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Strong HR leadership is critical
to business transformation
A business’s ability to disrupt or lead rests on its talent.
Given the landmark change occurring across industries, a
forward-thinking HR function is critical to an organization’s
ability to achieve long-term success. Organizations need
their CHROs to help lead the process of internal business
transformation in order to create the capability, capacity,
and company culture needed to not only weather current
market upheavals but also create the foundation for
continued proftability.
However, while HR executives generally feel confdent in
the strategic value and performance of their function, the
average CEO does not share their views. According to
KPMG’s 2019 Future of HR survey, 74% of HR executives
believe that their HR function is seen as a core value
driver by senior leadership1. Results from KPMG’s 2018
CEO Outlook survey paint a different picture: only 24% of
responding CEOs rated their workforce and HR capabilities
as “highly effective”.2 These results suggest not only a
potential disconnect between perceived and actual value,
but also a need for CHROs to reconsider how, when, and
where the HR function delivers value to the organization,
regardless of current performance.
HR will be critical to the organization’s response to
changing market realities, but effectively fulflling this
need will require the function to transcend its traditional
role. In coming months and years, HR leaders and their
functions will be faced with a dual challenge. HR will be
called upon to deliver the strategic, future-oriented support
the business needs to weather technological, cultural,
and functional change, while simultaneously needing
to transform the HR organization itself to meet future
demand.

In order to succeed, HR needs
to make a critical shift from a
process-centric function to a
worker-centric function with
a deep understanding of the
wants, needs, and drivers of
diferent employee groups.

There are six key areas that should be at the forefront
of the HR agenda in order to address the ongoing
changes to the workforce and the needs of tomorrow’s
organizations.
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Despite the diffculties ahead, the future holds considerable
opportunities for HR and its leadership. With the CHRO
working as a proactive force for change and leading the
reinvention of the HR operating model to meet evolving
workforce realities, the HR function can become a major
driver of competitive advantage for the business—now and
in years to come.
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Shifting the talent mindset
Workforce change is happening—but many leaders are
unsure where to fnd answers
Success in coming years is tied to an organization’s ability
to adapt to meet the needs of changing market realities,
including new technologies and evolving customer
expectations. Already, companies across industries are
grappling with talent shortages. According to KPMG’s 2018
CIO Survey, 65% of respondents indicated that a lack of
people with the right skills is preventing their organization
from keeping up with the pace of change.1
The majority of today’s HR executives recognize that meeting
these challenges requires signifcant change. In KPMG’s
survey of global HR leaders, 70% of respondents indicated
that they recognized the need for the workforce to be
transformed. This rate was even higher in industries such as
Energy (81%) and Financial Services (80%) where signifcant
technology-driven change is already occurring.
Despite this recognition, the road ahead is uncertain. Among
the HR leaders who agreed workforce transformation is
necessary to meet current and future challenges, only
37% were “very confdent” that they could achieve their
transformation goals. Perhaps not surprisingly, these
individuals work for companies that were more likely to be
leading in digital strategy, with higher organizational adoption
rates of technologies such as Artifcial Intelligence (AI) and
analytics.
Speaking to HR executives and leaders, it is clear that
many are grappling not only with the considerable shifts
already underway, but questions of how to best guide that
transformation. In our view, the path forward starts with a
change in mindset.

Today’s organizations must
reinvent the way that work
gets done in order to realize
productivity gains.3

Responding to the demands
of a changing workforce
Internal and external pressures create
challenge and opportunity in equal measure.
In the future, HR will be responding to
workforce pressures on four main fronts:
1) Diversifying workforce demographics. For
the frst time, corporations need to manage
the presence of up to fve distinct generational
groups in the workforce, each with its own
wants, needs, and motivators. These divergent
requirements complicate the process of shaping
company culture and delivering on the employee
value proposition (EVP).
2) The rise of contingent labor. According to
KPMG’s 2018 CEO Outlook survey, almost all
companies in the U.S. (99%) use a contingent
workforce in some capacity.2 Increasing use
of contingent and “gig” workers complicates
workforce planning, creating many possible ways
to achieve an optimal workforce size, shape or
composition.
3) Shift to a consumer mindset. Employees are
increasingly “shopping” for jobs, seeking tailored
employment experiences that align with their
personal goals and values. This mindset not only
changes talent attraction and hiring strategies,
but also increases the need for an employment
experience that delivers a sense of deeper
purpose and fulfllment.
4) Intelligent Automation in the workplace.
Automation technologies are already having a
deep impact on talent strategies. In addition to
increasing productivity and streamlining timeconsuming manual work, automation impacts
workfows, increases employee re-skilling
requirements, and creates demand for net new
roles and new technical specializations.

https://assets.kpmg.com/content/dam/kpmg/xx/pdf/2018/06/harvey-nash-kpmg-cio-survey-2018.pdf
https://home.kpmg.com/content/dam/kpmg/us/pdf/2018/05/kpmg-ceo-outlook-2018.pdf
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The critical shift: From
process centricity to
employee centricity
In responding to future challenges, HR’s future success is dependent on its ability
to make a critical shift in mindset from a focus on process to a focus on talent. The
reason is simple: the talent mindset has already changed drastically. Today’s talent
expects their employer to deliver the same personalized, high-touch, technologically
driven experiences that they receive as a consumer. Given current trends, these
expectations will only increase.
Instead of pushing back against the consumer mindset, HR can instead fnd ways
to use the consumerization of employees to the company’s beneft. The frst step
in this change is to think about talent differently. Rather than “employees”, consider
viewing your company’s people as an “internal customer base”.
Applying this customer experience (CX) lens drives a critical shift in thinking. Rather
than assessing what an individual can do for the company, an HR using a CX view
might ask: What does this person need and value? What do they want from their
career and their relationship with an employer—and how can we as an organization
meet those needs? This shift is the foundation on which other transformational
priorities can be built.
An agenda for reinvention: Shaping the future of HR
Looking to the future, we envision HR with the power to make foundational
improvements that directly impact the bottom line. HR will be responsible for
areas such as:
— Developing a fexible workforce and strategy based on future state
business needs
— Redesigning company culture to meet the new realities of today’s internal
and external customers
— Creating an employee experience that treats workers like critical drivers of
value
— Embracing new supporting processes, programs, and technology
investments to create a different workforce delivery model
With rapid change occurring within and beyond the organization, the decision
of where to focus time and attention is a critical one. In our view, there are six
areas that should be at the forefront of the HR agenda in order to transform the
function into a competitive engine. In the following sections we look at each of
these areas in turn.
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Culture: the foundation of
competitive advantage
According to KPMG’s 2018 CIO Survey, 85% of respondents
indicated that an innovative or experimental culture was
important to digital strategy success.1 In contrast, according
to HR executives, the attributes that best describe their
enterprise are “task oriented” (35%), “collaborative” (32%),
and “hierarchical” (32%). Less than a third described their
organization as “innovative” (30% overall, and only 23% for
organizations that have not begun to implement AI) and a
mere 12% would call their organization “experimental”.2

While most describe their current culture as “Task
Oriented,” those companies that have introduced AI
tend to be “Innovative”

Clearly, there is a disconnect between companies’ current
cultural attributes and those needed for success in a digital
future. Yet only 29% of HR executives indicated that culture
was one of the top three issues that their management board
wanted to address.
Failing to prioritize culture may be a critical mistake. Culture is
best considered the values, attitudes, and patterns of behavior
required to achieve business goals. Thus, misalignment
between culture and organizational strategy can mean
employees’ behaviors do not contribute to—or may actively
work against—the desired goals and objectives.
When it comes to reshaping culture, HR can make the
greatest impact in two areas:
1) Aligning culture with organizational strategy and
performance. HR leaders can translate specifc business
strategy elements into people implications. Company
leaders and other business stakeholders may also need
to be taught how to think differently about culture, and
shown evidence of how a strong culture accelerates
pursuit of business goals.
2) Sustaining culture through strategic decisions and
actions. The organizational levers needed to reinforce and
sustain culture are primarily within HR’s purview. These
drivers are the forces that can work either for or against
the desired culture, and can range from formal initiatives
such as performance evaluations to informal moments
such as what is said by senior leaders. Reconsider each
element through a lens of culture: what behaviors is the
company formally and informally encouraging, rewarding,
tracking, and measuring—and where is change required?

Culture is a vital enabler
of digital transformation.
Tomorrow’s companies will
not be limited by their vision,
but rather whether they have
the culture needed to make
that vision a reality.

1

https://assets.kpmg.com/content/dam/kpmg/xx/pdf/2018/06/harvey-nash-kpmg-cio-survey-2018.pdf
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Reinvent the employee
experience
There are clear links between employee experience
and the company’s ability to deliver a great customer
experience1, create more satisfed customers, and deliver
higher sales totals.2 Yet while 85% of HR executives
perceive that employee experience and engagement
deliver the most value to the broader organization, little
action is planned. Only 24% indicated that addressing
employee experience will be a primary HR initiative within
the next one to two years, and just 16% indicated that
employee experience is a Board priority. This disconnect is
concerning.
With the workforce undergoing upheaval, employee
experience has never been more important. To remain
competitive in the talent market, companies need to
deliver a new kind of employee experience—one that feels
personal, relevant, and responsive to individual needs.
A compelling Employee Value Proposition (EVP) is at the
heart of the employee experience, both shaping worker
expectations and articulating how the organization will
meet or exceed those expectations.
When assessing your employee experience, start by
looking at what you promise your employees through
your EVP, and identify the areas in which your organization
currently falls short. Next, use the CX lens to view the
needs of your “internal customers”. Looking at the end-toend employment experience from the employee’s point of
view, where are employees experiencing pain, frustration,

1

https://advisory.kpmg.us/articles/2018/customer-experience-report-know-me.html

2

Forrester, “Predictions 2018: Employee Experience Powers the Future of Work,” 2017

Envisioning the future
experience
When envisioning the future experience,
remember that employee experience needs to
align with the company culture and purpose, and
thus the larger organizational strategic goals. To
achieve this alignment, ask questions such as:
— Why should our employees be excited to
come to work each day?
— Who do we want to attract to the
organization, and what do they fnd
compelling?
— Where and how can our employees make
meaningful contributions?
— What are the “moments that matter” during
an employee’s time with our company, and
how can we make those moments better?
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Gain greater value from
workforce analytics
In our survey of global HR executives, the vast majority
agreed that HR can provide additional value through
predictive analytics (83%). However, only 12% cited
analytics as a top issue for their management board,
and just one ffth (20%) believe that analytics will be a
primary HR initiative over the next one to two years. This
discrepancy suggests that some HR organizations may
interpret the term “analytics” to mean “reporting.”
In coming years, detailed workforce analytics will be critical
to effective decision-making, both for HR and the business,
as well as playing a signifcant role in driving employee
experience though deep insights into employee needs and
behaviors. Advanced technology is unlocking the potential
for predictive analytics that anticipate behavioral patterns
before they occur, with powerful implications.
For example, predictive analytics could enable HR to
identify which workers are most likely to leave the
organization within specifc timeframes and create custom
retention plans for at-risk talent. Several software-as-aservice providers have already developed platforms that
use predictive analytics, machine learning and natural
language processing to help companies better identify and
respond to employee pain points and workforce trends.

Trends in HR
58% of HR leaders indicated that they were
already using or pursuing a predictive analytics
capability within the HR function, with the
highest levels of adoption seen in emerging
markets such as Brazil/Mexico (73%), India
(72%), and China (70%). Among those HR
organizations that already use predictive
analytics, 61% say that they use analytics to
support hiring decisions. Other key areas include
learning and development (46%), assessing
individual employees’ performance (45%), and
assessing impacts to productivity (43%)1.

Areas where companies use predictive analytics

For those not already pursuing this path, now is the perfect
time to pursue greater strategic value through workforce
analytics. Powerful tools are increasingly at our fngertips,
with robust analytics and visualization capabilities now
standard features on cloud enterprise resource planning
(ERP) and human capital management (HCM) systems,
making early steps easy to take. For those investing in a
more robust data and analytics capability, we recommend
seeking more diverse sources of analytical information.
Look beyond traditional metrics toward unconventional
inputs such as calendaring, travel management, cell phone
usage, and time away from work to help identify patterns in
turnover, retention, and high performance.

1

https://advisory.kpmg.us/articles/2018/hr-survey-2019.html
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Predict talent needs through
workforce shaping
It has never been more challenging to plan workforce
composition or predict future talent needs—or more
imperative. Yet traditional methods of workforce planning
are no longer effective in the face of accelerating
disruption, while the organizational structures, job roles,
and skillsets that companies have today will not be the
ones needed for the future. In fact, according to the World
Economic Forum’s “The Future of Jobs Report: 2018,”
by 2022 approximately 54% of employees will require
“signifcant reskilling and upskilling,” and between one half
and two thirds of employers expect to rely on contractors,
temporary staff, and freelancers to help fll the resulting
skills gap.1
To effectively plan for future talent needs, we recommend
using workforce shaping. This process, powered by
advanced analytics, helps create a fexible composition
that includes full-time employees, contingent workers, and
automation robots, all of which can be deployed to projects
as required to meet the business’s changing needs.
Workforce shaping uses insights surrounding an anticipated
future state in order to work backwards to decisions that
can be made today. In this process, HR works with the
business to imagine the organization’s possible futures,
and then delve into the workforce capabilities required to
deliver on each of these strategic visions. Not only does
this process uncover insights regarding new capabilities
that will be required, but it also brings to light current roles
and skillsets that may be less important moving forward.

1
2

In order to provide workforce shaping, the HR function
will require new roles and capabilities, either through
hiring or training. This can include the skills to translate
strategic business decisions into a people agenda, a
deep understanding of industry and market trends, and
associated data models. Delivering against the plans
created by the workforce shaping also requires use of
sophisticated analytics to reconfgure jobs and redeploy
workers, while the close collaboration with business
functions requires robust skills in communication,
consultation, and collaboration.

Job atomization, in which
jobs are broken down into
their component tasks,
makes it important to
reimagine the organization’s
internal structures based
on these tasks and their
required skills, whether
performed by humans or AI.2

World Economic Forum, “The Future of Jobs Report: 2018”
KPMG International, “The rise of humans 3: Shaping the workforce of the future,” 2018
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Invest in enabling
technologies
The HR roadmap is paved with disruptive technology.
Moving forward, HR should be prepared to support a
process of ongoing technology modernization, both
for employees in the broader organization and within
the HR department itself. HR functions that choose
conservatively when selecting enabling technologies,
such as going with a traditional ERP deployment, may
not only shorten the lifespan of their investments
but could also miss the value of incoming waves of
software enhancements. In contrast, making forwardlooking technology investments now will provide a
strong foundation from which to grow.
In our survey of global HR executives, over the past
one to two years most technology or digital solution
investment was in traditional areas such as HCM
software (49%) and payroll systems/vendors (46%).
However, while cloud HCM software dominates the
plans for investment over the next one to two years
(60%), there are positive signs of more innovative
planning on the horizon. For example, 60% of
respondents are looking at investing in predictive
analytics. Those who have already implemented Cloud
HCM are now looking at investments in Artifcial
Intelligence or machine learning (47%), Enhanced
Process Automation (53%), Robotic Process
Automation (42%), or even blockchain (32%)1.
Automation technologies are poised to have a

signifcant impact on the work that HR performs and
how HR interacts with the business. In the immediate
term, HR can use RPA to automate repetitive tasks
and processes, such as entering data from forms, and
vastly reduce the amount of repetitive, manual, and
transactional work that HR currently performs. And,
according to Gartner, widestream adoption of virtual
assistants in HR is likely within the next fve to ten
years.2
Over a longer timeframe, more complex automation
technologies can to help drive smarter decisionmaking and even provide recommended courses of
https://advisory.kpmg.us/articles/2018/hr-survey-2019.html
Gartner, “Six Emerging Human Capital Management Technology Trends,” 2018
3
https://techcrunch.com/2017/06/15/entelo-steps-up-its-ai-game/
4
Forrester, “Predictions 2019: Transformation goes pragmatic,” 2018
1
2

actions based on deep data analysis. In fact, nearly three
out of four HR executives surveyed (74%) indicated that
AI and machine learning can drive signifcant value for HR,
with even higher rates for larger organizations. AI is already
becoming powerful in talent attraction and recruitment,
with start ups such as Entelo using the technology to
assess internet data to automatically generate profles of
potential passive candidates.3
Despite the incredible potential of these and other
technologies, some caution is required. Rather than
adopting new technologies in siloed implementations,
which may have limited lifespans, a more effective
approach is to create a holistic technology strategy. This
strategy should align with other transformational activities
performed by IT or a transformation management offce,
so as to ensure enabling technologies are compatible with
broader technology investments.
While investment in automation technologies
has been low to date (ranging from 13-19%,
depending on technology), HR organizations that
supported such technologies overwhelmingly
call the investment worthwhile. 88% called
investments in AI, machine learning, or
enhanced process automation “worthwhile” or
“very worthwhile,” while 76% indicated value
from investment in RPA.

The automated workforce
Although the predicted widespread job loss as a result of
automation technologies is proving unfounded, automation
is clearly changing the nature of work across industries.
According to a predictive report by Forrester, 10% of US
jobs will be lost to automation in 2019, offset slightly by
a 3% growth in roles associated with the automation
economy.4 As automation technologies increasingly
become part of the modern workplace, HR will be
challenged to anticipate and accommodate associated
changes to the employee experience, mindset, and
workplace culture.
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Driving the organization
of the future
Driving the HR organization of the future
The HR organization of the future is a strategic value driver for the business,
with the power to make foundational improvements that will directly impact the
bottom line. Moving forward, CHROs should consider HR to be a powerhouse
that delivers insights, analysis, and strategic direction surrounding the ways that
people create competitive advantage. HR will be responsible for developing
a workforce shape and strategy to meet rapidly changing business needs,
redesigning a culture and employee experience that treats workers like critical
drivers of value, and embracing new supporting processes, programs, and
technology investments in a workforce delivery model unimagined by many in
today’s role.
This is the vision—but the reality is that today’s HR organization is not equipped
to meet these challenges. How do we bring about these critical changes?

“As supporting technology automates HR’s routine,
manual work, HR professionals can instead focus on
creating a proactive response to employee needs.
Instead of the employee needing to come to HR
with questions or concerns, we can work to preempt needs, predict and prevent issues, and deliver
a great experience.”
Matt Campbell,
Managing Director, People & Change, KPMG LLP
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A new breed
of HR professional
The skills required of tomorrow’s HR team
When asked about changes in headcount, 58% of surveyed
HR executives indicated that they expected enterprise
headcount to increase over the next one to two years,
while only 36% expected an increase in HR function
headcount. Nearly half (48%) expected HR headcount to
remain the same, while 15% expected a decrease—with

Making the adjustment
For many HR functions, this indicates a future of needing to
do more with less. Further, roles within the HR function are
clearly changing, with many traditional roles deprioritized,
and a rising need for new skill requirements for HR
professionals at all levels.
While automation technologies can help HR do more with
a smaller team, the HR function will likely require greater
capabilities in areas such as data analytics, statistics, new
and evolving technologies, and psychology to support these
investments. Reskilling will be a core part of the change

1

https://advisory.kpmg.us/articles/2018/hr-survey-2019.html

2

https://home.kpmg.com/content/dam/kpmg/us/pdf/2018/05/kpmg-ceo-outlook-2018.pdf

even greater declines anticipated in HR headcount
at larger frms. Interestingly, some of HR’s estimates
may be conservative1. According to KPMG’s 2018 CEO
Outlook survey, 92% of responding CEOs indicated that
they expect their enterprise headcount to increase in the
next three years, with a full 37% anticipating an increase
of 6% or more.2

process for many HR functions, as will identifying and
working with those employees that have the appetite and
aptitude to evolve to provide additional value. However,
especially with some specialized skillsets, the priority
may need to be fnding new individuals that bring these
diverse capabilities into the HR organization. For example,
some HR leaders are already hiring data scientists and
individuals with backgrounds in statistics to provide HR
with the capacity to conduct deeper and more meaningful
workforce analytics.
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Meet your new team
Looking to the future, many HR leaders will need to actively bring new skillsets into
the function. This may include training or reskilling valuable talent, creating net new
roles, or acquiring individuals with critical capability areas—even if they have no
previous HR knowledge or experience. Six of the new roles or skill areas that we
anticipate will be critical to the HR organization include:
Workforce Shaper. A senior member of the HR leadership team, the
Workforce Shaper brings together business strategy, workforce analytics,
and a deep knowledge of the people agenda to envision the longterm requirements for people and skills in the business. This individual
determines resource and skill gaps, then works with People Architects
to design appropriate organizational structures, learning plans, and talent
acquisition strategies.
Employee Experience Scientist. This manager-level individual ensures
that the employee experience is embedded throughout the employee
lifecycle, and uses the principles of consumer science to modify
behaviors, increase engagement, and drive loyalty. This person helps
ensure that the organization effectively segments employees, and
provides personalized experiences based on a deep understanding of
employees’ wants and motivations.
People Robotics Capability Manager. This manager-level worker builds
relationships with technology providers and business functions alike to
develop the automation roadmap for the people function. The person
in this role is excited by innovation and new technology, and constantly
scans the market to see for how evolving technology can bring greater
value to the organization.
People Performance Architect. Also known as a Behavioral Scientist, this
senior individual uses a combination of data, analytics, and psychology
to make impactful improvements to business performance through
people. This person succeeds by identifying the root causes of behavioral
issues, assessing potential paths forward based on deep knowledge, and
rigorously testing solutions in a scientifc, data-driven way.
Data Scientist. This contractor is an expert at using and manipulating
complex data to provide compelling evidence and critical business insights
that form the basis of new workforce strategies and solutions.

“HR needs to
work hand in glove
with other parts
of the business to
translate business
goals and futures
into the people
agenda. This
communication
and planning
cannot be a onetime engagement.
It needs to be
a continuous
conversation.”
Paul Lipinski,
Principal, U.S.
People & Change
leader, KPMG LLP

Culture Integrator. The person in this role acts at the organization’s
“North Star” for company culture, providing cohesion, alignment, and
identity. The Culture Integrator has a deep understanding of the cultural
drivers of employee engagement and productivity, and works with
the employee experience team to create a total system of workforce
engagement and collaboration.

© 2019 KPMG LLP, a Delaware limited liability partnership and the U.S. member firm of the KPMG network of independent member firms
affiliated with KPMG International Cooperative (“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered
trademarks or trademarks of KPMG International. GDG052019

The future of HR

17

The changing face
of HR leadership
Disrupt yourself to reinvent your organization
In KPMG’s 2018 CEO Outlook survey, 98% of CEOs indicated that they see
technological disruption as an opportunity more than a threat.1 At the same
time, CEOs know that they must look to their CHROs and talent organizations in
order to prepare the workforce for the technology-driven changes that lie ahead.
This coming workforce transformation provides the CHRO with an opportunity
to rebrand their role and the perception of their value within the wider
organization. In coming years, we anticipate that the CHRO’s success will not be
defned by traditional responsibilities or expertise in areas such as compensation
and benefts, but rather driving strategic value for the organization through a
new kind of talent strategy and HR delivery.
The duality behind the successful CHRO of the future—and perhaps the biggest
challenge—is the need to keep day-to-day activities running smoothly while
actively helping the organization adapt to a constant state of change. For many,
this will mean shifting from being responsible for a function to being responsible
for organization-wide outcomes, with a hands-on role in areas including:
— Ensuring connectivity between the talent organization and the business
— Connecting company culture and purpose to business performance to create
tangible results
— Creating the vision for a CX-driven employee experience
— Developing a strategy for the integration of automation technologies in the
workforce, including anticipating downstream impacts to employee groups
and creating programs for re-skilling impacted roles
Breaking down traditional silos
The current vision of HR, in which depth in particular functional verticals is
critical to career success, must become a thing of the past. Moving forward,
deep specialization in a specifc area, such as benefts, employee relations, or
compensation, will become less important than the ability to work horizontally
across functions. This includes engaging with talent, with the business, and
with the organization’s customer-facing side. HR leaders must not only embody
and demonstrate this fexibility in their own careers, but also work to encourage
horizontal fexibility throughout the HR function.

1

https://home.kpmg.com/content/dam/kpmg/us/pdf/2018/05/kpmg-ceo-outlook-2018.pdf

2

http://www.portailrh.org/lecercle/pdf/Gartner-Webinaire-16-avril-2018-Future-of-HR.pdf

Feeling
unprepared
for disruption?
According to Gartner’s
2018 CHRO survey, 61%
of CHROs are unprepared
to manage digital
transformation, whether
of the business or their
function.1 For many, this
uncertainty may stem from
the considerable difference
between today’s activities and
the demands of tomorrow’s
organization.2

© 2019 KPMG LLP, a Delaware limited liability partnership and the U.S. member firm of the KPMG network of independent member firms
affiliated with KPMG International Cooperative (“KPMG International”), a Swiss entity. All rights reserved. The KPMG name and logo are registered
trademarks or trademarks of KPMG International. GDG052019

Taking the first steps
Signifcant challenges lie ahead. Though the path forward is not yet clear, action is required nonetheless.
For CHROs looking to begin the transformation process, we recommend these frst steps:

Step 1

Step 2

Step 3

Step 4

Transform your
mindset.

Build the business
case for change

Focus on culture

Embrace
experimentation
and fail fast.

Perspective is
everything

Start with your
vision

Ensure that your
culture is aligned

Be willing to
experiment

By shifting to a
customer experience
view of employees and
contingent workers, you
can unlock powerful
insights regarding
workforce needs,
motivations, productivity,
roadblocks, and more.
By understanding what
your workforce requires
of the company, you can
better understand how to
help workers fourish in
coming years.

Then gain buy-in from
executives and functional
business leaders. The
key is to demonstrate
how the HR operating
model of the future will
help the business achieve
competitive advantage
and increase workforce
engagement. To do this,
remain open to the
“art of the possible” by
monitoring industry and
market changes, actively
pursuing deeper data
and analytics capabilities,
starting the process of reskilling critical employee
groups, and watching and
learning from how other
leading organizations
approach these same
challenges.

Company culture
and purpose are not
only critical drivers of
competitive advantage,
but they also form
the foundation for
organizational change.
Ensure that your culture
is aligned with the
organization’s strategic
objectives, and that you
are working to promote
and reward the values,
attitudes, and patterns
of behavior that the
company will need in the
future.

No journey is without its
missteps. Understand
that on the path forward
you will inevitably face
challenges and dead
ends, while sudden shifts
in the market may put
unexpected demands
on the business and
workforce. Be willing
to experiment, try new
approaches, fail fast,
test new tools and
technology, and accept
the uncertainty of
change.

Your organization needs you to be ready to lead the process of business and workforce
transformation. This is the future of HR—and the future starts now.
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