we progressively phase our return from this Covid-19 circumstance.

The solution
» Implemented an integrated, unified, cloud-based platform across Human Resources. This platform
aims to help:

» Automate the administrative tasks and transactional tasks within Human Resources.

» Provide an “on-the-go” access to HR services such as attendance management, personal
particulars, and time-off applications.

» Perform basic analysis and reporting functionalities.

» Due to the time saved by automation of administrative and transactional tasks, HR focused time on
predictive analysis to draw linkages to business outcomes for talent decisions i.e. using predictive
analytics to identify employees with high flight-risk and retaining or redeploying them would help to
save the cost of recruiting and onboarding a new hire.

The results

* Integrated platform
reduced amount of
highly administrative and
transactional work, allowing
reallocation of time into
important strategic activities.

» We've managed to reduce
down manual time-off
tracking and administration
by 40%.

» Candidates are able to
complete their on-boarding
information once they are
hired into the system.

» Talent Acquisition team
is able to better able to
focus on qualifying their
talent bank.

» Approximately 30 man-
hour per HR staff per
month saved,
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Section 4.3:
Overview of impact on the Performance and
Rewards function

Key trends impacting the Performance and Rewards function

» Enhance efficiency of routine performance and rewards processes through intelligent automation.
» Enable personalised performance management and rewards through mobile applications.

» Leverage data analytics and behavioural economics to attract, motivate, and retain key talent.

Implications on job roles

Spend less time on... Spend more time on...
v" Administering the performance v" Analysing talent data for insights on
management process. needs and preferences for pay

and benefits.
v" Administering compensation

and benefits. v" Designing and implementing continuous

multi-sourced performance framework.
v' Consolidating data and

Technology generating reports. v Designing and implementing agile and

will enable personalised rewards solutions.
v' Gathering employee feedback on

these I'Oles programmes manua"y. v Developing perSOnalised and

(o A bite-sized communications.
v" Documenting improvement plans.

v Scouting for appropriate technologies

v Liaising with vendors. and approaches.
v Handling routine queries on v Analysing data to evaluate
compensation and benefits matters. effectiveness of performance and

rewards programmes and linkages to
business outcomes.

v" Resolving complex queries on
compensation and benefits matters.

| High Low

= Executive = Head
= Associate = Manager




Overview of Performance and
Rewards function

The Performance and Rewards function is
responsible for the development and implementation
of performance management and rewards frameworks.
Traditionally, there has been a focus on standardising
these frameworks for and adopting a one-size-fits-all
approach across the organisation, without considering
different needs, preferences as well as differentiated
skills. Additionally, considerable time was spent on
administering performance management processes
as well as compensation and benefits. Performance
and Rewards professionals also spent time on
data consolidation, report generation and handling
employee queries.

With the need for delivering an enhanced
consumer-grade experience, the function needs to build
frameworks and approaches that leverage real-time,
continuous and multi-sourced feedback to offer agility,
differentiation and flexibility. There is also a stronger
focus to enable goal setting, coaching, evaluation
and feedback throughout the year. Performance and
Rewards professionals will be expected to analyse
performance data and draw linkages to business
outcomes to ensure that new performance and rewards
policies drive greater productivity.

With the workforce becoming more diverse,
there is a greater need for the Performance and
Rewards professionals to also understand the needs
and preferences across diverse talent groups. Analysis
of behavioural levers including psychological, cognitive,
emotional, cultural and social factors on economic
decision making will be used to determine the
impact of pay elements on attraction, motivation, and
retention. This will enable Performance and Rewards
professionals to design agile and personalised rewards
solutions, which include elements of skills-based pay,
incentive pay, and flexible benefits programmes for
diverse groups of talent.
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Technology impacting Performance and
Rewards function

Our research indicates that data analytics,
mobile applications, cloud technology, RPA, Al and
machine learning are the technologies that will most
impact the Performance and Rewards function in the
next three years. These technologies will enhance the
function’s ability to collect real-time data and develop
insights for performance and rewards decisions. They
also allow talent greater flexibility, personalisation and
access to rewards and benefits programmes. Overall,
this will enable the function to provide holistic and flexible
performance management, rewards, and benefits and
wellness frameworks for diverse talent groups.

According to our survey, some of the function’s
processes that are most likely to change in the future
due to technology, are shown in Figure 25 below.

Figure 25: Top five performance and
rewards processes most likely to change
in the future due to technology

Performance and rewards processes Rank order

Market benchmarks and comparator

groups analysis Tst
Analysis of effectiveness of existing 2nd
rewards programmes n

Cross-functional roles 3rd
Supporting the performance manage- 3rd
ment process in the organisation r

Calibration of performance grades 5th
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Our research identified the following
technology trends impacting the Performance and
Rewards function:

Intelligent automation such as RPA,
Al and machine learning technologies
are increasingly being used to enhance
the efficiency of many performance and
rewards processes. RPA will automate the
administration of performance management
process and benefits administration. Al-
powered systems and machine learning will
automate the process of verifying accuracy
of data and claim submissions as well as
documentation of performance management
action plans and results. First-level query
handling of performance and rewards matters
will be facilitated by Al-powered chatbots.
Consolidation of talent data and feedback on
benefits programmes will also be automated
by RPA. Performance and rewards reports can
also be automatically generated through RPA,
Al-powered systems and machine learning.
These technologies will reduce time spent on
such tasks, allowing the function to perform
more analysis and value-added work.

tir

g

The rise in talents’ expectations for HR

5 to deliver consumer-grade experiences
and personalisation has led to a steady
increase in the use of mobile applications.
Combined with cloud-based platforms, mobile
applications enable multi-sourced and real-
time feedback. Mobile applications embedded
with nudging capabilities will send alerts to
enable personalised and frequent performance
assessment. Mobile applications will also
allow talent easy access and personalisation
of rewards and benefits as well as submission
of claims.

There is an increased focus on the function
@ to utilise analytics to develop data-driven
performance and rewards frameworks. From
our research, data analytics ranks as the top
technology that will impact the function in the

next three years. Advanced data analytics will
enable the function to generate insights on
talents’ preferences for various pay components
as well as establish linkages between
performance data and business outcomes.
Sentiment analysis of intangible metrics such
as organisation network analysis, talent morale,
will provide innovative elements for performance
and rewards decisions. The function will also
be expected to utilise behavioural economics
to design and implement compensation and
benefits frameworks. The function will need
to take into consideration psychological,
cognitive, emotional, cultural and social factors
when designing compensation and benefits
programmes. This will enable the function to
implement agile and personalised rewards
of greater economic value to better acquire,
motivate and retain talent.

The following section discusses the enhanced
expectations in Performance and Rewards roles.

Head, Performance
and Rewards

The Head, Performance and Rewards will guide
the design of an agile, personalised, differentiated and
flexible rewards framework by incorporating real-time,
frequent, and multi-sourced feedback. The role will
also be expected to develop a strategy for continuous
performance management. The Head, Performance and
Rewards will drive the adoption of these frameworks and
ensure effective application for diverse talent groups.
Developing an executive compensation philosophy as
well as overseeing compensation governance strategies
to advocate greater transparency in remuneration
practices will also be expected. The role will advocate
for and drive the use of data analytics and behavioural
drivers to examine the impact of rewards on talent
attraction, motivation, and retention.

There will be a medium level of impact of
technology on the Head, Performance and Rewards.
The enhanced job scope to develop performance



and rewards frameworks that are agile, flexible, and
personalised, will require the role to gain proficiency in
agile and personalised pay philosophy and structures.
Additionally, new areas of focus for the role include a
greater need for analysis of intangible metrics as well as
behavioural drivers that will enable the design of holistic
rewards policies for the organisation.

Manager, Performance
and Rewards

The Manager, Performance and Rewards
will focus on implementing agile, personalised,
differentiated and flexible performance and rewards
frameworks that meet the needs of diverse talent groups
and the business. The role will develop personalised
communication for diverse talent groups on the adoption
of these frameworks. The Manager, Performance and
Rewards will lead the use of technologies to deliver
the differentiated and personalised compensation and
benefits as well as multi-sourced performance feedback.
The role will be expected to utilise data analytics to
enhance programmes and analyse the impact of various
pay components on behavioural drivers related to talent
attraction, motivation, and retention.

There will be a medium level of impact of
technology on the Manager, Performance and Rewards.
The role will be expected to gain new technology-
related skills such as technology-driven evaluation and
levelling to augment the area of work in job evaluation
and benchmarking. The use of data analytics will be
even more prevalent for the role to analyse intangibles
and assess the impact of rewards and benefits and
wellness programmes on talent.

Executive, Performance
and Rewards

The Executive, Performance and Rewards
will facilitate adoption of enhanced performance
management, compensation and benefits frameworks
by supporting the development of personalised and
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bite-sized communications to talent. The role is
expected to research new technologies and conduct
user acceptance tests for the technology to deliver
the required talent experiences on performance
management, compensation and benefits programmes.
The role is also expected to analyse talent feedback and
suggest solutions for addressing gaps in performance
management, compensation and benefits programmes.
The Executive, Performance and Rewards will be
expected to articulate the rationale and objectives of
variable pay mechanisms as well as job evaluation and
benchmarking approaches. Creating compensation
and benefits benchmarks through use of technology,
that enable analysis of pay equity across various talent
groups, as well as implementing holistic benefits and
wellness programmes will be expected of the role.

There will be a high level of impact of technology
on the Executive, Performance and Rewards. The
administration of compensation and benefits will be fully
automated by technology. First-level query handling,
verification of claim submissions as well as data
accuracy checks in reports will be performed through
intelligent automation. The role will undertake new
areas of work such as analysis of feedback and metrics
as well as user acceptance tests to enhance delivery of
performance management, compensation and benefits
programmes through technology. These areas will be
supported by the gaining of new technology-related
skills such as people analytics.

Associate, Performance
and Rewards

The Associate, Performance and Rewards
will support the communication of frameworks and
programmes, including supporting the resolution of
complex queries. The role will also research various
technologies and support user acceptance testing for
new technology applications. The role will additionally
support data analysis of performance and productivity
metrics. The role will be expected to support the analysis
of compensation and benefits practices in the industry
to suggest innovative practices that address business
issues. The role will analyse talent data to understand the
needs and preferences across talent groups and support
the curation of benefits and wellness programmes.
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Associate, Performance
and Rewards

The Associate, Performance and Rewards
will support the communication of frameworks and
programmes, including supporting the resolution of
complex queries. The role will also research various
technologies and support user acceptance testing for
new technology applications. The role will additionally
support data analysis of performance and productivity
metrics. The role will be expected to support the
analysis of compensation and benefits practices
in the industry to suggest innovative practices that
address business issues. The role will analyse talent
data to understand the needs and preferences across
talent groups and support the curation of benefits and
wellness programmes.

There will be a high level of impact of technology
on the Associate, Performance and Rewards. The
administration of compensation and benefits will be fully
automated and intelligent automation will handle queries
on compensation and benefits matters, administer
reimbursement and generate reports automatically. The
collation of employee data and feedback on benefits
schemes will also be automated. This will allow the
role more time to take on new tasks such as supporting
research initiatives as well as the curation of holistic
benefits and wellness programmes. The role will be

expected to upskill and acquire new technology-related
skills such as people analytics and HR technology
adoption to perform the new tasks.

Skills required by Performance and
Rewards professionals

The Performance and Rewards professionals
will be expected to be proficient in design and
implementation of  continuous performance
management frameworks. This will enable a shift in
performance management mindsets and practices
to become more agile and forward-looking, and to
instil a learning culture where talent contribute to
the growth and development of others by providing
timely feedback. Skills in developing agile and
personalised pay philosophy and structures and
use of technology-driven evaluation and levelling
will enable Performance and Rewards professionals
to better manage and reward agile teams and a
diverse workforce. Proficiency in understanding
and application of behavioural drivers to develop
personalised and differentiated pay elements to attract,
motivate and retain talent while balancing cost. Lastly,
as compensation practices become more progressive
and move towards greater transparency, Performance
and Rewards professionals will also require skills in
compensation governance. These skills have been
described in detail in Figure 26 below.

Figure 26: Role-specific future skills for Performance and Rewards professionals

Focus areas Description

Continuous
Performance
Management

Agile and
Personalised Pay
Philosophy and
Structures

Technology-driven

Evaluation and
Levelling

Behavioural Drivers

Compensation
Governance

Design continuous performance management strategy and framework to account for real-time feedback
and spearhead continuous dialogues and ongoing performance review strategies for agile team structures
and diverse talent groups.

Lead design and implementation of agile, personalised, and flexible pay philosophy and structures
to enable flexible incentives and adaptability for compensation of diverse talent groups aligned to
organisational needs.

Lead the development of an innovative approach with technology integration for evaluation and levelling of
redesigned jobs.

Provide thought leadership to shape and promote best practices within the organisation on the use of
behavioural levers and pay elements to drive enhancement of compensation and benefits strategy.

Establish compensation governance frameworks and strategies integrated with technology to
enhance compliance with compensation disclosure requirement and promote transparency of
compensation practices.
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Case Studies

The case study below showcases the impact of the technology on the Performance and Rewards function in
an organisation.

Oversea-Chinese Banking Corporation (OCBC Bank)

b6 we adopt digitalisation to enhance the employee experience so that we deliver a high service level to our
B employees, whom we look upon as our main ‘customers’. Having the right digital tools and processes is key

.3
so that we can serve our people better. Jason Ho, EVP and Head of Group HR, OCBC Bank

The business need

OCBC Bank is the longest established Singapore bank, formed in 1932 from the merger of three local banks, the oldest of which
was founded in 1912. It is now the second largest financial services group in Southeast Asia by assets and one of the world’s most
highly-rated banks, with an Aa1 rating from Moody’s. The financial industry has seen significant technology-led changes in the last
few years. To remain competitive, OCBC Bank needed to define a digital transformation strategy that not only focused on redefining
customer experience but also an enhanced employee experience. To this effect, the HR team redefined the transactional processes
and introduced employee-centric benefits programmes to empower employees and enhance employee experience.

The solution The results
* HR launched MyWellness, a benefits portal and app that empowered employees to » OCBC Bank was

choose the best coverage for themselves and their families, creating a wellness journey awarded “The Best

that best suits their life stages and personal goals. Employees were provided the flexibility to HR Initiative, Application or

customise their benefits to meet their own needs through flex dollars issued by the bank. It is a Programme” at The Asian

digital one-stop app that: Banker Financial Technology
Innovation Awards 2018 for

» Allows employees to personalise their benefits to individual life stage and health needs, improve the implementation of the
their health or submit a medical claim on the portal that is mobile-responsive and available 24/7. HIP app.

» Uses the Face Ageing tool and a 5-minutes questionnaire on lifestyle choices to assess * The HIP Al-powered chatbot,
individual’s health risk. Insights to areas which are satisfactory or unsatisfactory are be saved up to 114 staff-days in
generated based on the results, providing tips unique to the individual. the first 6 months of launch.

» Empowers employees to buy wellness-related products or sign up for fitness classes at their own + Out of the almost 80,000
convenience. It empowers employees to take charge, track and improve their own wellness. claims, 76.5% of claims were

made through mobile between
» The above app was built on the back of analysis done by a collaborative team comprising of HR 1 January 2017 and 31
Analytics, Compensation & Benefits and more. The team analysed utilisation patterns across January 2018.

the different employee age groups over the duration of a five-year period and studied medical
spend, preventative health screenings and flex dollars spend. With the insights on employees’
preferences, existing schemes were enhanced. For example, when it was identified that older
employees needed more coverage claims for their parents’ medical expenses and hence the
medical coverage was extended to parents of all employees.

» HR also designed a mobile application with a first-of-its kind system-integrated chatbot (in-house
built chatbot engine Buddy), called HR in Your Pocket (HIP) which provides a seamless access,
in the office and on-the-go, for managing transactional HR processes such as leave applications,
tracking medical and lifestyle expense reimbursement claims, internal job postings and people
directory. The application is powered by an Atrtificial Intelligence (Al)-driven chatbot that is
integrated with OCBC'’s HR information system. The app streamlines internal process flows and
drives paperless and digitalised transactions and the chatbot provides immediate and personalised
responses, leading to an enhanced employee experience. lts desktop twin, My World, mirrors HIP
so employees are guaranteed a seamless employee experience.
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Section 4.4;
Overview of impact on the HR Business Partner function

Key trends impacting the HR Business Partner function

» Partner with the business to conceptualise work architecture through intelligent automation.
» Enhance talent experience through use of mobile applications and communication platforms.

» Leverage data analytics to determine future workforce and skills required, drive talent decisions and recommend
personalised, talent-centric approaches to manage talent.

Implications on job roles

Spend less time on... Spend more time on...
v" Planning for short-term deployment v Leveraging data analytics to develop
of workforce. industry scans and insights on future

workforce and skills required.
v" Implementation of standardised

talent management frameworks v Developing future focused strategic
Technology . .

and processes. workforce plans including the
will enable broader talent ecosystem.
these roles v" Supporting HR operation