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What happens when human capital management catches COVID-19? Late last year, we asked the 

question in our 2021 Research Agenda (3Sixty Insights BWSAG20101 Research Agenda 2021: Human 

Capital Management, October 2020). And, all last year and this, we saw the acute symptoms. 

Employers that didn’t have to shut down entirely transitioned by necessity to companywide work-

from-home or hybrid arrangements. Organizations quickly learned they hadn’t properly anticipated or 

planned for the now well-documented, related challenges—of which there are many. 

Now, however, the aid of hindsight shows us that COVID-19 just may have provided a lasting boon to 

the employee experience—specifically to the idea that the employee experience matters and cannot 

be ignored. This may seem odd to contemplate. Never mind that it took a pandemic and the 

attendant massive anomalies to business as usual for a shift in attitudes to take hold. Despite there 

being no line item in the general ledger to quantify the financial value of the employee experience, a 

positive one is essential to organizational success and must continue to be a large focus of investment 

post-pandemic. Opinions to the contrary have lost the sway they once had. 

Research Overview 

We will get back to normalcy, but business will never go back to the way things were pre-

COVID-19. The pandemic wrought havoc not only on the economy, but also an array of 

preconceived notions vis-à-vis what matters most in running an organization. Though the 

needs of the workforce and the notions that employee engagement and employer culture 

are important enjoyed years’ worth of growing support long predating the pandemic, many 

saw these and related first advocations for the feelings of employees as novelties or, at most, 

nice-to-haves. It wasn’t until widespread lockdowns made the employee experience 

inextricable from the employee’s ability to do the job and inclination to do it well, that 

businesses began to realize they must protect that employee experience at all costs. 

3Sixty Insights argues that these changes in 

attitudes will not wane. And there’s an intuitive tie-in 

with another concept that we have explored this 

year, the idea that some aspects of HCM catch the 

attention of powerful financial stakeholders in the 

organization, whereas others do not—but that all 
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aspects of HCM are expressions of organizational health that a business must not ignore. We 

call these concrete and abstract HCM (3Sixty Insights BWSRN2142 Concrete vs. Abstract 

HCM: The Power of “And,” April 2021). 

Through interviews with end-users of HCM technology and vendors of it, 3Sixty Insights’ goal 

is to explore just how HCM will protect the employee experience moving forward. Through 

our research already this year, for example, we know some organizations combined 

leadership roles in HR and internal communications in the interest of navigating sudden, 

brand new dynamics between the employer and employee (3Sixty Insights BWSCS2132 - 

Paycor and Partner Spark Hire Empower Affordable Housing Developer’s Recruiting Efforts, 

March 2021). Several questions are guiding our analysis. Following are some: 

• What are the fundamental components of a positive employee experience? 

• Who are the organizational stakeholders who may remain (or revert to being) 

recalcitrant in their resistance to investing in the employee experience post-

pandemic? Why? 

• What kind of software and tools are employers deploying to maintain, measure or 

help to ensure that employees are having a positive experience? 

• More specifically, in what ways have employers begun to combine technology for 

HCM with other enterprise software (e.g., finance, internal communication, etc.) to 

optimize the employee experience? 

• Is there an add-on in HCM functionality that employers have requested and deployed 

most since the pandemic began to maintain or improve employee experience? 

• Since the pandemic began, what are some examples of employers finding 

exceptionally innovative or novel uses of their existing HCM technology? 

• Within the conventional silos of HCM, where does the best potential return on 

investment reside—financial or other—vis-à-vis improving the employee experience? 

• How are HR and related departments (e.g., talent acquisition, etc.) partnering with 

other departments (or combining roles) to be more effective in supporting the 

employee experience? What kind of innovative, novel approaches are they taking? 

• How are organizations measuring the employee experience as we begin to exit the 

pandemic? Is it the same way as before? Are they doing it differently now? 

• Are any of these measurements documentable from an accounting standpoint? 
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• The pandemic has significantly skewed dynamics in various pockets and sectors of 

the market. How has it affected organizations’ approach to how and how much they 

pay their wage, hourly employees—who, because of stimulus and unemployment 

insurance payments, may have lingering incentives to resist returning to work? 

• When and where does the employee experience begin? Is it the moment a recruiter 

screens a potential employee? As opportunities to work continue to return and 

disincentives to return to work begin to disappear, how will organizations protect 

their employer brand and the employer experience as they process a sure-to-be-

massive influx of job seekers? 

Research Hypothesis 

The employee experience has long been a focal point for organizational stakeholders in HR 

and adjacent departments. Pandemic-related lockdowns, the rush to WFH, and their impact 

on the workforce presented a crash course in the importance of the employee experience to 

organizational stakeholders who may have previously scoffed at it or ignored the value of it. 

This is good. The need to address the employee experience effectively and for the long term 

is pressing. Polling from Microsoft, Prudential, Achievers and other sources indicates that 

anywhere from 40 percent to more than 50 percent of workers plan to leave their employer 

for another once the pandemic ends, according to reports. A Texas A&M University professor, 

as reported in Entrepreneur, coins the coming scenario the Great Resignation. Ahead of the 

pandemic, before most had any inkling of its imminence, the Korn Ferry Institute found 

nearly one-third of professionals planned to seek a new job in 2020. 

No software can hope to account for all of COVID-19’s immediate and long-term challenges 

in ensuring a positive employee experience. And we are at the cusp of experiencing the long-

term challenges, impacts including a potential mass exodus—one being this aforementioned 

Great Resignation. But the pandemic just accelerated a phenomenon that was already in 

motion; WFH and other arrangements alternative to traditional, conventional ideas of 

centrally located office space have been sprouting for at least a decade. Employers need 

technologies and best practices to manage the factors at play in remote staff’s employment, 

and in the most effective ways possible. These are scenarios that may well be here to stay. 

Protecting the Employee Experience: What Does it Look Like? 

The raised consciousness over the essentiality of the employee experience may well be here 

to stay too. Even so, it will not itself ensure an on-average improvement in the employee 

experience across industry. The thought counts, but challenges and opportunities loom over 

https://www.achievers.com/resources/white-papers/workforce-institute-2021-engagement-and-retention-report/
https://qz.com/work/2000731/why-millions-of-workers-plan-to-switch-jobs-after-the-pandemic/
https://www.entrepreneur.com/article/371521
https://www.kornferry.com/insights/this-week-in-leadership/employee-2020-resolution-quitting
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the short and long term to create an environment where employees feel safe, considered, 

and assisted. Table 1 presents select examples across the conventional silos of HCM. 

 challenges and opportunities 

Payroll, Pay, 
Compensation 

Planning 

• Designing pay that competes with unconventional circumstances to attract new hires 
and retain existing employees 

• Helping to ensure during this volatile time that the nuts and bolts of payroll 
processing aren’t a liability that could drive staff away  

Time & 
Attendance 

• Eliminating shared surfaces for employees to check in and out of their shifts 
• Deploying cloud-based software enabling real-time WFH shift check-in 
• Managing PTO effectively vis-à-vis self-quarantining 

Scheduling  

• Deploying machine learning–enabled software capable of assigning working mothers’ 
shifts (e.g., accommodating school hours where students won’t return soon) 

• Continuing with the deployment of artificial intelligence–enabled software capable of 
handling exceedingly complex pandemic-affected scheduling needs 

Benefits 
Administration, 
Total Rewards 

• Switching one-on-one consultations on health insurance selection to virtual 
• Optimizing and tweaking total rewards for maximum potential incentive given 

lingering restrictions on retailers, etc. 

Performance 
Management 

• Mitigating the coming Great Resignation’s potential impact on the organization by 
deploying software that supports frequent check-ins and captures data from these 
interactions to identify employee flight risk early 

Talent 
Acquisition 

• Anticipating a massive influx of job seekers post-pandemic with an applicant tracking 
system capable of absorbing the volume 

Onboarding • Preparing to re-onboard employees returning to share workspaces 
• Helping to ensure potential productivity and safety as staff return from furlough, etc. 

Learning 
• Tracking compliance training as it pertains to new workplace safety guidelines, rules 
• Delivering highly relevant, timely content to employees wondering how to go about 

their jobs in a safe manner vis-à-vis post-pandemic concerns 

Table 1 

The Long View: A Return to a Greater Normalcy 

In a way, in the growing aftermath of the pandemic, an idea is materializing—unexpected 

just a short year and a few months ago. In this idea is the culmination of years’ worth of 

advocacy for the idea that, sure, some aspects of the management of the employment of 

people constitute a cost center to contain. But the byproduct of this activity, the experience 

of employees, deserves attention and investment. Without that attention and investment, 

this byproduct becomes a liability instead of the invaluable asset it can be. It’s a return to a 
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greater normalcy, an understanding, by a greater number of organizational stakeholders, 

that organizational success relies on the human inputs just as much as it does the financial 

outputs, and the way to improve the latter is to throw more weight into the former. 

Call to HCM Vendors and End-user Organizations 

3Sixty Insights wants to speak with employers to learn the best-practices they’re deploying to 

protect the employee experience as they endeavor to thrive post-pandemic—and how their 

technology vendors have helped with software and other services. We are looking for 

candidates willing to share their experience as part of our research process. Selected end-

user organizations will not only have the opportunity to participate in the research, but—if 

they wish—may also be quoted or profiled in our published research (e.g., in use cases, 

anatomies of a decision, and case studies). Furthermore, those who wish to remain 

anonymous in anything 3Sixty Insights publishes may do so. To provide insight or become a 

research candidate, please email research@3SixtyInsights.com. 
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Brent Skinner 
Co-Founder | Director & Principal Analyst 

Brent Skinner’s background affords him an uncommon 

understanding of the competitive landscape for HCM technology 

and how vendors market and sell their products and services and 

endeavor to keep their customers successful. Quoted in The Wall 

Street Journal, Brent is host of the #HRTechChat video podcast and 

co-founder of 3Sixty Insights, where he is also director and principal analyst of the HCM 

technology practice. Drawing on his current research, as well as his experience as former 

principal analyst at Nucleus Research and former technology editor for HRO Today, Brent 

enjoys exploring and discussing the future of work. He has also worked for large vendors of 

HCM technology, where he has served as partner and advisor not only to executives and 

others in sales, marketing, and customer success, but also to prospects and existing clients. 

Brent’s latest research can be found on the 3Sixty Insights website here: 

https://3sixtyinsights.com/author/brentwskinner/.  

 

LinkedIn: https://www.linkedin.com/in/brentskinner/ 

Twitter: https://twitter.com/brentskinner 
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