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KEEPING HR PERSONAL
Key Takeaways

- A participant highlighted the challenge of “keeping the human in human resources” while the function grows 
increasingly dependent on digital solutions. They have outsourced or automated much of their HR work, but noted 
that communicating in a personal way and interacting with employees on a one-to-one basis remain critical.

- One member’s organization faced considerable pushback from employees after it outsourced benefits administration. 
Specifically, retirement benefits proved to be challenging, since to many employees a third party overseeing the 
retirement process seemed impersonal. The member noted the challenge for HR is to strike a balance between 
connecting with employees and avoiding unnecessary specializations (e.g., retirement experts) on the HR team.

- The group acknowledged the difficulty in transitioning employees from having an HR representative down the hall 
to more self-serve or outsourced models. One participant stated that the only two real options are a quick, rip-off-
the-bandage approach or a more gradual transition. It was noted that one way to make the transition more palatable 
is by marketing faster response times—bot and self-help options are faster than waiting for HR to return a call.
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