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Abstract 

The objectives of this research included gaining an insight into the levels of satisfaction amongst 

employees and managers with the digitisation of HR services and the availability of those services on 

mobile apps. I n relation to employees, the research sought to ascertain if demographic differences 

such as age, industry or workplace had any significant impact on employee satisfaction with the HR 

function; the demographic aspect had not been considered in previous literature heretofore. 

Other aims of the research were to determine if al ways on connectivity with the workplace increased 

stress among employees, managers and HR professionals. From the perspective of HR professionals 

the research investigated if the digitisation of HR would lead to cost savings or a reduction in HR 

headcount. Other sub-themes under these main headings were assessed. 

 

The author, having revie wed various research philosophies chose a positivist, deductive approach 

using a cross-sectional survey to collect the data which was required to analyse the findings of the 

research. There were 105 responses to the online questionnaire. 

 

The main findings in relation to satisfaction with the HR function post digitisation were aligned with 

the literature and consultant reports in that there was an increase in this regard. The findings in 

relation to HR operational costs and headcount were not as the author expected, in many cases there 

was neither a cost or headcount reduction.  

 

The recommendations arising from this research in order to ensure successful digital HR 

transformation are; HR should create a clear digital strategy and roadmap; HR technology should not 

be seen as a replacement for traditional HR processes but as a more efficient facilitator of such 

processes; HR should create an expectation of redeployment of resources into higher value-adding HR 

activities rather than an expectation of cost reduction; buy-in from senior management along with 

robust communication and training plans are essential and clear policies should be put in place 

regarding accessing HR services outside of work time. 
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1 Introduction 

1.1 Research Objectives 

Walker (2001) discussed a range of technologies available for re-engineered HR processes such as 

workflo ws, manager self-service, employee self-service, HR service centres, HR information systems 

(“HRI S”) and others ho wever he also says that if HR technology is to be considered successful it must 

achieve the follo wing three objectives; Firstly, there must be strategic alignment in that it should help 

the users in carrying out their role and achieving their objectives. Secondly, from a business 

intelligence perspective the user must be provided with relevant information and data which will 

inspire ne w insights and learning and thirdly, it must change the work performed by HR professionals 

by substantially increasing their effectiveness, reducing costs and allo wing more time for HR functions 

to conduct activities of higher strategic value. 

The purpose of this research is to ans wer the follo wing question; 

“Can the digitisation of HR services alter employee perceptions of those services and the HR function 

at the same time as delivering HR operational cost savings to an organisation?” 

The research will revie w several organisations both in I reland and internationally which have 

undergone a digital transformation of HR services in the t welve months preceding a quantitative 

survey being conducted which will form the basis of this research. The research will examine if, in the 

vie w of employees that the digitisation of HR processes and services has led to greater satisfaction 

with the services offered and the HR function.  

People managers and leaders rated their level of satisfaction from their perspective as a manager as 

well as their perspective as an employee of the organisation.  

In each participant organisation HR professionals were asked specific questions about the cost of 

digitisation and if it has achieved operational cost savings for the HR function. 

The overall objectives of the research are to; 

1. Gain insight if in the opinion of employees and managers, their level of satisfaction with HR 

and HR services has increased or decreased when surveyed compared to before the 

digitisation of those services took place, in relation to; 

a. HR services and processes 

b. Policies and procedures 

c. Performance management 

d. Training received and the ease of use of digital HR services 
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e. I f managers and employees believe they received appropriate training and 

communication before and during the implementation of digital HR services and 

processes. 

2. Gain an insight into the availability of mobile apps for digital HR processes and services 

amongst respondents. 

3. Determine if the digitisation of HR services and processes has, among employees, managers 

and HR professionals led to: 

a. An increased feeling of connectivity to an “al ways-on” workplace; 

b. An increase in the levels of stress experienced because of the availability of “al ways-

on” digital HR processes. 

4. Compare if there is a difference in employee satisfaction with digital HR as a result of the 

follo wing; 

a. Whether the respondent is a field based worker, office based worker or remote 

worker; 

b. The age of the respondent (specifically analysing the difference in levels of satisfaction 

bet ween Baby Boomers, born 1946 to 1964; Generation X born 1965 to 1976; 

Millennials, born 1977 to 1995; and iGen (also kno wn as Generation Z), born 1996 and 

after). 

c. The size of the organisation in which the respondent is employed; 

d. The industry of the organisation in which the respondent is employed; 

5. Determine if the digitisation of HR services and processes has, in the opinion of respondents 

who categorised themselves as HR professionals, led to; 

a. A positive impact on HR services such as recruitment, performance management, 

learning & development and other services; 

b. A change in the HR function in terms of headcount and operational HR costs; 

c. Engagement with digital HR services; 

d. A change in the amount of time HR professionals spend on administrative HR tasks 

and higher value-adding HR tasks. 

6. Gain an insight into the key obstacles faced by HR professionals when implementing digital 

HR services and future plans for digital HR within respondent organisations. 
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1.2 Rationale for the Research 

According to the Global Human Capital Trends Report (Deloitte, 2016) the digital transformation of 

HR will not only enhance user experience of HR services it will also enable business leaders to shift 

their approach to managing, organising and leading change. 

The 2017 Global Human Capital Trends Report (Deloitte) which is subtitled Rewriting the rule for the 

digital age discussed the digital workforce, the digital workplace and digital HR. The follo wing were 

amongst the key findings; 

• Over half of companies surveyed are designing their HR programmes to leverage digital and 

mobile tools; 

• Fifty-one per cent of respondent companies are currently in the process of redesigning their 

organisations for digital business models; 

• HR is focusing on building the organisation of the future by hiring young digitally competent 

workers who are comfortable with digital self-service and sharing information transparently. 

This workforce wants an integrated digital experience and HR is expected to deliver. 

There are over 7 billion mobile devices on earth, that is one for almost every person on the planet 

(Dorrier, 2014) and 40% of all internet traffic is driven by these devices (Meeker, 2015) so there is 

huge scope for organisations to utilise this technology to transform HR. 

In any one day over 100 billion emails are exchanged but only one in seven of them is deemed to be 

critically important (Deloitte, 2017) and 18.7 billion text messages are sent everyday with people in 

the age category from 25 to 34 years old receiving on average 75 text messages per day (Burke, 2016). 

Khanna (2016) says that the HR function should start to treat employees as consumers of their services 

who want an enhanced user experience of “al ways on” technologies which are engaging and effective. 

For example, according to the 2016 Thomsons Global Benefits Report, 67.7% of employees prefer to 

access their benefits via digital tools. 

According to Goldstein (2014), digital HR is changing ho w HR interacts with employees from self-

service to performance management and other traditional HR processes in that employees are 

bringing their expectations as consumers to the services that they received from HR. 

There is some literature which states that user experience of digital HR processes, services and apps 

will be enhanced ho wever there is very little research which backs up such claims.  Furthermore, there 

is literature which states that cost savings and efficiencies can be gained from the digitisation of such 

services and processes. I n the literature revie w, the author will cite examples of such research.  
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In an era when so many organisations are moving to a ne w digital world and a digital workforce an 

examination of whether this move will not only enhance user experience and satisfy the needs of a 

multi-generational workforce but also save the organisation money is well justified. 

The author has a personal interested in the field of research as HR professional (see section 1.4). 

Adding the body of kno wledge on this subject may open opportunities in the author’s professional life 

or in the field of Digital HR. 

 

1.3 Recipients of the Research 

Dublin Business School will be the primary recipients of the research as part of the Master of Business 

Administration (“MBA”) course requirements. 

The research will be conducted in conjunction with one HR soft ware vendor and a number of 

companies in the pharmaceutical and telecommunications industries. 

Any company which participates in the research through the soft ware vendor will also be eligible to 

receive a copy of the research should they wish. The author has already committed to present findings 

of the research at a sales seminar in early October 2018. 

Other professional bodies such as the I rish Business and Employers Confederation (“I BEC”) and the 

Chartered I nstitute of Personnel & Development (“CIPD”) may also be interested in receiving copies 

of the research should the research be at a level that it could be published. 

 

1.4 Suitability of the Researcher for the Research 

The researcher holds a primary Bachelor of Business Studies (1996) from Dublin City University 

(“DCU”) during which Human Resource Management (“HRM”) was the chosen specialism. The 

researcher also holds a Diploma in Employment La w from The Dublin I nstitute of Technology (“DI T”) 

as well as being a Chartered Fello w of the CI PD and a member of the I rish I nstitute of Training & 

Development (“II TD”).  

The researcher has t wenty years’ experience working in HRM. Most of those t wenty years have been 

spent as a HR Manager or a HR Business Partner however the past three years have been spent 

working in HR Operations roles during which time the researcher has led digital HR transformation 

projects in the organisations he has worked with. The researcher is well qualified in the field of HRM. 
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1.5 Scope and limitations of the research 

While the author feels that a longitudinal study would yield more meaningful results such as study is 

not possible in the context of this MBA programme and the t welve- week timeframe in which the 

author has had to conduct the research.   

There was a total of 105 respondents to the research questionnaire (appendix 1) which the author 

sent to personal HR contacts in the HR soft ware vendor and other companies mentioned in section 

1.3. I deally there would have been a larger number of respondents to the questionnaire but again, 

given the short time frame in which the research had to be conducted there may be some limitations 

on the statistical significance of some of the findings of this research.  

 

1.6 Structure of the Dissertation 

Chapter one of the dissertation has introduced the research in terms of the objectives and the 

rationale for this research. The author has also discussed his qualifications and suitability for 

conducting such research. In chapter t wo the author will revie w academic journals and reports on the 

matter of digital HR during which he will identify key themes to be researched with the research 

questionnaire. The author will sho w alignment bet ween the themes identified in the literature revie w, 

the research objectives and the research questionnaire. 

Chapter three will discuss the methodology adopted by the author regarding this research, not only 

outlining why he chose the research approach that he did, but also discussing the reasons for not 

choosing other methodologies.  

In chapter four the author will present the findings of the research questionnaire in their ra w format. 

I t in chapter five that the author will discuss the findings in more detail and discuss the findings of the 

research vis-à-vis the research objectives detailed above. 

The dissertation will come to an end in chapter six in which the author will discuss his conclusions and 

recommendations.  
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2 Literature Review 
 

2.1 Introduction to the Literature Review 

DeSanctis (1986) proposed an early definition of HRI S as a “specialised information system within the 

traditional functional areas of the organisation designed to support the planning, administration, 

decision-making and control activities of human resource management”. Over ten years later Haines 

and Petit (1997) said HRI S is a system used to acquire, store, manipulate and retrieve data about an 

organisation’s human resources. 

Bhatia, 2016 says that “digitisation is the process of converting analogue signals or information in any 

form into a digital format that can be understood by computer systems or electronic devices”. 

Bandarouk and Ruel (2009) in their research to define electronic Human Resource Management 

(“eHRM”) said that ne w HR technologies are aimed at employees and managers whereas until the 

mid-1980’s HR technology was primarily directed at HR departments. The author conducted the 

research with employees, managers and the HR function in mind. 

Throughout the entire literature revie w the author will present findings of many surveys and pieces 

of research which have been conducted into this area. The author will demonstrate that there is much 

recent research into ho w the digitisation of HR services and processes has differing benefits for 

employees, managers, HR professionals and organisations. The author will conclude the revie w of the 

literature by identifying that there is no single piece of research which has considered the differing 

outcomes for the different stakeholder groups mentioned above which in essence will address 

research objectives identified in Chapter 1. 

 

2.2 The Digital Workplace and the (Future) Nature of Work 

As of 31 December 2017, there were 4.156 billion internet users in the world, or 54.4% of the entire 

population of earth (I nternet World Statistics) with the penetration level as high as 95% in North 

America, 85% in Europe including 92.7% of the population being internet users in I reland. Not only is 

internet usage increasing across the globe, so too is average life expectancy, which according to the 

World Health Organisation was 72 at birth in 2016, meaning people are working for longer.  

Social media, mobility, analytics, cloud and internet of everything (“SMACI ”) according to Goshal 

(2015) are the key enablers of digital transformation. Camille (2015) states that companies must have 

a strong employer value proposition (“EVP”) or employer brands which attract digital natives. 
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As people work later in their lives, today’s workforce is made up of both digital natives and digital 

immigrants (Prensky, 2001). Digital natives are younger people who have gro wn up with the internet 

and do not remember the first time they used it. They feel very at ease in today’s always-on, connected 

world of technology. This is a generation of people who are rarely not connected in some shape or 

form to technology and usually check their mobile device within five minutes of waking up (I psos 

MediaCT & Wikia, 2013). Digital immigrants are adults who have easily adopted technology and like 

their younger counterparts, they are al ways connected with a plethora of technologies and apps 

available on their mobile devices. 

“It is abundantly clear that technology is advancing at an unprecedented rate. Technologies such as 

Artificial Intelligence (“AI”), mobile platforms, sensors and social collaboration systems have 

revolutionised the way we live, work, and communicate – and the pace is only accelerating. This causes 

stress for individuals as well as societies”. (2017 Deloitte Human Capital Trends).  

That statement made by Deloitte is one of the introductory statements of their fifth global human 

capital trends report which was subtitled “Re writing the rules for the digital age”. I n this literature 

revie w the author will examine some of the aspects of this statement. The follo wing chapter will 

revie w what is meant by the digital workplace and the changing nature of work. The accelerating 

nature technological change presents many challenges to organisations – the theme of section 2.3 of 

this revie w. Section 2.4 will examine one of the potential consequences of al ways-on connectivity and 

the changing workplace, stress. The literature revie w will conclude with an examination of the benefits 

of digital HR and ho w investments in digital HR are likely to continue. 

According to Deloitte (2011) the digital workplace encompasses all technologies that people use to 

get their work done. This can range from email to instant messaging applications and social media 

platforms. These can be either desk based applications or mobile applications (usually accessed on a 

smart phone or other mobile device). 

The author will revie w articles, reports and academic papers which state that the digitisation of HR 

services and processes will lead to enhanced user experience. The author will also revie w reports 

which sho w that the cost of the HR function has been reduced in some organisations due to the 

digitisation of its services. 

Digital is changing ho w employees interact with their organisations (Spitzer, 2014) and there is a need 

for al ways-on HR technology as businesses no longer operate in the old traditional nine to five opening 

hours (Goldstein, 2014). Cianni and Steckler (2017) say that digital is going to have the most dramatic 

impact on the nature of work, including the work of HR professionals. They go on to say that senior 
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HR professionals are already seeing the value which can be obtained from self-service portals, HR 

analytics and the inter-connectivity of various internal and external social media platforms. As far back 

as 1998, Walker said that with the introduction of HR technology and HR service centres that HR would 

become consultants and professional partners with line managers as they are no longer going to be 

handling the day to day drudge work. I n this context, HR technology platforms offer more and more 

system integration and access to data while at the same time reducing the administrative burden on 

the HR function. HR should strive to standardise and automate repeatable operational processes to 

ensure that the ‘basics’ of HR are done well so that HR Business Partners can become more credible. 

As well as driving employee engagement, the author, with t wenty years HR experience suggests that 

it is also the role of HR to facilitate higher productivity among employees. For example, the average 

employee can spend over one quarter of their working day reading and ans wering emails (Wasserman, 

2012). HR, in conjunction with business managers should seek ways to reduce non-value adding 

activities. 

The reality is that digital is changing the workplace and the nature of work itself with almost fifty per 

cent of jobs in the world having the potential to be automated (McKinsey Global I nstitute, 2017). 

Organisations which use digital can focus on improving organisational efficiency rather than being 

consumed with administrative work (Gueutal and Stone, 2005) yet according to Spitzer (2014) many 

HR functions are remaining entrenched in traditional modes of engagement, although the Deloitte 

Global Human Capital Trends Reports of 2016 and 2017 seem to suggest that this organisation 

mentality from HR functions is shifting (see section 1.2 above). 

Bennett, Maton & Kervin (2008) find that it is not generational membership that is an indicator of 

digital fluency, but it is the ubiquitous nature of technology in our lives and the experience of using it 

that creates such fluency. Colbert et al (2016) agree with Bennett et al that both digital natives and 

digital immigrants may possess similar levels of digital fluency due to experiential learning when using 

technology, but they go on to say that further research is required on ho w digital fluency impacts work 

performance and career progression.  

The use of technology in the workplace and its availability on mobile devices has removed the 

boundaries bet ween the workplace and the home. Cisco (2008) found that 83% of people use 

technology at work for personal matters but it is only when such personal usage impacts productivity 

or security do employers become concerned (Stanko and Beckman, 2015). 

Conversely, Sonnentag, Binne wies and Mojza (2008), found that using technology such as email 

outside of work hours may not allo w employees to fully disengage from work which may lead to higher 

levels of anger and family conflict; this conclusion was backed up in 2015 with similar findings by Butts, 
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Becker and Bos well. Later, the author will revie w how the use of technology may cause stress for 

employees. 

The digitisation of the workplace is creating ne w opportunities for ho w employees interact with each 

other and their organisations. (Jesuthasan, 2017) 

Instant messaging apps such as Skype for business, email and collaboration platforms such as Yammer 

and Slack are changing how workers interact with each other not only when based in the same office 

but when working remotely or internationally. 

Technology is also changing ho w work is being done. Artificial I ntelligence (“AI ”) is already employed 

in many organisations to complete routine and repeatable tasks such as ans wering customer queries 

as chatbots or reducing HR administration tasks such as setting up ne w employees on HR systems. 

According to Jesuthasan, HR acts as an enabler of digital engagement as it helps the business to 

leverage digital technologies. 

As referred to above, AI  can eliminate repetitive administration tasks, thus freeing up time for 

employees to undertake higher value-adding work. Digital technology, particularly on mobile devices 

has the ability to create a better work-life balance for employees though this is not without its dangers 

or pitfalls which will be discussed later. 

As previously mentioned, digital collaboration tools are changing ho w employees interact with each 

other and their organisations. Traditional face to face engagement is being replaced or augmented 

with such collaboration tools as well as online benefits portals and social learning platforms. 

Engagement is moving more and more to a digital landscape. 

Jesuthasan contends that HR has a key role to play in the digital landscape by redesigning business 

processes for digitisation and by engaging the entire workforce on the digital transformation journey. 

His contention supports Bersin (2015) who says that traditional HR practices need to be reinvented to 

ensure digitisation, organisational layers need to be reduced or flattened and functions such as 

performance management and recruitment need to be redesigned to fit the digital era and demands 

of tech-savvy employees. 

Why have a digital workplace? There are many reports and supporting literature that ans wers this 

question. Organisations with strong online social net works and collaboration tools are seven per cent 

more productive than those that don’t (Pentland, 2009). 

According to Cisco’s Connected World Report (2010); 64% of employees would accept lo wer wages if 

they could work a way from an office. 
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McKinsey (2009) have found that organisations which have internal social media tools have higher 

average employee satisfaction. Then, when engagement increases, employee retention increases by 

87% (Human Capital I nstitute, 2009). 

Research has sho wn that HR professionals who integrate different technology platforms and maximise 

the use of technology can demonstrate clear Return on I nvestment (“ROI ”). (Thomsons UK Benefits 

Watch Report, 2018). 

Leading organisations are creating consumer grade online benefits experience for employees which is 

accessible all in one place, mostly on mobile devices. 

According to the Cisco Connected World Technology Report November 2014 

• 76% of respondents prefer their smartphone over TV. 

• 58% would sacrifice one of their senses for Wi-Fi 

• 48% would give up sex for a month instead of their smartphone. 

• 54% look at their phone first thing in the morning. 
 

The majority of people use t wo to three devices per day. 

• 53% prefer mobile phones to fixed line phones. 

• Almost 40% believe that the mobile phone will be their most important device by 2020. 
 

70% of HR professionals say that they can perform tasks faster on phones, mobile devices and apps 

than on laptops or PCs. Over half of the HR professionals surveyed consider themselves to be 

accessible 24 hours per day and most believe that the future of work is not in an office. Most HR 

professionals think that the traditional workday will remain but 44% believe that greater flexibility is 

required. 

Another finding from the HR professionals surveyed was that 48% believe that managers will not need 

to be present in the same office as their boss while 38% believe that 24/7 accessibility will be expected 

(but constant work will not be). 

Forbes I nsights (2017) in the research article “The impact of the digital workforce: The ne w equilibrium 

of the digitally transformed enterprise” surveyed 2158 executives, a mixture of Chief I nformation 

Officers (CI Os) and app end users.  They found that digital transformation is creating a ne w equilibrium 

bet ween I T and users which empo wers employees and that empo wered employees are more 

productive.  
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By making apps more easily accessible to employees from any device drives higher employee 

performance which in turns raises enterprise performance, leads to increased revenue and lo wers 

costs. 

This research categorised three work environments. The first being the traditional workplace in which 

employees were provided with enough technology to do their jobs. The second category is the 

transitioning workplace in which the apps and technology which employees need and want are 

available at a corporate level but are not easily accessible to employees. The third category is the 

digital workplace; this is the workplace in which the apps and technology that employees want, and 

need are readily available and accessible on any device. 

The research contends that a shift to a digital workplace is a competitive factor in today’s market. To 

create the digital workplace, employees should be given a consumer-like experience when it comes 

to business technology and apps. The outcome being, empo wered, productive employees and better 

enterprise performance. 

 

2.3 Challenges Facing Organisations in the Transition to Digital HR 

The emergence of digital HR poses issues for organisations, it is not all plain sailing as some authors 

suggest. Peter Cheese, Chief Executive of the CI PD in an article in People Management says that 

despite the promise that HR technology offers, productivity is decreasing, and employee stress is 

increasing due to the issues associated with the al ways-on nature of technology. These comments are 

supported by the research of Bozeman (2011) and Ebelhar (2009) which found that technology 

(smartphones) can have a negative impact in workplaces in that people can become addicted to them. 

I t is estimated that people check their phones more than 150 per times day. Pervasive connectivity on 

mobile devices which have the ability to deliver work to employees when they are at home impinge 

upon family time which can give rise to addiction to the technology and a vicious cycle feeling like one 

is al ways at work, according to Rose in his “Re wired: The Psychology of Technology” Blog. Further 

research has found that people who use their phones at night to check email are less productive during 

the day (Klodiana et al, 2014) which obviously has consequences for an organisation. Therefore, 

organisations face the challenge of getting the balance right bet ween keeping employees connected 

without negatively impacting productivity and organisational effectiveness. 

Bersin (2015) outlines some challenges facing organisations in the transition to digital HR; 

• Disruptive leadership is required to lead the change to a digital workplace. 
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• HR needs to be re-skilled to work in ne w ways and to adopt technological change. HR business 

processes and practices will have to be redesigned to deliver value adding digital solutions as 

introducing technology without changing the processes will fail. This is particularly true when 

organisations need to attract millennials and Generation Z employees ( which the author will 

discuss later). 

• Organisations must gain buy-in from employees for the change to digital to be successful, it 

cannot be done in isolation by the management of the organisation. 

Another challenge facing organisations in the transition to digital according to Accenture (2015) is that 

HR processes and HR information will be fully integrated and accessible to all employees and because 

of the age profile of organisations with more and more employees (millennials and soon Generation 

Z) being younger, digital natives that HR departments will almost have to act like digital marketing 

departments not only to engage employees but also to attract, develop and retain employees. 

The general data protection regulations (GDPR) are the regulations of the EU which govern data 

protection issues such as the right to be forgotten, the correct and proper use of data, the deletion of 

said data once it has served the purpose it was intended for and the export of data outside of the EU. 

With the gro wth of ne w HR soft ware, cloud based technologies and the integration of personal data 

with employment and performance data (such as sales performance) organisations face many 

challenges in this regard (Regulation (EU) 2016/679). GDPR must be taken very seriously by 

organisations as they could face fines of up to €20 million (O’Neill, 2017) not to mention reputational 

damage and loss of customers and/or employees.  

 

2.4 The Use of Technology and Stress  

While there is a large amount of commentary on the benefits of digital HR to employees and 

organisations it is important to revie w some of the literature on ho w technology usage may have a 

detrimental effect on employees such as causing stress. 

As mentioned previously the use of technology from work can impinge upon personal time. Murray 

and Rostis (2007) and Middleton and Cukier (2006) agree that because of the ubiquitous nature of 

technology on mobile devices that a person’s time and space at home or with family may not al ways 

be safe from technological invasion. 

Authors have, broadly speaking, taken t wo different vie ws on this matter, both of which reach the 

same conclusion. The first school of thought is based on the overflo w of work related emails and tasks 

into personal time and the use of technology at work for personal matters. Proponents of this vie w 
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argue that work related technologies make it more difficult to disengage from work, which can lead 

to interpersonal or family conflicts, thus creating stress for employees (Major et al, 2002) and (Bos well 

and Olson Buchanan, 2007). 

The second school of thought focuses on email overload with the premise being that email and other 

technologies create additional work which in turns increases stress levels for people. For example, 

some authors say that intrusions from technology can distract attention a way from the task at hand 

(Manger et al, 2003). While Dabbish et al (2005) found that a third of emails contained tasks for further 

action which added to a person’s workload. 

Regardless of the explanation, both schools of thought concluded that technology can extend a 

person’s working time which can induce stress. 

To counter argue the above conclusion, Thomèe et al (2007) could not find a relationship bet ween 

time spent on email and stress, though they found a link bet ween time spent on email and depression 

amongst women. This is the only study which sought to establish a link bet ween technology and stress, 

whereas the aforementioned authors, inferred stress due to an increased workload or extended time 

spent on work-related tasks, even when not in work. 

Furthermore, the studies which have concluded stress as being a side-effect of increased workload 

due to the al ways-on nature of technology did not offer an alternative vie w. That alternative vie w 

being that by using technology people may actually reduce their workload and manage their work 

time more effectively to give themselves more work-life balance.  

Renaud et al (2006) suggest that using technology can assist people to avoid time wasting activities 

and reduce workload while Chesley et al (2003) had previously found positive links bet ween the use 

of technology and work-life balance for women such as enabling home- working. 

 

2.5 Benefits of Digital HR and the future  

At this point in the literature revie w it is worth taking stock of what the research and articles have said 

heretofore. There seems to be a consenting voice from most commentators and authors that the 

digitisation of HR will lead to greater efficiency and effectiveness of the HR department allo wing HR 

professionals to engage in more higher value-adding activities which will also lead to greater employee 

satisfaction with HR processes and services, especially as younger generations of digital natives 

become more prevalent in the workforce. 
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Some of the benefits of digital HR are, according to Gueutal and Stone (2005) are that the introduction 

of HRI S and streamlining of processes allo ws HR to focus on more strategic activities. By simplifying 

the work-life of employee’s processes are easier to use and tasks can be done with the flexibility to 

work from home (Walker, 2016). 

Despite the challenges facing organisations there is a real need to transform their business (not just 

HR) to a ne w digital landscape, in fact, a 2016 Forbes study found that 90% of global organisations 

surveyed have already commenced a formal digital transformation while previously almost sixty-seven 

per cent of the CEOs surveyed by Fortune (2016) said that they were leaders of a technology company. 

Khanna (2016) says that digital HR is the underpinning requirement for organisational transformation 

to ensure that organisations are future proofed. He says that the use of technology will make HR 

transactions and decisions informed and inspiring leading to greater organisational effectiveness. 

A 2014 survey conducted by Cisco found that 76% of respondents prefer their smartphone to TV. 

Deloitte’s Global Mobile Consumer Survey found that 97% of adults aged bet ween 18 and 24 years 

old check their mobile device within three hours of waking up with over half checking their devices 

within fifteen minutes of going to sleep. 

As the author has already discussed, there can be detrimental side effects of always-on connectivity 

and the use of smartphones ho wever the opportunities presented by their use in digital HR cannot be 

ignored. I n fact, one might suggest that HR is compelled to go mobile, given the changing workplace 

and the pervasiveness of mobile devices. 

Rush (2011) states that “ working excess hours including being constantly accessible via smartphone 

or the expectation of needing to be so may result in negative consequences, for example, workplace 

related stress. 

Smartphones offer employee autonomy which according to Zielinski (2012) makes employees feel 

better. They also change ho w people interact with each other and their relationships whether this is 

a negative or positive change is a matter of debate. I t is beyond doubt that smartphones are a great 

tool for kno wledge sharing due to the high levels of usage across all age groups. 

There is plenty of research which links the three factors above; autonomy; relationships and 

kno wledge sharing to job satisfaction and productivity. Gagne and Deci (2005) have found that when 

employees have more autonomy they are better motivated to do a good job. Miller-Merrell (2012) 

found that employees who had better work relationships as well as better communication and 

kno wledge sharing tend to be more efficient. 
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Bakker (2011) went a step further than linking job satisfaction to productivity by focussing on 

engagement as engagement is a more active state of job satisfaction, therefore leads to even greater 

productivity. This research could lead the author to believe that smartphones present HR 

professionals with huge opportunities, not withstanding the possible negative consequences already 

discussed. 

According to the PWC Human Resources Technology Survey (August 2017) 68% of companies surveyed 

had at least one HR process in the cloud in 2015 which had increased to 73% in 2017 and 40% of 

companies have their core HR applications in the cloud. Of those with hosted (on-premise) 

applications, one-third said they have plans to migrate to the cloud in the next t welve to eighteen 

months. 

PWC found that when cloud applications were introduced; 52% found an increase in employee usage 

while 47% managers said that they used self-service applications more regularly. One third of 

respondents found that the introduction of cloud-based HR apps broadened HR’s band width to be 

more strategic and 20% said they had decreased HR personnel costs. 

PWC concluded with some tips for successful cloud migration. The first tip was that HR cannot 

champion the change alone, business stakeholders must be the champions of change. Companies 

which engaged change management and communications experts had the most success when 

launching and implementing cloud-based apps. 

Respondents to the PWC survey cited many challenges when moving to cloud technology. 45% said 

that the product that they had purchased didn’t live up to the expectations created during the sales 

process. 44% said that they didn’t have enough internal resources for the implementation and 39% 

said that they were not fully prepared for the process re-engineering that was required. 

The HR function can create competitive advantage by retaining and attracting the best talent available 

by leveraging technology (Larkin, 2017). Developments in cloud technologies make information flo ws 

and data more accessible to enhance decision-making capabilities as well as more sophisticated HR 

apps related to recruitment and talent.  

Despite all the talk about digitisation and the rise of the machines in a world where many fear that 

jobs will be automated and humans replaced by machines there is an argument that digitisation, 

automation and technology itself still requires humans.  

Bajer (2017) states that rather than compete with or fear digital transformation, that there needs to 

be a partnership created bet ween people and technology where working in tandem can create 

substantial value. He contends that there are some areas in which humans are simply better than the 
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digital alternatives. Humans are far better at problem-solving where rules do not exist whereas 

machines do so based on a set of programmed rules contained within code or algorithms. Humans are 

value driven and can make value-based judgements or decisions which may create a better outcome 

rather than a rule based on a series of equations. Humans can express humour or empathy just when 

that human touch is needed, something which clearly cannot be done by machines (yet).  

Bajer concludes that machines will replace humans when it comes to boring, mundane and 

monotonous jobs which can free people to be more creative and expressive. 

Digital transformation is not just about technology, it is a means not a strategy (Altimeter, 2016). There 

is no one way to pursue digital transformation but whatever approach is taken it must have human 

centred input. Change agents across functional boundaries are important to ensure the change is 

successful.  

To conclude the literature revie w, the author will cite some very recent reports which revie wed the 

traits of high performing organisations and the relationship bet ween high performing organisations 

and their investment in HR technology. There will also be a brief revie w of what further investment is 

required alongside investment in technology, to ensure that the technology is leveraged effectively. 

2.6 Investment in HR Technology and High Performance 

Investment in technology is not a ne w phenomenon. McKinsey (2007) found that three quarters of 

executives who responded to their survey said they would maintain or increase their investment in 

technology. More than half said they were pleased with their past investments and that they should 

have acted more quickly in terms of investment and building digital capability. 

The executives surveyed said that they invested for the reasons of either creating a competitive 

advantage or reducing costs. The author considers it interesting in the context of this research that in 

their reasoning for investment that the executives did not mention employee satisfaction to any great 

extent. 

Oxford economics, in their 2012 research identified four megatrends in digital transformation. Those 

four trends being mobility; data analytics; cloud technology and social media. Technology is shaping 

the role HR plays in that it allo ws leaders to leverage tools that enable them to measure metrics that 

they previously couldn’t which is helping to transform HR into a strategic business function. 

Mobile technologies are most widely used, with 51% of companies surveyed stating significant HR use. 

Interestingly, technology adoption for HR processes is higher in fast developing countries than it is in 

already developed countries. 
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72% of respondents to the Oxford Economics research questions said that mobile technologies will 

have the most impact on their business in the coming years, citing better access to data, reduced HR 

costs and better operational efficiency as potential key outcomes. Companies in developing countries 

are quicker to adapt mobile training with 46% of respondents in developing countries against 29% in 

developed countries doing so.  

In terms of investment, 58.5% of North American companies were likely to make investments in 

mobile technology versus 78.3% in Latin America; 73.8% in Europe and 70% in Asia-Pacific. 

40% of the respondents said that the benefits of improved analytics are substantial and 75% say that 

they use analytics to predict workforce needs. 

60% of companies anticipated significant impact from the cloud while only 21% of companies 

responding had no plans to move their technology to the cloud. Again, emerging countries were way 

ahead of developed countries in terms of cloud technology adoption. Respondents said that the 

biggest benefit of cloud technology would be global collaboration. 

Social media presents numerous opportunities for HR in relation to collaboration and employer 

branding. Only 22% of companies surveyed said they had no digital strategy for social media. 

The Oxford Economics research concluded that technology would be used to extend collaboration and 

that companies should consider the competitive risks of not leveraging technology. 

A study revie wed by the author was conducted by the Hackett Group in 2016. The Hackett Group 

benchmarking study found that world class HR organisations spend 23% less than typical HR 

organisations (figure 1) and use 32% fe wer HR full-time equivalent (“FTE”) employees than peer 

organisations (figure 2). 
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Figure 1 Cost of HR per Employee 

Source: HR Functional Benchmark, The Hackett Group, 2016 

 

 

Figure 2 Number of HR FTEs per 1,000 employees 

Source: HR Functional Benchmark, The Hackett Group, 2016 

 

The report outlined five strategies which are currently used by world class HR functions; 

1. Reallocate resources from transactional focus to higher value adding activities, this effectively 

means that the digital transformation is self-financing. 

2. Embrace digital transformation. Technology spend per HR FTE in world class HR functions is 

18% higher than peer HR functions due to the greater use of process automation with the 

difference being as high as 80% in some organisations. 

3. Leverage analytics-based decision making. Advanced analytics will inform better decision 

making and organisational effectiveness. 

Peer Group World Class

Cost of HR per Employee

4 35 6

50 50

41 40

Peer Group World Class

Number of HR FTEs per 1,000 employees

Management and admin Planning and strategy Employee Life Cycle Transactional

32%

23% 



27 
 

4. Adopt customer-centric service design and delivery. World class organisations are service 

oriented, and customer focused in their approaches to HR delivery (as suggested by Khanna 

which the author cited previously). 

5. Re-skill the HR function. World class HR functions have 20% more HR FTEs focused on leading 

change and more relevant skills to leverage HR technology are employed within world class 

HR teams. 

Another study worthy of revie w is the Mercer report on How HR Needs to Change (2017). The study 

found that high performing organisations use far more technology than average or lo w performing 

organisations. 

The study also found that one of the things high performing organisations do differently is that they 

invest in the right mix of technology to leverage data to drive decision making and consumer like 

customer centric delivery of HR services. 

The Mercer study found that while high performing organisations utilise far more technology than 

average or lo w performing organisations that 69% of high performing organisations have employee 

self-service in place, 36% have manager self-service and 27% have mobile talent apps indicating a 

significant opportunity for HR to leverage digital technologies. 

While spending on HR technology has increased, it has not been matched with similar increased 

investment in people capability and process re-design (O’Leonard and Krider, 2015). Deloitte (2015) 

have stated that investments need to be made in HR capability and programs to re-design HR 

processes in order to gain the greatest leverage from HR technology. 

An example of ho w some HR processes may need an overhaul or complete re-design is the 

performance management process in Adobe (2016) which took over 1.8 million hours per year to 

complete.  

2.7 Literature Review Summary 

The author believes that the literature revie ws has highlighted the imperative for HR functions to 

initiate the digital transformation of its processes and services and that many organisations are 

already on this transformation journey. Many organisations have not fully understood the business 

process redesign implications of digital transformation, so this is something that organisations should 

be a ware of for future transformation initiatives. 

Given the pervasiveness of technology in our lives, the adoption of technology does not appear to be 

age-related, rather it is exposure to technology and its use which is a key component in this regard. 
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The author, in his research explored this more by asking respondents to categorise themselves into 

specific age groupings.  

A gap that the authors sees in the current research is that while there has been research which has 

returned findings on the outcomes of digital HR for employees, people managers and HR professionals 

(outcomes discussed belo w) as separate bodies of work, there is not one single piece of research which 

addresses the themes identified in this literature revie w across all the above categories. For the 

purposes of this research, the author in the research questionnaire posed relevant questions for 

employees, managers and HR professionals. 

The literature revie wed by the author has a clear theme that the HR function can leverage HR 

technology to become a more strategic business function by reducing the time it spends on lo w-level 

administrative tasks and increasing the time spent on more strategic value-adding work. The HR 

function must be upskilled in the use of technology and for ward-looking analytics. This is one of the 

consequences for the HR function as a key stakeholder in the digital transformation of HR.  

The literature outlines consequences for other stakeholders which have been covered across all 

sections of the literature revie w; 

For employees the outcomes are that employees are being given more access to online self-service 

apps which make processes such as annual leave booking, revie wing benefits, goal setting and 

performance management and other previously paper-based tasks and activities more convenient. 

People managers who tend to have access to the same apps and portals as employees with the added 

approval functionality for example, for annual leave approvals as well as goal-setting and performance 

management functionality. The outcome for managers is that they spend less time on paper-based 

tasks and lo w-level administration tasks which frees up time for them to focus on more operational 

matters. 

Previous research and surveys state that consumer-grade apps and end-user experience is what is 

required of organisations if they are to truly engage their employees. Engagement in digital technology 

can lead to greater productivity and enterprise performance. Despite the potential negative and 

detrimental consequences of over using mobile technologies it is those technologies which provide 

the biggest opportunities for the HR function to deliver such apps to employees. 

Investment in HR technology is either remaining at least flat or increasing as more and more 

companies embrace digital transformation, not only in HR but in business overall. Many authors 

discuss the human input into digital transformation. While some research suggests that many jobs will 

be replaced by machines or robots, there is a consensus among authors that humans will not be 
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completely replaced and that humans, working in tandem with technology will mean that mundane 

and repetitive tasks will be done by machines more and more in the future while humans can be more 

creative and do more value-adding jobs. 

The author, in his research asked questions of the survey respondents which are aligned with the main 

themes arising from this literature revie w to ans wer the research questions proposed in chapter one 

of this dissertation.  

To conclude this literature revie w, the author proposes the follo wing SWOT analysis of digital HR; 

What the current body of literature does not appear to reveal is whether this digital transformation 

does increase employee satisfaction with the HR services and processes. Furthermore, the current 

literature while in some cases demonstrates lo wer costs for HR functions in some organisations there 

is nothing to suggest if such cost reductions can be achieved while increasing employee satisfaction 

with HR services and processes. Hence the purpose of this research. 

 

Weaknesses

•Addiction to 
technology

•Reduced 
interpersonal 
communications

Threats

•Increased work 
related stress

•May harm 
productivity by 
distracting 
employee from 
"real" work

Opportunities

•Pervasivesness of 
mobile technologies

•Better access to 
data

•Redefinition of the 
HR function as a 
strategic business 
function

Strengths

• Increased effectiveness of 
HR proceses such as 
recruitment

• Reduced administration 
tasks

• Simplification of processes

• Global reach for 
collaboration

Figure 3 SWOT analysis of Digital HR 
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3 Research Methodology  

3.1 Introduction 

This chapter discusses the research process undertaken by the author. I t revie ws the various research 

philosophies and approaches available to the author. As well as justifying why the author chose the 

research methodology that he did, this chapter will also explain why other philosophies and 

methodologies were not chosen.   

In this chapter the author will outline the research strategy employed and the potential constraints of 

the research. Finally, the author will explain the process for collecting data and ho w it was analysed 

for the purposes of this research. 

3.2 Research Objectives  

The overall objectives of the research are to; 

1. Gain insight if in the opinion of employees and managers, their level of satisfaction with HR 

and HR services has increased or decreased when surveyed compared to before the 

digitisation of those services took place, in relation to; 

a. HR services and processes 

b. Policies and procedures 

c. Performance management 

d. Training received and the ease of use of digital HR services 

e. I f managers and employees believe they received appropriate training and 

communication before and during the implementation of digital HR services and 

processes. 

2. Gain an insight into the availability  of mobile apps for digital HR processes and services 

amongst respondents. 

3. Determine if the digitisation of HR services and processes has, among employees, managers 

and HR professionals led to: 

a. An increased feeling of connectivity to an “al ways-on” workplace; 

b. An increase in the levels of stress experienced as a result of the availability of “always-

on” digital HR processes. 

4. Compare if there is a difference in employee satisfaction with digital HR as a result of the 

follo wing; 

a. Whether the respondent is a field based worker, office based worker or remote 

worker; 
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b. The age of the respondent (specifically analysing the difference in levels of satisfaction 

bet ween Baby Boomers, born 1946 to 1964; Generation X born 1965 to 1976; 

Millennials, born 1977 to 1995; and iGen (also kno wn as Generation Z), born 1996 and 

after). 

c. The size of the organisation in which the respondent is employed; 

d. The industry of the organisation in which the respondent is employed; 

5. Determine if the digitisation of HR services and processes has, in the opinion of respondents 

who categorised themselves as HR professionals, led to; 

a. A positive impact on HR services such as recruitment, performance management, 

learning & development and other services; 

b. A change in the HR function in terms of headcount and operational HR costs; 

c. Engagement with digital HR services; 

d. A change in the amount of time HR professionals spend on administrative HR tasks 

and higher value-adding HR tasks. 

6. Gain an insight into the key obstacles faced by HR professionals when implementing digital 

HR services and future plans for digital HR within respondent organisations. 

The author believes that the key themes discussed in the literature revie w are addressed, ho wever he 

ackno wledges that objectives four (a), (b), (c) and (d) whether the various demographic factors have 

any bearing on levels of satisfaction with digital HR services and processes is not discussed in the 

literature revie w. The author believes that achieving this objective will add ne w kno wledge to the 

overall body of kno wledge on the topic of digital HR. 

3.3 Research Philosophy 

The nature of the reality being investigated is bound by a set of beliefs known as the research 

philosophy (Bryman, 2012). The research philosophy then gives rise to many assumptions as to ho w 

the research is conducted (Flick, 2011). By understanding the research philosophy of the author, one 

can explain the assumptions being used in that research and ho w the research methodology has been 

chosen. 
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Figure 4 The Research Onion 

Source: © 2015 Mark Saunders, Philip Lewis, Adrian Thornhill 

 

For the purposes of this research the author will discuss briefly each of the five research philosophies 

outlined in the research onion (figure 3, above). 

Positivism involves working with observable social realities which in turn produce la w-like 

generalisations (Saunders et al, 2016). The epistemology of positivism is that it uses scientific methods 

to observe and measure facts which then allo w for causal explanation and prediction. From an 

axiological perspective the researcher should remain neutral and value free (Crotty, 1998). 

Critical realism focuses on what we see and experience. Critical realists will al ways want to see the 

bigger picture of what they have observed. Bhaskar (1989) postulates that we will only be able to fully 

understand what is going on in the social world if we understand the social context of what has just 

been observed. 

Interpretivism has a complex and rich ontology which is socially constructed through culture and 

language. I nterpretivist researchers focus on complexity, richness and the interpretation of multiple 

realities therefore it is totally subjective (Saunders et al, 2016). 

Post modernism believes that what counts as truth and kno wledge is decided by the dominant 

ideologies. I t is value constituted research. Post modernists believe that any sense of order can only 

be brought through our language and its classification and categories (Chia, 2003). 
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Pragmatism believes that concepts are only relevant or useful when they create action (Keleman and 

Rumens, 2008). Research for a pragmatist starts with a problem and huge focus is placed on the 

correct wording of the research question more so than almost the research itself. 

Having revie wed the five research philosophies described above the author has chosen the positivism 

philosophy on which to base the research as he is neutral and independent of what is being researched 

and at all times an objective stance will be maintained which can be seen in the wording of the 

research question; 

“Can the digitisation of HR services alter employee perceptions of those services and the HR function 

at the same time as delivering HR operational cost savings to an organisation?” 

In that there is no pre-conceived hypothesis that the digitisation of HR services and processes will 

impact employee satisfaction either positively or negatively. 

Positivists believe that organisations are observable and can be studied scientifically and 

quantitatively (Uduma and Sylva, 2015) and that the outcomes of positivist studies produce 

kno wledge which will enable managers to make predictions about future organisational issues. 

 

3.4 Research Approach 

Having decided on the research philosophy of this research the author has chosen the deduction 

research approach firstly, because it is the approach that is usually associated with the positivist 

philosophy (Saunders et al, 2016). Secondly, if research starts with a theory from academic readings 

or other articles and the research is designed to either corroborate or contradict that theory, then it 

is most likely the deductive approach which is being follo wed (Saunders et al, 2016). 

Kerlinger (1986) asserts that a hypothesis must contain more than one variable and the relationship 

bet ween these variables must be measurable for the deductive approach to be follo wed. 

To justify the choice of the deductive approach to the research, the author contends that it is prudent 

to outline why the induction or abduction approaches have not been chosen. 

Generally, if data is collected on which a theory is built or generated then that is the inductive 

approach to research. This is not the case in this research proposal as we have already seen in the 

literature revie w that some theory already exists on which the author will gather data to verify or deny 

the theory and at the same time add to the body of kno wledge on the chosen research topic. 
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The abduction approach is a combination of both the deduction and induction approaches in that data 

may be gathered to formulate at theory which is then tested after further data collection. The 

abduction approach cannot be used in this instance for the same reasons as stated above, that is, that 

the research proposal will seek to add to the already existing body of kno wledge on digital HR. 

 

3.5 Research Strategy 

As previously discussed, quantitative research methods are usually associated with the positivist 

research philosophy ho wever that is not the only reason that the author has chosen this methodology 

for his research. Because quantitative research measures variables which can be defined numerically 

and subsequently subjected to statistical analysis to discover relationships bet ween the variable, 

quantitative techniques are the correct choice for this research. For example, in research objective six 

the author will try to identify if employee satisfaction with digital HR services and processes is 

influenced by the differing demographics of employees. 

The author has employed a survey strategy using an electronic questionnaire on Microsoft Forms with 

further analysis being conducted in Microsoft Excel. The survey was chosen as it allo ws for the 

collection of standardised data from a large population in a very cost-effective manner. Czaja and Blair 

(1996) recommend that pilot testing of questionnaires is done before full-scale distribution. A survey 

pilot was conducted by the author with ten respondents personally kno wn to him who are not part of 

the target population for the full survey. The pilot respondents were from varying backgrounds 

including some HR professionals. Any ambiguity surrounding questions or possible responses was 

removed from the questionnaire because of the feedback received during the pilot. 

Some preliminary questions within the survey have assisted with the categorisation of respondents in 

terms of their age group, level within their organisation, whether they were field or office-based, the 

size of the organisation they work in and the industry in which they work. 

The remaining questions are used to ascertain the levels of satisfaction with digital HR services are 

based on a four or five-point Likert scale with pre-determined responses with the mid-point (or 

neutral) being ‘no change’ with the question statement. Depending on whether the respondent was 

a manager or not, or a HR professional or not, there were skip logic questions included in the survey. 

The survey is cross-sectional and therefore a snap-shot of a point in time due to the time constraints 

of the MBA programme. Ideally a longitudinal study would give better quality data in levels of 

satisfaction with HR obtained in a survey pre-digitisation and then a follo w up survey post-digitisation 

ho wever, due to the time constraints previously mentioned this was not possible. 
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A qualitative approach among a smaller population may have provided a deeper understanding of the 

levels of satisfaction with digital HR ho wever, the author, given his previous HR experience and use of 

statistical analysis with Microsoft Excel felt that the quantitative approach was the most appropriate. 

 

3.6 Population and Sample 

I t was not feasible for the author to gain an exact number of organisations which have digitised their 

HR services and processes in the past t welve months as this information is closely guarded by HR 

soft ware vendors.  

The target population within each of the participant organisations was all employees with at least one 

year’s service at the time of the survey as the survey will ask them to recall their level of satisfaction 

with the digitisation of HR services and processes. 

The author has liaised with the relevant HR professionals within each organisation to co-ordinate the 

release of the electronic questionnaire and provide email templates to accompany the release of the 

survey electronic link. 

 

3.7 Data Collection, Editing, Coding and Analysis 

As previously discussed the author used a cross-sectional quantitative survey with questions based on 

a Likert scale to obtain the required data. Microsoft Forms and Excel was used to analyse the 

responses from the survey questionnaire.  

The author analysed if there are differences in satisfaction levels depending on the age group of 

respondents, their level within an organisation or if there is a difference depending on whether they 

are desk or field-based. Analysis of levels of satisfaction by industry and size of organisation was also 

conducted. 

The survey was sent to respondents via an electronic link in an email. This method has been chosen 

as the clear majority, if not all employees within the participant organisations have email and internet 

access (in 2016, the clear majority (92%) of enterprises in the EU member states with at least 10 

employees made use of a fixed broadband connection to the internet: Eurostat 2017). 
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3.8 Ethical Issues and Procedures 

Access to participant organisations was gained through the authors professional contacts within 

several organisations which is aligned with the vie w of Buchanan et al (2013) which says that one is 

more likely to gain access to research participants through kno wn contacts. 

The author did not experience any ethical issues regarding the nature of this research as the 

participants consented to participate in the survey which was distributed to employees by HR 

professionals employed in those organisations, ho wever the author does ackno wledge the follo wing; 

• Individuals who participated have the right to privacy. The survey was anonymous and no 

personally identifiable information was asked of the respondents. 

• The participant organisations are not identifiable from the data collected. 

• Participation was voluntary. 

• All data was analysed as received, there was no falsification of any data. 

• All data was managed in accordance with European Directive 95/46/CE and the General Data 

Protection Regulations (“GDPR”) which became effective on 25 May 2018. 

 

3.9 Limitations to the Research 

The first limitation with the research is that it relies on the recall of respondents as to what their level 

of satisfaction with HR was pre-digitisation compared to their current level of satisfaction. 

The time period for the research was a constraint, as the author mentioned in section 3.5; a 

longitudinal study may have yielded more reliable responses. 

Like any survey the author is reliant on good response rates to the survey. The author has engaged 

with fello w HR professionals within participant organisations to promote the survey.  

 

3.10 Conclusion 

From the interim research proposal presented in class the author has increased the research 

objectives from three to six having taken on board the feedback received. The author has thoroughly 

revie wed the current literature on the subject of digital HR and has cited articles and journals spanning 

a substantial number of years from some visionary articles in the 1990’s up to reports which have 

been published in the past fe w months. 
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The author, having revie wed various research philosophies chose a positivist, deductive approach 

using a cross-sectional survey to collect the data which was required to analyse the findings of the 

research. 
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4 Findings  
4.1 Demographics 
 
There were 105 respondents to the survey which was distributed to personal contacts of the author 
in t wo pharmaceutical companies, one telecommunications company and one vendor of digital HR 
soft ware.  

 

Figure 5 Location of respondents. 

Almost 70% of respondents were office based with the remaining respondents being made up of 

either remote workers or field based workers (figure 5 above). The remaining workers were remote 

(5%) and field based (26%) 

Over half of the respondents could be classed as being “professional” employees in that 38% were 

white collar workers and 26% were middle management. 14% of respondents were senior managers 

with only 3% being executive or c-level managers (figure 6 belo w). The remaining job levels of 

respondents were I nterns/Graduate/Entry level and 7% and manual (blue collar) workers at 12%. 

 

Figure 6 Job level of respondents. 
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In terms of age, 81% of all respondents were born between 1965 and 1995 with 42% being classed as 

Millennials (born bet ween 1977 and 1995) and 39% being classed as Generation X (born bet ween 1965 

and 1976). The remaining respondents were either Baby Boomers (born bet ween 1946 and 1964), 17% 

or iGen/Generation Z (born after 1996) (figure 7 belo w) 

 

 

 

Figure 7 Age of respondents. 

 

The majority of respondents worked in large companies of over 1000 employees (40%). Companies 

with employees of bet ween 100 and 999 employees account for a further 45% of respondents (figure 

8 belo w). The remaining 15% of respondents worked in companies of 1 to 99 employees. 

 

Figure 8 Company size of respondents. 
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as manufacturing, retail, information technology and finance/insurance (figure 9 belo w). The actual 

split of respondents in those industries are; retail trade 3%, business services 3%, finance/insurance 

5%, information technology 8%, manufacturing 4% and industries not listed in the questionnaire 5%. 

 

 

Figure 9 Respondents’ Industry 

 

The majority of respondents were individual contributors (56%), meaning that they have no direct 

reports whereas just over one quarter of respondents were people managers (27%) and the remaining 

17% were HR professionals (figure 10 belo w). 

 

 

Figure 10 Respondents’ role 
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4.2 Employee Data 
 

According to employees who responded to the research questionnaire, 59% said that there has been 

no improvement in their access to the HR team for advice and assistance since the digitisation of HR 

services and processes in their organisation (figure 11 belo w). 36% of employees did ho wever say that 

their access to the HR team has either improved or improved greatly while 5% said that access to the 

HR got worse as a result of the digitisation of HR services and processes. 

Almost three quarters of employees (74%) stated that the range of services offered by the HR function 

has either improved or improved greatly with 22% saying that the range of services has remained the 

same with those saying that the range of services dis-improved at 4%. 

Two-thirds or 67% of employee respondents said that the effectiveness of the HR function has either 

improved or improved greatly since digitisation while 29% of respondents said that there was no 

change as a result of digitisation. 4% of respondents said that the effectiveness of the HR function has 

worsened. 

 

Figure 11 Employee responses on HR effectiveness 
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70% of employees said that the quality of the service offered by HR has improved or improved greatly 

while 29% said that they have seen no change with those saying that the quality of service has gotten 

worse at only 2%. 

For this question, on average, 34% of employees stated that they have seen no change to the 

effectiveness of the HR function since the introduction of digital HR services and processes and only 

an average of 5% said that they have seen a worsening of the HR function’s effectiveness since 

digitisation.  

According to the findings of this research, 64% of employees stated that access to HR policies and 

procedures has improved or improved greatly since the digitisation of services (figure 12 belo w) 

ho wever 34% said that they have seen no change in access to policies and procedures and 2% said 

that access to HR policies and procedures has dis-improved.  

Just over half (51%) said that they have experienced improved communications about policies and 

procedures affecting their work ho wever, almost the entire other half (46%) said that they have seen 

no change in communication about policies and procedures affecting their work. Only 3% of 

respondents noted a worsening of communication in this regard.  

 

Figure 12 Employee responses on HR policies and procedures 

 

The remaining questions in this section of the research questionnaire yielded some very positive 

results. 86% of employees said that their ability to book annual leave improved or improved greatly 
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ability to update personal details online improved or improved greatly with 14% saying that it 

remained the same and 4% said that there was a dis-improvement or a great dis-improvement. 

In this part of the research employees stated dis-improvement on average only 2% of the time with 

no negative responses in two out of the five questions. 

In relation to recruitment services since the digitisation of HR services and processes, 61% of 

employees said that access to internal job vacancies has improved or improved greatly (figure 13 

belo w) with just over one third (37%) saying that there has been no change. 2% of employees who 

responded to the research questionnaire said that there was a worsening of access to internal job 

vacancies as a result of digitisation. 

Almost t wo-thirds (64%) of employees have said that their ability to apply online for internal job 

vacancies has improved or improved greatly but the remaining respondents have experienced no 

change in their ability to apply online for internal vacancies.  

Less than half (46%) have stated that the responsiveness from HR about internal job vacancies has 

improved with the same number saying that there has been no change to responsiveness. 8% of 

employees said that they have seen the responsiveness from HR worsen in this regard. 

 

Figure 13 Employee responses on recruitment 

 

The next series of questions in the research questionnaire were in relation to performance 

management. Again, the results in this section were over whelmingly positive. 81% of employees have 

experienced an improvement or great improvement in their ability to create performance goals and 
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Figure 14 Employee responses performance management 

 

The same number of respondents stated that they have experienced an improvement or great 

improvement in their ability to revie w, amend or update objectives and goals throughout the year. 

17% of employees said that there has been no change in this regard with the remaining 2% saying that 
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that they kne w about training dates, go-live dates and the impact the ne w system would have on them 

(figure 15 belo w). Two-thirds (67%) said that they received adequate training on the ne w digital 

processes with the remaining third of respondents saying that they did not receive adequate training. 

Even though only t wo-thirds of employees received adequate training, 94% said that digital HR 

services and processes are easy to use. 5% of respondents disagreed that digital services and processes 

were easy to use while 2% strongly disagreed that they were easy to use. 

75% of respondents either agreed or strongly agreed that HR services and processes were available 

on mobile apps. 25% of employees said that there were no mobile apps for digital HR services and 

processes. 
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Figure 15 Employee responses on training and ease of use 

 

The next group of questions in the research survey addressed the area of al ways-on connectivity and 

stress. Three quarters of employees said that they access HR services from home with the remaining 

25% choosing not to connect to digital HR services from home.  

68% of employees said that they feel more connected to their workplace as a result of digitisation but 

32% said that they don’t feel more connected to work.  

 

 

Figure 16 Employee responses on always-on connectivity and stress 
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34% of employees either agreed or strongly agreed that the lines bet ween work and personal time 

were blurred as a result of al ways-on access to digital HR with over half (56%) disagreeing with the 

statement that there was a blurring of lines bet ween personal time and work time. A further 10% of 

respondents strongly disagreed with that statement. 

Only 13% of respondents said that they feel stressed as a result of al ways-on connectivity. 39% of 

respondents disagreed with the statement that they feel stressed because of always-on connectivity 

with almost half (47%) of all respondents strongly disagreeing with that statement. 

The final question for employees in the research questionnaire was in relation to what they used 

digital HR services for (figure 17 belo w). The most popular use of digital HR services was to book annual 

leave with 92% of all respondents using it for this purpose. 78% of respondents use digital HR services 

to log absence from work while three quarters of respondents have used digital HR to amend or 

update personal details. I n terms of performance management, 73% of respondents use digital HR to 

set goals and objectives and 71% use digital HR to participate in the performance appraisal process. 

59% of respondents have used digital services to view their payslip online. Just over half (53%) have 

applied online for an internal job vacancy while 51% have done some kind of digital or online learning 

& development. 

 

 

Figure 17 Employee responses on the use of digital HR services 
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4.3 Manager Data 
 

In this part of the research questionnaire the focus was on managers. Many of the questions were the 

same as those asked of employees with some minor tweaks to capture the manager perspective. 

32% managers who responded to the research questionnaire said that they have either seen an 

improvement or a great improvement in having access to the HR team for advice and assistance (figure 

18 belo w). Almost t wo-thirds (64%) said there has been no change in access to the HR team while 4% 

said that access to HR has dis-improved.  

72% of managers who responded said that they have seen an improvement in the range of services 

offered by HR since digitisation while the remaining managers said that they have seen no changes. 

There were no responses stating a dis-improvement in the range of services from HR. 

 

 

Figure 18 Manager responses on HR effectiveness 
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there were no negative responses.  

4%

4%

64%

29%

36%

39%

32%

18%

61%

61%

46%

54%

14%

11%

4%

14%

11%

Access to HR team members for advice and assistance

The range of services offered by the HR function

The effectiveness of the services received from the HR function

The responsiveness of the HR function in dealing with your
questions and queries

Quality of the service offered by the HR function

As a manager of people, since the digitisation of HR services 
and processes in your organisation please state how the 

following has changed;

Dis-improved greatly Dis-improved No change Improved Improved greatly



48 
 

65% of managers stated that there has been either an improvement or a great improvement in the 

quality of service offered by the HR function with 32% stating that there has been no change in the 

quality of service from HR. Only 4% of managers said there was a worsening in the quality of the 

service offered by the HR function since digitisation of HR services and processes. 

As can be seen from figure 19 (belo w), 68% of managers said that ease of access to HR policies and 

procedures has improved or improved greatly since digitisation of services. 29% said that there has 

been no change and only 4% said that there is dis-improved access to policies and procedures. 

 

 

Figure 19 Manager responses on HR policies and procedures 
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of managers said that communication on these matters had gotten worse. 

The next three questions in this section of the survey had no responses indicating any type of dis-

improvement. 93% of managers said that their ability to approve annual leave online improved or 

improved greatly with 7% saying that there was no change in this regard. According to 89% of the 

managers surveyed, their ability to approve other types of leave improved or improved greatly with 

11% saying that there has been no change in this area.  
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Figure 20 (belo w) sho ws the details of the responses received from managers in relation to 

performance management since the digitisation of HR services and processes. 93% of managers said 

that digital HR has either improved or greatly improved their ability to set goals and objective for their 

teams with the remaining 7% noting no change in this regard.  

 

 

Figure 20 Manager responses on performance management 
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respondents either disagreed or strongly disagreed that they had received adequate information in 

advance (figure 21 belo w). 

Over half (54%) of managers said that they did received adequate training on the ne w digital HR 

services while 43% disagreed that they received adequate training and 4% strongly disagreeing that 

they had received enough training before launch.  

Despite the responses in the previous t wo questions, three out of four managers either agreed or 

strongly agreed that the new digital HR services were easy to use. This means though, that one quarter 

of all managers did not think that the ne w services were easy to use.  

75% of respondents to this part of the survey said that digital HR services are available on mobile apps. 

The last t wo questions in this section of the survey for managers were in relation to the time they 

spend on people related tasks and their response time to people related tasks. 75% of managers said 

that the time they spent on people related administration tasks has decreased with 25% of managers 

disagreeing or strongly disagreeing with this statement. 76% of managers said that they have better 

response times to people related tasks as a result of digital HR services but 14% disagree that they 

respond more quickly. 

 

 
Figure 21 Manager responses on training and ease of use 
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connect to work related HR systems from home. Three quarters of managers said that they feel more 

connected to their workplace as a result of digital HR services.  Reponses on the question as to 

whether managers feel the introduction of al ways-on HR services has blurred the lines bet ween work 

and personal time were not so clear cut as previous questions. Only 43% of managers disagreed that 

the work time impinges on personal time as a result of digital HR services with the majority (57%) 

saying that they believe that work crosses the boundary into their personal time as a result of those 

al ways-on services. Ho wever, only 25% of managers who responded to the research survey said that 

they feel more stressed because of al ways-on connectivity with exactly half disagreeing with the 

statement that they feel more stressed and the remaining quarter strongly disagreeing that they feel 

more stressed because of digital HR services. 

 

 

Figure 22 Manager responses on always-on connectivity and stress 
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I access work related HR systems from home
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I feel that the lines between my work time and my personal time
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I feel more stressed as a result of having more access to digital HR
services and tools

In relation to the introduction of digital HR services in your 
organisation please indicate your level or agreement or 

disagreement with the following statements;

Strongly disagree Disagree Agree Strongly agree
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development. The lo west use of HR services for managers was to apply for internal job vacancies (39%) 

and to conduct compensation planning which only one in four managers said they do online through 

digital HR services. 

 

 

Figure 23 Manager responses on the use of digital HR services 

 

  

93% 93% 89%
96%

39%

61%
68%

93%

25%

What do you use digital HR services for (people managers);

To book/approve annual leave To log/approve absence from work

To set goals/objectives for your team To conduct performance appraisal process

To apply for internal job vacancies To undertake some learning and development

To view your payslip online To amend or update personal details

To conduct compensation planning
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4.4 HR Data 
 

The third part of the research questionnaire was aimed at HR professionals. I n figure 24 (belo w) t wo-

thirds of HR respondents said that their organisation has a formal HR technology roadmap whereas 

one-third don’t. 

 

Figure 24 HR responses on a formal HR technology roadmap 

 

According to the HR respondents in this research there are differences in who is responsible for HR 

technology within their organisations. Figure 25 (belo w) sho ws that the responsibility for HR 

technology in the clear majority of instances (83%) lies with HR.  

 

 

Figure 25 HR responses on who is responsible for HR technology 
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In only 11% of organisations is the I T function responsible for HR technology and in 6% of organisations 

is the CEO responsible for HR technology. 

89% of HR respondents said that HR services and processes are available on mobile apps in their 

organisation (figure 26 belo w) with the remaining 11% saying that HR services are not available on 

mobile apps. 

 

 

 

Figure 26 HR responses on the availability of mobile apps 

 

The next part of the research questionnaire is where the HR respondents were asked to rate the 

impact digital HR has had in their organisation under several headings namely; recruitment, 

compensation & benefits administration, HR planning, employee onboarding, performance 

management, salary planning, learning & development, employee engagement with the HR function 

and employee satisfaction with the HR function. 

17% of respondents said that there has been no positive impact on recruitment as a result of digital 

HR being introduced in their organisation; 6% said that there has been a lo w impact on recruitment 

whereas 39% said that there has been a moderate impact and a high impact on recruitment since. 

One-third of HR respondents said that there has been no positive impact on compensation and 

benefits administration since digital HR services and processes were launched in their organisation. 

Another third said that there has been a lo w impact on compensation & benefits administration and 

the final third of respondents said there has been either a moderate or high impact in this area. 

11%

89%

Does your organisation currently offer 
HR services or processes on mobile 

apps?

No

Yes
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Only 6% of respondents have said that there is no positive impact arising from the digitisation of HR 

services and processes on HR planning within their organisation. 28% have said that there has been a 

lo w impact on HR planning as a result of digital HR being introduced. 44% of respondents said that 

there has been a moderate impact on HR planning and 22% said that there has been a high impact in 

this area since digital HR was implemented. 

 

 

Figure 27 HR responses on the impact of digital HR on key areas 

 

Interestingly, 61% HR professionals who responded to the research questionnaire have said that 

digital HR has had no positive impact on performance management. 22% said that there has been a 

lo w impact, 11% of respondents said that there has been a moderate impact with only 6% of 
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respondents stating that there has been a high impact on performance management in their 

organisation. 22% of HR respondents said that there has been no positive impact from digital HR on 

salary planning. 28% said that there has been only low impact while 22% said that there has been a 

moderate impact on salary planning. Just over one quarter of respondents (28%) believe that digital 

HR has had a high impact on salary planning in their organisation. 

11% of HR professionals believe that digital HR has had no positive impact on learning & development 

which is the same percentage of HR professionals who believe there has been lo w impact in this area. 

50% of HR professionals believe that the digitisation of HR services and processes has had a moderate 

impact on learning & development whereas 28% believe that there has been a high impact in this area. 

17% of HR professionals surveyed stated that digital HR services has had no positive impact on 

employee engagement with the HR function. Equally, 17% of respondent state that there has been 

lo w impact in terms of employee engagement with the HR function since digital HR services were 

introduced. Just over one quarter (28%) of HR professionals state that there has been a moderate 

impact on employee engagement with the HR function since digitisation and 39% believe that there 

has been a high impact on employee engagement with the HR function. 

17% of HR professionals state that there has been no positive impact on employee satisfaction with 

the HR function as a result of the implementation of digital HR services. 22% of respondents said that 

there has been lo w impact in this area while one third of respondents said that there has been a 

moderate impact on employee satisfaction with HR. 28% of HR respondents said that the introduction 

of digital HR services and processes has led to a high impact on employee satisfaction with the HR 

function. 

Figure 28 belo w details the responses from the HR respondents in relation to al ways-on connectivity 

of digital HR services and stress. 100% of HR respondents said that they access work related HR 

systems from home. 6% of HR professionals strongly disagree that they feel more connected to their 

workplace while 6% disagree on this area. 56% of respondents agree that they feel more connected 

to their workplace since the introduction of HR services in their organisation while one third strongly 

agree that they are more connected to their workplace. 

50% of HR professionals disagree that al ways-on digital HR services have blurred the lines bet ween 

work time and personal time whereas 44% agree and 6% strongly agree that those lines have indeed 

been blurred. 

Despite the responses to the previous question, 39% of respondents strongly disagree that they feel 

more stressed as having always-on HR services and half disagree that they are more stressed. Only 11% 

of respondents have said that they feel more stressed as a result of al ways-on HR services. 
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Figure 28 HR responses on always-on connectivity and stress 

 

22% of respondents said that the amount of time they spend on administrative HR tasks has not 

reduced since the introduction of digital HR whereas 56% of respondents agree their administration 

task time has reduced with 22% strongly agreeing that they have reduced their time on such tasks. 

Only 17% of respondents said that they do not spend more time on higher value-adding HR activities 

whereas almost three-quarters (72%) of respondents said that they spend more time on such high 

value-adding tasks. 11% of respondents strongly agreed that that spend more time on higher value-

adding tasks. 

Figure 29 details the responses received in the research questionnaire from HR professionals 

regarding the obstacles faced when introducing digital HR into their organisation. 

One-third (33%) said that the biggest obstacle they encountered was buy-in from senior management. 

22% said that budget was their biggest obstacle. 
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Figure 29 HR responses on obstacles faced when implementing digital HR services 

 

17% of respondents said that their biggest obstacle was compatibility with legacy systems while 

another 17% said that education and a wareness was their biggest obstacle. Only 11% of respondents 

said that customization of the digital HR services was their biggest obstacle. 

 

 

Figure 30 HR responses on return on investment on implementation costs 

When asked about return on investment (“ROI ”) from the implementation cost of digital HR services 

and processes (figure 30 above); 56% of respondents stated that they were able to see a measurable 

return.  
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Whereas 22% of respondents said that they could not see a measurable ROI  and the final 22% said 

that they did not kno w if ROI  could be seen. 

 

Figure 31 (belo w) details the responses received from HR respondents when asked about future HR 

technology spend for the next t wo years. 39% of respondents said that their primary focus of HR 

technology spend in the next t wo years would be on mobile apps. 

 

 

Figure 31 HR responses on future HR technology spend 

 

28% said that their future spend would focus on system integration. 22% of respondents said that the 

primary objective of their HR technology spend in the next t wo years would be on self-service whereas 

only 11% of respondents said their future spend would be on next generation upgrades. 

The penultimate question in the research questionnaire aimed at HR professionals was in relation to 

HR headcount and the cost of running the HR function. The results are sho w in figure 32 belo w. Since 

the digitisation of HR services and processes, 38% of respondent said that HR headcount has remained 

the same. Only 13% said that headcount increased and similarly, 13% of respondents said that they 

didn’t kno w the effect that digital HR had on HR headcount. Half of all respondents said that HR 

headcount decreased since the launch of digital HR services and processes in their organisation. I n 

terms of the cost of running the HR function; 31% of respondents did not kno w the effect that 

digitisation had on cost, 31% said it remained the same, 31% said that the cost of running HR increased 

and only 19% said that the cost of HR reduced. 
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Figure 32 HR headcount and costs 

 

The final question in the research questionnaire asked HR professionals to rate engagement levels of 

employees, line managers and senior management with digital HR services and processes in their 

organisation. Figure 33 (belo w) sho ws the responses to this question. HR professionals said that only 

17% of employees were disengaged with digital HR services and processes while 61% were engaged 

and 22% are highly engaged with those services. 

 

 

Figure 33 HR assessment of engagement with digital HR 
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HR professionals believed that 11% of line managers were disengaged with digital HR services and 

processes and that 28% of line managers are engaged with those processes. HR respondents believe 

that 28% of line managers are actively engaged with digital HR in their organisation.  

While the HR assessment of senior management engage was in line with the other groups in the 

previous t wo questions at 22% in terms of being highly engaged, HR believed that only one third of 

senior management were engaged with digital HR services and processes. I nterestingly, HR 

professionals believed that almost half of senior management (44%) is disengaged when it comes to 

digital HR services and processes. 
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5. Discussion 
 

5.1 Introduction 
 

In this chapter, the author will discuss the findings of the research survey in relation to each of the 

research objectives. For the purposes of this chapter, when the author discusses satisfaction he will 

revie w the responses of the questions about access to the HR team, range of services offered and the 

effectiveness, responsiveness and quality of the services offered by the HR team.  

In some instances where the response rate was too low for a category from the research questionnaire, 

the author will amalgamate some categories. This will be detailed at the appropriate point in this 

chapter. 

 

5.2 Has employee and manager satisfaction with HR increased or decreased as a 
result of the digitisation of HR services and processes? 
 
Overall there is very little difference bet ween the responses of employees and managers in this regard. 

32% of managers said that their access to the HR team has improved or improved greatly with 64% 

saying that it remained the same. I n the case of employees, 36% said that their access to the HR team 

had improved or improved greatly with 59% saying that there has been no change. 72% of managers 

said that since the digitisation of HR services and process that the range of services offered by HR has 

either improved or improved greatly, 74% of employees stating the same. 65% of managers stated 

that the effectiveness of the HR function either improved or improved greatly while 67% of employees 

gave the same response. Employees were slightly ahead of managers in that 66% said that the 

responsiveness of the HR function improved or improved greatly while 60% gave the same ans wer. 

70% of employees said that the quality of service offered by the HR function improved or improved 

greatly whereas 65% of managers gave the same ans wer. I n terms HR policies and procedures, a 

summary of the responses bet ween managers and employees can be seen belo w in table 1. 

 
 

 Dis-improved 
greatly 

Dis-
improved 

No change Improved Improved 
greatly 

Ability to update personal details such as address 
and civil status. 

0% 0% 4% 57% 39% 

Ability to approve/log leave such as sick leave 0% 0% 11% 50% 39% 

Ability to book/approve annual leave online 0% 0% 7% 50% 43% 

Communication about policies and procedures 
affect my work or the work of my team 

0% 7% 39% 39% 14% 

Ease of access to HR policies and procedures. 0% 4% 29% 54% 14% 
 

Table 1 Comparison of manager and employee responses on HR policies and procedures 
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As with the responses in the previous section there is very little differences bet ween the responses of 

employees and managers with the majority in all areas stating that they have seen an improvement 

as a result of the digitisation of HR services and processes. 

 

When asked about performance management and ho w it has changed since the digitisation of HR 

services and processes the responses by both managers and employees were overwhelmingly positive 

with 93% of managers saying their ability to create goals and objectives online either improved or 

greatly improved and 81% of employees said the same. Again, 71% of employees said that their ability 

to amend or revie w objectives throughout the year improved or greatly improved while 90% of 

managers said the same. 61% of employees said their ability to complete performance appraisals 

improved or greatly improved while this was the response of 75% of managers. These responses 

suggest that while the digitisation of HR has helped with setting and revie wing objectives online, 

managers and employees do not score their ability to complete the actual appraisals as highly. There 

may be many reasons for this which the author did not seek to illicit in the quantitative research survey. 

As an experienced HR professional of t wenty years the author postulates that one such explanation 

could be that day to day operational matters might still be given precedence over performance 

appraisal meetings. Another proposal by the author is that the process, while having been moved 

online are still an administrative burden, particularly when the entire company is working to wards a 

mid-year and year-end deadline meaning that there is a flurry of activity at peak times during the year 

when all managers are asking for feedback on all employees. One may recall from the literature revie w 

the efforts that Adobe made to reduce the administrative burden of their performance revie w process 

which took over 1.8 million hours to complete each year.  

71% of employees said that they were well informed about the digital transformation of HR in their 

organisation whereas this was only 53% for managers. 67% of employees believed that they received 

adequate training in order to use the digital HR services correctly whereas this number was just above 

half of mangers at 54%. The author contends that the positive responses in this regard ought to be a 

lot higher so as to ensure maximum buy-in from managers and employees alike. Despite large 

numbers of managers and employees stating that they did not received adequate training, 93% of 

employees said that the digital services were easy to use which was the same percentage of mangers 

who said the same. Bersin (2015) said that digital transformation will only be successful in 

organisations that gain buy-in from employees and that management alone cannot ensure its success. 

While the respondent’s organisations seem to have done a relatively good job in this area the author 

suggests that they may have seen even greater success had there been more communication about 

the introduction of digital HR services and a higher proportion of managers and employees trained on 
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its use. 75% of employees and managers who responded to the research questionnaire said that HR 

services and processes in their organisation are available on mobile apps. Zielinski (2012) stated that 

the autonomy given to employees from the use of smartphones made them feel better and Gagne 

and Deci (2005) found that when employees had more autonomy they were more motivated to do a 

good job. The availability of mobile apps in three quarters of the respondents’ organisations is 

consistent with the move to more mobile apps and cloud based HR services as found by PWC and 

discussed in Chapter 2 where the use of cloud based HR processes has increased to 73% in 2017. The 

pervasive nature of mobile devices and the availability of mobile apps for HR processes found by the 

author in this research is consistent with previous research and reports as discussed in the literature 

revie w. 

 

5.3 Has the digitisation of HR services and processes created an always-on 
workforce and led to higher levels of stress? 
 

All of the HR professionals who responded to the research questionnaire said that they access work 

related HR systems from home whereas 92% of managers said that they too access HR systems from 

home. The number of employees who access HR systems from home was 75%. 68% of employees said 

that they feel more connected to their workplace, this number increases to 75% for managers and 

increases again to 89% for HR professionals. From his o wn experience, the author is not surprised that 

all the HR professionals who participated in the survey access from home as he too does the same in 

his role. For HR professionals, particularly business partners the only opportunity to catch up on 

administration work might be a way from the office. The author will revie w the responses regarding 

administrative HR work and higher value-adding HR work later in this chapter. 

Despite that 75% of employees said that they access HR services from home, only 34% said that they 

felt the lines bet ween work time and personal time were blurred. This suggests to the author that 

employees may only use the HR services on a very limited basis from home such as to book annual 

leave or other lo wer level administrative tasks. 57% of managers stated that they feel the lines 

bet ween work and personal life were blurred as a result of digitisation which one might expect given 

the higher number of managers who said that that access HR services from home. I nterestingly, even 

though all HR professionals surveyed said that they accessed HR services from home, half of them said 

that they feel the lines between work and personal life have been blurred. The above findings support 

the findings of Sonnetag, Binne wies and Mojza (2008) who found that the use of work technology 

outside of work hours may not allo w workers to fully disengage from their work day. The high levels 

of home use of HR services reported by employees, managers and HR professionals are aligned with 

the findings of Murray and Rostis (2007) and Middleton and Cukier (2006) who said that because of 
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the ubiquitous nature of technology that a person’s home time may not be free from technological 

invasion. As discussed in Chapter 2 there are many authors who found that the use of work technology 

at home, such as email could lead to stress as a result of impinging upon personal and family time 

(Major et al, 2002) or that the actual emails themselves could be a distraction from work and lead to 

stress (Dabbish et all, 2005). The author asked all respondents if they felt more stressed as a result of 

having home access to HR services and processes. The results were very interesting in the context of 

the quoted research heretofore. 13% of employees said that they felt more stressed. While for those 

13% it is a cause for concern, it is a relatively small number. Again, the author surmises that employees 

are using HR services at home for very lo w level administrative tasks. One quarter (25%) of managers 

who responded to the research questionnaire said that they feel more stressed as a result of having 

more access to digital HR services and tools. The increase from what employees said is not surprising 

on the basis that more managers said that they access HR services from home and that mangers are 

most likely carrying out higher level administrative tasks than employees. As outlined earlier, 100% of 

HR professionals said that they access HR services and processes from home therefore one might 

expect that more HR professionals would report that they are more stressed however this is not the 

case. Only 11% of HR professionals stated that they feel stressed as a result of accessing HR services 

from home. The author contends ho wever, that HR professionals being able to access these services 

at home gives them more time to do the higher value-adding HR work in work therefore they do not 

feel stressed. Gueutal and Stone (2005) said that HR could use technology to focus on being more 

efficient rather than being consumed by administrative work. The author suggests that while the 

administrative work may have reduced as a result of digital HR, that the fact that this work can be 

done out of hours may also be beneficial to HR professionals. 

 

5.4 Is employee satisfaction with HR services and processes influenced by factors 
such as worker location, age, size of the organisation or industry? 
 
For the purposes of this section of the dissertation employees will be classed as being office based 

and being not office based (remote and field workers). Millennials and iGen will be categorised into 

one grouping and in terms of industry, it shall be categorised as Pharmaceuticals, Telecommunications 

and others. Figure 34 below sho ws the responses to the research question about access to the HR 

team split out by worker location, age, size of company and industry.  

Access to the HR team improved or improved greatly for 37% of office based employees and 34% for 

not office based employees so the location of an employee’s base does not seem to have been an 

influence in relation to access to the HR team. I t is worth noting that office based employees reported 

a decrease in access to the HR team whereas there were no negative responses from field-based or 

remote workers. 42% of employees and 43% of employees in the pharmaceutical industry and other 
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industries respectively said that they had greater access to the HR team whereas this number was only 

19% for the telecommunications industry. One possible explanation for the difference is that the 

organisation in the telecommunications industry has recently been taken over by a French company 

and has commenced a major restructuring programme therefore HR staff may be focussed on other 

matters. Nonetheless, for the purposes of this research the author proposes that industry does have 

an influence in this regard. 

 

 
Figure 34 Access to the HR team (by demographic category) 

 
In terms of age, only 10% of baby boomers said that they had experienced an improvement in access 

to the HR team whereas the positive responses for Generation X and Millennials & iGen were 50% and 

34% respectively. I n small companies of less than 100 employees, 73% of employees said that they 

had more access to the HR team whereas in companies of more than 100 employees the average was 

only 28%. Possibly, in smaller companies, the digitisation of many HR processes has simply given the 
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HR professional more time to be available to employees whereas in larger organisations, the 

digitisation of HR services and processes has merely freed up HR time for other more strategic 

priorities. 

 
Figure 35 The range of services offered by HR by demographic category 

 
Figure 35 (above) sho ws that work location of an employee has no significant bearing on satisfaction 

with the range of services offered by the HR function nor does the age of the employee as many of 

the response percentages are very close to each other. I t also appears that the smaller the company 

(in terms of employees), the higher level of satisfaction with the services offered by the HR function. 

While in the main employees across all industries noted big improvements in the range of services 

offered by HR, 100% of employees in the telecommunications industry noted an improvement or great 

improvement. The limitation to the research in this regard is that the author does not have an 

understanding of the baseline of HR services previously offered by the various HR functions therefore 



68 
 

it is possible that the telecoms company was starting at a lo wer base than the organisations of the 

other respondents. 

Figure 36 belo w again shows that there are no significant differences in the responses regarding the 

effectiveness of the HR function in relation to work location of the employee or age category.  

 
Figure 36 The effectiveness of the HR team by demographic category 

 
Again, company size does appear to influence the responses of participants in that 91% of employees 

in companies of less than 100 employees noted an improvement or great improvement in 

effectiveness of the HR function. 71% responses noted improvement or great improvement in 

companies of 100 to 249 employees whereas in bigger companies the average was 57%. This suggests 

that employee satisfaction is higher in smaller companies than in bigger companies.  

Figures 37 and 38 belo w sho w the breakdo wn of responses for the questions regarding the 

responsiveness of the HR function and the quality of the service received from the HR function. As 

with the previous trends in this section of the dissertation work location of an employee does not have 
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any significant impact on satisfaction with the HR function. Generation X and Millennials appear to be 

more satisfied with the responsiveness of the HR function than Baby Boomers although 50% of baby 

boomers noted an improvement or great improvement while the other 50% sa w no change. Bennet, 

Maton and Kervin (2008) said that the pervasiveness of technology and not generational membership 

is an indicator of digital fluency while Colbert et al (2016) found that all age groups may possess similar 

levels of digital fluency due to experiential learning. The findings heretofore have supported this 

research. 

 
Figure 37 Responsiveness of the HR function by demographic category 

 
The telecommunications industry in this section does not rate the responsiveness of the HR function 

as highly as the pharmaceutical industry or others but still 50% of employees said that they have seen 

an improvement or great improvement. Again, as with previous research questions the smaller the 

organisation in terms of employee numbers, the greater the satisfaction of employees with 

responsiveness of the HR function in this instance. 
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Figure 38 Quality of service from the HR function by demographic category 

 
In relation to the quality of the service received from the HR function, again, work location of the 

respondent has no significant bearing on the employees’ level of satisfaction. Baby boomers again lag 

behind generation X and millennials & iGen employees though at 60% of respondents who said that 

the quality of the service received from HR either improved or improved greatly is still a very positive 

result. The pharmaceutical industry scores higher than the telecoms industry and others in this regard. 

As with the previous comparisons in this section, while the responses in large organisations are very 

positive with an average of 69% of employees stating that the quality of the HR services received has 

improved or improved greatly in companies of more than 100 employees, 90% of employees in 

companies of less than 100 people note an improvement or great improvement in the quality of the 

service received.  

The underlying trend in this section of the paper is that the most significant demographic which 

influences employee satisfaction with the HR function is company size. The author contends that this 

may be the case because, in general organisations with less than 100 employees may only have one 
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HR professional working in what was probably seen as a very administrative and operational role 

where interaction with employees was secondary to those tasks. The digitisation of HR services and 

processes may have freed up some time for the standalone HR professional in these organisations to 

be more accessible to employees and to offer a higher quality, more effective and more responsive 

service. The author shall revie w the responses of HR professionals in section 5.5. 

 

5.5 Has the digitisation of HR services and processes made any difference to the 
HR function? 
 

While the responses to the research questionnaire from employees and managers have been in the 

main positive, this next section discusses what the responding HR professionals have thought of the 

digitisation of HR services and processes. The results are mainly positive in this regard with 78% of HR 

professionals saying that digital HR has made either a moderate impact or high impact on recruitment. 

This is aligned with employee responses which alluded to a big improvement in online recruitment 

processes and 53% of employee respondents saying that they used digital HR processes to apply for 

internal job vacancies.  

With only 25% of managers saying that they use digital HR for compensation planning it is not 

surprising that only one third of HR professionals said that digital HR has had a moderate or high 

impact on compensation and benefits administration and only half note a moderate or high impact in 

terms of salary planning. From a HR back office perspective 66% of HR professionals sad that digital 

HR has had a moderate or high impact when it comes to HR planning and 67% have noted the same 

level of impact in relation to employee onboarding.  

Just over three quarters (78%) of HR professionals have said that digital HR has had a moderate or 

high impact on learning and development. This is an interesting finding in the context that 51% of 

employees and 61% of managers said that they use digital HR for learning and development. HR 

professionals seem to be more satisfied with the impact on learning and development than its usage 

would suggest. The author suggests that this is because more and more legislative training is being 

moved onto online learning and development platforms which is easier to track and is more cost 

effective than traditional classroom based training.  

Referring to section 5.2 when asked about performance management and ho w it has changed since 

the digitisation of HR services and processes the responses by both managers and employees were 

over whelmingly positive with 93% of managers saying their ability to create goals and objectives 

online either improved or greatly improved and 81% of employees said the same. Again, 71% of 

employees said that their ability to amend or review objectives throughout the year improved or 

greatly improved while 90% of managers said the same. 61% of employees said their ability to 
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complete performance appraisals improved or greatly improved while this was the response of 75% 

of managers. These statistics appear to be completely at odds with the responses of the HR 

professionals who participated in the research. 61% of HR professionals stated that digital HR has had 

no positive impact on performance management in their organisation. As an experienced HR 

professional, the author interprets this as meaning that HR professionals and employees/managers 

have different opinions on what is effective performance management. For many managers and 

employees, it may be a necessary evil that is conducted at least t wice a year. The author contends that 

the responses of employees and managers were so positive as they have ticked the box to get their 

objectives online and performance appraisals completed whereas HR professionals are more 

interested in meaningful specific, measurable, actionable, realistic and timebound (“SMART”) 

objectives, high quality performance and developmental conversations and goals and objectives 

based on the corporate objectives.  

A study by the Hackett Group in 2016 found that world class HR organisations spend 23% less than 

typical HR organisations and use 32% fe wer HR FTEs than peer organisations while spending 18% more 

per HR FTE than peers. The research conducted by the author has found that the cost of running the 

HR function has remained the same 31% of the time while it has increased by the same percentage 

and decreased in only 19% of organisations. This suggests to the author that the introduction of digital 

HR services and processes does not actually reduce the cost of running the HR function, though it 

might very well be that the cost of such is used in different ways. The research conducted by the 

author further found that the FTE headcount in HR functions of respondents decreased 50% of the 

time, with it remaining the same 38% of the time and increasing only 13% of the time. The reduction 

in headcount but not the same reduction in HR cost supports the authors assertion that the money is 

merely being spent in a different way than it was previously spent. Just over half (56%) of the HR 

respondents had seen a measurable return on the investment into digital HR services.  

Overall, the implementation of digital HR seems to have been beneficial for HR professionals and the 

HR function with respect to the work that they do. 78% of respondents said that they send less time 

on administrative HR tasks and 83% said that they spend more time on higher value adding HR 

activities. Walker (1998) said that the introduction of HR technology would see HR professionals 

become more like consultants who were less bogged do wn in day to day administration work. The 

outcome of this research supports that contention from t wenty years ago. Finally, for the present, HR 

professionals were asked ho w engaged the various stakeholders in their organisations were with 

digital HR services. 83% of HR professionals said that employees were either engaged or highly 

engaged with digital HR and 89% said that line managers were either engaged or highly engaged. The 

results for senior management ho wever were not as positive with 44% of HR professional stating that 
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senior management were disengaged with digital HR. This is not surprising though, given the 

responses of the HR professionals concerning the obstacles faced when implementing digital HR. One 

third (33%) of HR professionals said that the biggest obstacle they faced when implementing digital 

HR services was buy-in from senior management. While the author has seen very positive responses 

to his research questions, the apparent disengagement from senior management should be a cause 

for concern for the participant organisations. 70% of organisations surveyed by Oxford Economics 

(2012) said that mobile technologies will have the most impact on their business in coming years. The 

author asked HR professionals what their primary spend on HR technology in the next t wo years would 

be; 39% said it would be on mobile apps while 28% it would be on system integration and 22% said it 

would be on self-service and only 11% said it would be on next generation upgrades. The lo w score 

on next generation upgrades is consistent with the research of PWC which said that cloud use has 

increased to 73% in 2017 as cloud technologies are sold as a service with regular system upgrades 

being pushed out by vendors as part of a contract arrangement. The higher focus on mobile apps is 

not surprising given the findings of research by Deloitte and Cisco regarding the levels of mobile phone 

and mobile devices use.  
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6 Summary and recommendations 
 
The research question posed at the start of this dissertation was “Can the digitisation of HR services 

alter employee perceptions of those services and the HR function at the same time as delivering HR 

operational cost savings to an organisation?” 

The justification for the research was that there are many papers and journal articles which say that 

the digitisation of HR services and processes would lead to great efficiency for HR functions, that HR 

functions would not spend as much time as before on administrative tasks thus becoming a more 

value adding strategic business function. There is also research to say that the digitisation of HR 

services would lead to more engaged employees and higher satisfaction with the HR function. Finally, 

there are reports which say that HR headcount would reduce and operational HR costs would decrease 

as a result of digitisation. The author believes that there is no single piece of research which 

amalgamates all three elements above. 

The author, through his research found that the organisations in which respondents worked, both 

managers and employees were, in the main satisfied with the digitisation of HR services in terms of 

HR processes, policies and procedures and performance management. While there appeared to be 

great satisfaction with performance management from employees and managers, HR professionals 

were not as convinced of the impact. The area where satisfaction was lo west for managers and 

employees was in communication of upcoming changes to the digital transformation of HR and the 

training received. The author recommends that a clear communications plan and training plan is put 

in place to ensure greater success in digital implementation. 

The author also examined whether there were differences in levels of employee satisfaction in relation 

to location or employee, age of employee, industry in which the employee worked or size of the 

company in which the employee worked. The author found that whether an employee was office 

based or not office based made no significant difference to the level of employee satisfaction with 

digital HR services. I n terms of age, the author found that while age was not a significant factor in 

relation to satisfaction, though older employees in the baby boomers age category were less satisfied 

than their younger counterparts. From an industry perspective, employees in the pharmaceutical 

industry were more satisfied with the digitisation of HR services and employees in the 

telecommunications industry or other industries. Finally, in terms of company size, the research 

sho wed that the smaller the company, the more satisfied employees were with the HR function as a 

result of digitisation. The recommendation in this regard is aligned with the recommendation above 

in relation to communications and training and that larger organisations ought to consider the 

varying demographics within their own organisations. 
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In terms of al ways on connectivity to work, the digitisation of HR services and processes has led to 

employees, managers and HR professionals all feeling more connected to the workplace particularly 

by using such services from home. More managers and HR professionals access HR services from home 

than employees. Only 13% of employees and 11% of HR professionals said that such connectivity made 

them feel more stressed. This number increased to 25% for managers. I n this regard and particularly 

considering the recent case Kepak v O’Hara (WTC/18/18) whereby a manager was a warded €7,500 

due to the expectation of ans wering late night emails and which lead to a breach of The Organisation 

of Working Time Act, 1997 the author recommends that clear policies and guidelines are put in place 

for accessing online services outside work hours. Where it may not be enough to rely on employee 

will po wer not to log on excessively outside of normal work hours, organisations should seek 

technological solutions to restrict access outside hours, particularly in light of the availability of such 

services on mobile apps, no w and into the future with the proliferation of cloud based technologies. 

HR professionals reported that the biggest obstacle they faced when implementing digital HR services 

was buy-in from senior management with the second biggest obstacle being budget. Aligned with the 

fact that HR professionals said 83% of the time that HR technology is o wned by HR the author proposes 

that digital HR may be seen as just another HR fad or initiative by senior management which will 

ultimately cost the business money. The recommendation here is that senior management buy-in 

must be gained at the start of creating the business case for the digitisation of HR. HR must create a 

cost benefit business case aligned with I T and the digital strategy of the entire organisation. HR must 

create a clear digital strategy and roadmap (t wo-thirds of HR professionals who responded to the 

survey said their organisation has a formal technology roadmap) in the same way that sales functions 

create a digital strategy with employees as the consumers of that services ( which supports research 

quoted by the author in chapter one; Khanna (2016) and Goldstein (2014). HR must keep senior 

management informed of the progress of the digitisation of HR services by providing data on usage of 

the services, reduction in lead times on areas such as recruitment processes and onboarding of 

employees. A continuous flo w of information from HR to the senior leaders of the business will keep 

them informed of the progress, engagement and efficiencies gained from their investment.  

From a HR professionals’ perspective, the majority of those who responded to the survey said that the 

digitisation of HR services and processes has led to greater engagement and satisfaction with the HR 

function as a whole. As many previous authors found in their research, the amount of time HR 

professionals spend on administrative tasks decreased while the time spent on higher value adding 

tasks increased. I n this context, the author agrees with Bersin (2015) and recommends that HR needs 

to be re-skilled to adapt to this technological change and become a credible business partner.  
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Overall HR respondents to the research questionnaire said that the digitisation of HR services and 

processes has had a positive impact in areas such as recruitment, compensation & benefits and salary 

planning. The one area that stood out in the research for not having the same level of positivity about 

its impact was performance management. There is no doubt, from the authors experience as a HR 

professional that digital HR facilitates objective setting and performance management, ho wever it is 

not a substitute for the actual process of meaningful performance conversations and SMART objective 

setting. With this in mind the author recommends that HR technology is not seen a replacement for 

many traditional HR processes. HR technology efficiently facilitates HR processes; however, such 

processes may have to be redesigned so as to extract maximum efficiency and effectiveness. 

To conclude this summary, the research found that there were quite mixed results in relation to the 

financial aspects of the digitisation of HR services and processes. Just over half of the HR respondents 

said that they could see a return on their investment into HR technology, while half said HR headcount 

reduced and almost t wo thirds said that the cost of running HR either increased or remained the same. 

The second half of the research question asked if digital HR could create HR operational cost savings. 

Based on the research in this instance it appears that HR operational costs will not be reduced 

significantly. The author recommends that further research should be conducted in this regard with a  

 

 

 

 

 

 

 

Figure 39 Recommendations to ensure successful digital HR transformation 
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more statistically significant population of HR professionals. For the purpose of this paper, the author 

recommends that HR should create and expectation of redeployment of resources into higher value 

adding HR activities rather than creating an expectation of cost savings as a result of the digitisation 

of HR. The financial returns in terms of engagement and productivity were not in the scope of this 

research. 

Going back to the fundamental research question; “Can the digitisation of HR services alter employee 

perceptions of those services and the HR function at the same time as delivering HR operational cost 

savings to an organisation?”. From the evidence presented by the author in this paper employees 

perceptions and satisfaction of the HR function have been improved by digitisation but there is no 

clear ans wer on whether HR operational costs can be reduced simultaneously, further research is 

required. 
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7 Personal Reflection 
 

7.1 The MBA programme 
 

My enrolment in the MBA programme in DBS came about as part of a career discussion in the middle 

of 2016 when the Chief HR Officer of my previous then employer eir, suggested that I  complete a 

master’s degree as part of my personal development as I  had been identified as a high performer 

through the talent management programme in that company. I  thought it might be a good opportunity 

to bring my business and HR skills up to date by learning about some of the latest trends and 

developments. I nitially, I  was concerned about ho w I  would fit the course into my already busy week 

bet ween working long hours and having a family (and trying to make time to improve my poor golf 

skills!). For me, t wo years later this was probably the single biggest challenge that I  faced; time 

management which I  shall address later. I n any event, I  decided I  would give it a go as it would be 

worth it for my career in the long run.  

In terms of the course work, the biggest single thing that stood out for me was my ability to critically 

argue with some of the theories that were presented in class as a result of my work experience. This 

for me was markedly different from when I  did my undergrad in DCU from 1992 to 1996 when I  had 

no real sense of ho w any model or theory was applied in the real world. My work experience and my 

age were, I  believe great assets when undertaking the MBA course. I  kno w, from making friends of all 

ages in the class that younger classmates sometimes struggled with the practical application of some 

of the models or theories we covered. The content of the course therefore was quite enjoyable and I  

feel the class discussions were very meaningful and created an excellent atmosphere of learning. 

As I  mentioned earlier, my biggest challenge in terms of the course was time management. I  remember 

in October/November 2016 when I  had to do my first assignment, it was a 5,000 word PESTLE analysis 

of a chosen country. I  chose I celand and did some preliminary reading. I  had planned to do it over the 

course of the weekend in which it was due. For reasons that I  don’t need to go into here I  didn’t start 

it when planned and ending up doing the entire assignment in one 17 hour sitting on the day it was 

due. That was a very important time management lesson and a last minute process which was never 

repeated! The other good thing that came from that experience was my grade for the assignment. I  

got 78% which gave me a belief in myself that I  could get a really high grade in the MBA programme 

as a whole. As a Tottenham Hotspur supported I  am reminded of a very famous quote from their 

manager in the 1960’s, Bill Nicholson;  “I t is better to fail aiming high than to succeed aiming lo w. And 

we of Spurs have set our sights very high, so high in fact that even failure will have in it an echo of 

glory.” 1Aiming high to get the best possible grade is the approach I  took to each and every assignment 

                                                           
1 http://www.tottenhamblog.com/2015/01/26/15-bill-nicholson-quotes-that-every-spurs-fan-must-read/ 
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and exam which I  have completed as part of this MBA programme. Finally, in relation to the MBA 

programme I  have met classmates from lots of different professions and industries, the diversity of 

which has made the learning experience even more rich. I  feel that I  have got far more from this course 

than I  would have done from a pure HR master’s degree. This course has equipped me not only to be 

a better HR professional, but a better business leader. 

 

7.2 The Dissertation Process 

I f given the choice, would I  want to do a dissertation during the World Cup and I reland’s best summer 

in thirty years? That would be an absolute no but then again, it all adds up to three reasons as to why 

I  will never forget the summer of 2018. 

Aside from the weather, the toughest part of the dissertation for me was the literature revie w. 

Conducting the literature revie w helped me to gain invaluable skills for investigating, deciphering and 

analysing secondary data. Because the subject that I  chose for my research is relatively recent there 

was a very limited amount of academic journal articles about digital HR while there was a vast amount 

of reports available from consultants and HR software vendors. The first skill I  learned was to 

distinguish bet ween the t wo and ho w to create the link bet ween the report and the academic research 

or model that either supported or didn’t support that report. 

The next thing I  learned was that the dissertation process was, while there was a structure to the 

dissertation, quite an iterative process in many regards. I n my first research proposal in RM1 I  had 

three research objectives. By the time I  submitted my RM2 research proposal that number had 

increased to nine which then through the course of the past t welve weeks has been revie wed 

do wn wards to six. Linking the research objectives to the literature revie w and then to the research 

questionnaire was also a new learning for me. I  had already sent out the research questionnaire when 

I  realised that while I  had addressed the themes from the literature revie w, I  hadn’t fully addressed 

all of the research objectives, hence the revie w of objectives as discussed above. Overall, I  feel that I  

did well in this regard and that there is good alignment of themes throughout the dissertation.  

In the course of my career I  have conducted short surveys using the likes of survey monkey or third 

party providers for employee engagement surveys so my primary data analysis skills needed to be 

improved, which I  feel that they have, the second major learning arising from the dissertation process. 

In the course of my normal job I  create dashboards, pivot tables and charts for headcount information 

and other business data so I  thought that I  would be well equipped to use Power BI  or similar for 

analysing the primary data from the research questionnaire. I t was only after I  had do wnloaded the 

first thirty or so responses in excel format that I  realised that the analysis would not be as easy as I  

thought in Po wer BI . I  then came to the realisation that I  would have to interrogate the data in excel 
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because of ho w I  had structured it. Moreover, I  realised that if I  wanted to produce the same type of 

stacked bar graphs as were produced by Microsoft Forms I  would have to create numerous pivot tables 

and then amalgamate them all into a summary table from which the graphs would be compiled. I t was 

a long process at times but I  think that I  have certainly increased by skills in this area as well a 

producing some really good quality charts throughout the entire piece of work. 

My interaction with my supervisor was very fruitful. We met face to face on three occasions and 

exchanged a number of emails regarding the progress of my work. My supervisor had already thought 

me the HR strategy model so I  kne w him to be a trusted and credible subject matter expert who would 

offer good guidance. I  feel that overall the supervisor process and meetings worked well. 

As with the MBA programme as a whole, the dissertation period enhanced my time management skills 

greatly. My supervisor had suggested some guide timelines which I  adhered to so as to ensure that I  

would not panic when it came to the end of the process. I n terms of time, there were evenings when 

I  could sit in front of the laptop for hours and get very little done, and then there were evenings when 

I  would get into a flo w and work until one or t wo in the morning having lost track of the time. I  think 

that is just the nature of these large pieces of work, whether it is writing a dissertation or preparing a 

training programme for work or writing a business case.   

I  undertook the research topic because digital transformation of HR is something that I  have led in the 

past and continue to lead in my current role. This research has given me more insight to this subject 

both from an academic and professional perspective. My learning in the dissertation process will, I  

believe help me to become a credible leader in the area of digital HR. I  have already been invited to 

speak at a sales seminar about my findings later in the year which is something I  look for ward to. 

Digital HR is a gro wing area which will present more and more career opportunities to HR professionals 

in the coming years and is an area in which I  can envisage myself conducting further research of some 

description, either from an academic perspective or perhaps in conjunction with digital HR vendors. 

The dissertation process, while being arduous at times, has been extremely fulfilling and worth while 

in terms of experiential learning and the friends I  have made from class. Thank you. 
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Appendix 1 - Dissertation Meeting/Progress Monitoring Report  
 
Name of Student: Alan Murphy    Student No.: 10336867 
 
Name of Supervisor: David Wallace    Meeting No.: 1 
 
Date of Meeting:  7th June 2018    Location of Meeting: DBS 
 

 
Review/Comment on Progress Made (since last meeting):  
 
 
 
 
 
 
 
 
Topics/Issues discussed/addressed at meeting: Action Agreed/Progress expected before next 
meeting: 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Overall Summary/Conclusion of Meeting:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

This was the first meeting.  

Previous to this meeting I  had sent my research proposal to the supervisor so that he could revie w 

it before the meeting.  

 

 

 

 

 

 

 

The research proposal was discussed. Particularly in relation to the number of research objectives 

that I  had. The advice given was that I  might think about reducing the number of objectives as the 

dissertation progressed.  

I  was ready to go with the research questionnaire but the advice received was that it was too early 

to issue the questionnaire as it should reflect the key themes from the literature revie w, which 

should also be aligned with the research objectives. This was something that I  had not previously 

given any thought to. 

 

 

 

 

 

 

 

The meeting concluded after a lengthy discussion about my proposal and what I  might want to 

achieve from the research. Did I  want to try to create a model for digital HR transformation? This 

was something that I  had to think about. Also, the action taken from the meeting was for me to 

start my literature revie w with a vie w to closing it out within three weeks.  
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Name of Student: Alan Murphy    Student No.: 10336867 
 
Name of Supervisor: David Wallace    Meeting No.: 2 
 
Date of Meeting: 3rd July 2018    Location of Meeting: DBS 
 

 
Review/Comment on Progress Made (since last meeting):  
 
 
 
 
 
 
 
Topics/Issues discussed/addressed at meeting: Action Agreed/Progress expected before next 
meeting: 
 
 
 
 
 
 
 
 
 
 
Overall Summary/Conclusion of Meeting:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Since the last meeting I  had commenced the literature revie w and was almost finished it.  

 

 

 

 

 

 

 

 

 

I  sent what I  had already completed in the literature revie w to the supervisor before the meeting 

so he would have time to revie w it. 

I  received some good advice about the layout of the literature revie w in terms of the use of reports 

vis-à-vis the use of academic references.  

 

 

 

 

 

 

The action arising from this meeting was that I  was to revie w the literature review to ensure that I  

led with academic references and then referred to reports which either agreed with or argued 

against those academic references. This would involve some minor t weaks to the literature revie w 

to create a better logical flo w to it. 
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Name of Student: Alan Murphy    Student No.: 10336867 
 
Name of Supervisor: David Wallace    Meeting No.: 3 
 
Date of Meeting: 30th July 2018    Location of Meeting: DBS 
 

 
Review/Comment on Progress Made (since last meeting):  
 
 
 
 
 
 
 
 
 
 
 
Topics/Issues discussed/addressed at meeting: Action Agreed/Progress expected before next 
meeting: 
 
 
 
 
 
 
 
 
 
 
 
 
Overall Summary/Conclusion of Meeting:  
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

I  made the required t weaks to the literature revie w and issued the research questionnaire during 

the first week of July. I  realised after I  released the questionnaire that, while it was aligned with the 

literature revie w themes, it wasn’t fully aligned with the research objectives so they required some 

minor modification.  

I  also realised that the ra w data was not in a format that I  would easily interpret in Po wer BI  so I  

would have to used excel. 

 

 

 
For this meeting I  brought the MS Forms reports which I  had do wnloaded. Those reports effectively 

gave me the ra w data in graphical format. I  had to explain that the data was not in a format that I  

could use in Po wer BI  so I  explained to the supervisor ho w I  would use excel to interpret the data. 

We discussed the remaining chapters of the dissertation and ho w I  should go about them. I  received 

good guidance and advice in this context. 

 

 

 

 

The action arising from this meeting was that I  would complete the draft findings and analysis as 

per the suggested timeline belo w; 

1. Week ending  8th June.  Bring/send RM 2 proposal to first meeting/discussion.( COMPLETE) 

2. Week ending 29th June.   Produce draft I ntroduction & Literature Revie w chapters ( by 

email or meeting) 

3. Week ending 20th July.  Produce draft Research Methodology chapter 

4. Week ending 3rd August.  Produce Draft Findings & Analysis 
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The Digitization of HR Services and Processes

105
Responses

06:55
Average time to complete

Closed
Status
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1. INTRODUCTION INFORMATION FOR PARTICIPANTS The Digitization of HR Processes and
Services. You are being asked to take part in a research study on the digitization of HR services
in your organisation. The purpose of the research is to ascertain if the digitization of HR services
and processes can alter employee perceptions of those services and the HR function, while at
the same time delivering HR operational cost savings to the organisation. The research will be
submitted as part of the requirements of the MBA programme in Dublin Business School. WHAT
WILL HAPPEN The procedure involves filling an online survey that will take approximately 10
minutes. Your responses are confidential, and I do not collect identifying information such as
your name or IP address. The survey questions will be about your perception of the services
provided by the HR function before digitization of those services vis-à-vis your perception of
those services since digitization. I will ensure to keep your information confidential. All data is
stored in a password protected electronic format. To help protect your confidentiality, the
surveys will not contain information that will personally identify you. The results of this study will
be used for scholarly purposes only and may be shared with DBS representatives and other such
parties as may be deemed appropriate by the author. PARTICIPANTS’ RIGHTS You may decide to
stop being a part of the research study at any time without explanation required from you. You
have the right to ask that any data you have supplied to that point be withdrawn / destroyed.
You have the right to omit or refuse to answer or respond to any question that is asked of you.
You have the right to have your questions about the procedures answered (unless answering
these questions would interfere with the study’s outcome. If you have any questions as a result
of reading this information sheet, you should ask the researcher before the study begins. FOR
FURTHER INFORMATION I and/or my dissertation supervisor, Mr David Wallace will be glad to
answer your questions about this study at any time. If you have any questions about the
research study, please contact me, Alan Murphy by email at alan.murphy75@gmail.com or Mr
David Wallace at david.wallace@dbs.ie ELECTRONIC CONSENT: Clicking on the "agree" button
below indicates that: • you have read the above information • you voluntarily agree to
participate • you are at least 18 years of age

Agree 105

Disagree, exit the questionnaire 0
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2. Would you consider yourself to be;

3. In relation to your level within your organisation, would you consider yourself to be;

4. Which age category are you in?

Field based (the majority of yo… 27

Office based 73

Remote worker (working from… 5

Intern/Graduate/Entry Level E… 7

Professional Grade Employee (… 40

Manual Grade Employee (Blue… 13

Middle Management 27

Senior Management 15

C-Level/Executive Level 3

Baby Boomers (Born 1946 to 1… 18

Generation X (Born 1965 to 19… 41

Millennial (Born 1977 to 1995) 44

iGen/Generation Z (Born 1996… 2
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5. What size company do you work in?

6. Which industry do you work in?

7. For the purposes of the research please tick which option best describes your role (if you are a
people manager AND a HR professional please choose HR professional)

1 to 99 employees 16

100 to 249 employees 27

250 to 999 employees 20

1000 + employees 42

Business Services 3

Consumer Electronics 0

Finance/Insurance 5

Wholesale Trade 0

Retail Trade 3

Information Technology 9

Telecommunications 27

Hospitality 0

Manufacturing 4

Healthcare/Pharmaceutical 49

Other not listed above 5

Individual contributor (not a … 59

People manager 28

HR professional 18
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8. Since the digitization of HR services and processes in your organisation please state how you
would say the following has changed;

9. Since the digitization of HR services and processes in your organisation please state how you
would say the following has changed in relation to HR policies and procedures;

Dis-improved greatly Dis-improved No change Improved Improved greatly

Access to HR team members for advice and
assistance.

The range of services offered by the HR function

The effectiveness of the services received from the HR
function.

The responsiveness of the HR function in dealing with
your questions and queries.

Quality of the service offered by the HR function

Dis-improved greatly Dis-improved No change Improved Improved greatly

Ease of access to HR policies and procedures

Communication about policies and procedures
affecting my work.

Ability to book annual leave online.

Ability to record other leave such as sick absence or
statutory leave (e.g. Maternity Leave, Paternity Leave).

Ability to update my personal details such as address
and civil status.
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10. Since the digitization of HR services and processes in your organisation please state how you
would say the following has changed in relation to recruitment and job vacancies;

11. Since the digitization of HR services and processes in your organisation please state how you
would say the following has changed in relation to performance management;

Dis-improved greatly Dis-improved No change Improved Improved greatly

Access to internal job vacancies.

Ability to apply online for internal job vacancies.

Responsiveness to internal job applications.

Dis-improved greatly Dis-improved No change Improved Improved greatly

Ability to create performance goals and objectives.

Ability to review, amend or update performance goals
and objectives throughout the year.

Ability to complete performance appraisals.
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12. In relation to the introduction of digital HR services in your organisation please indicate your
level or agreement or disagreement with the following statements;

13. In relation to the introduction of digital HR services in your organisation please indicate your
level or agreement or disagreement with the following statements;

Strongly disagree Disagree Agree Strongly agree

Before the introduction of digital HR services I was
well informed of the upcoming changes including…

I received adequate training on digital HR services so I
can use it correctly.

Digital HR services and processes are easy to use.

Digital HR services and processes are available on
mobile devices.

Strongly disagree Disagree Agree Strongly agree

I access work related HR systems from home.

I feel more connected to my workplace.

I feel that the lines between my work time and my
personal time have become blurred as a result of…

I feel more stressed as a result of having more access
to digital HR services and tools.
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14. What do you use digital HR services for (tick all that apply)

15. As a manager of people, since the digitization of HR services and processes in your
organisation please state how you would say the following has changed;

To book annual leave. 56

To log absence from work. 46

To set goals/objectives for yo… 44

To participate in the performa… 44

To apply for internal job vacan… 31

To undertake some learning a… 30

To view your payslip online. 37

To amend or update personal … 46

None of the above. 0

Dis-improved greatly Dis-improved No change Improved Improved greatly

Access to HR team members for advice and
assistance.

The range of services offered by the HR function

The effectiveness of the services received from the HR
function.

The responsiveness of the HR function in dealing with
your questions and queries.

Quality of the service offered by the HR function
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16. As a manager of people, since the digitization of HR services and processes in your
organisation please state how you would say the following has changed in relation to HR
policies and procedures;

17. As a manager of people, since the digitization of HR services and processes in your
organisation please state how you would say the following has changed in relation to
performance management;

Dis-improved greatly Dis-improved No change Improved Improved greatly

Ease of access to HR policies and procedures

Communication about policies and procedures
affecting my work and the work of my team.

Ability to approve annual leave online.

Ability to approve other leave such as sick absence or
statutory leave (e.g. Maternity Leave, Paternity Leave).

Ability to update my personal details such as address
and civil status.

Dis-improved greatly Dis-improved No change Improved Improved greatly

Ability to create and approve performance goals and
objectives.

Ability to review, amend or update performance goals
and objectives throughout the year.

Ability to complete performance appraisals.
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18. In relation to the introduction of digital HR services in your organisation please indicate your
level or agreement or disagreement with the following statements;

19. In relation to the introduction of digital HR services in your organisation please indicate your
level or agreement or disagreement with the following statements;

Strongly disagree Disagree Agree Strongly agree

Before the introduction of digital HR services I was
well informed of the upcoming changes including…

I received adequate training on digital HR services so I
can use it correctly.

Digital HR services and processes are easy to use.

Digital HR services and processes are available on
mobile devices.

As a manager of people, my time spent on people
related administration tasks has decreased.

The introduction of digital HR services has enabled
me to respond more quickly to people related tasks.

Strongly disagree Disagree Agree Strongly agree

I access work related HR systems from home.

I feel more connected to my workplace.

I feel that the lines between my work time and my
personal time have become blurred as a result of…

I feel more stressed as a result of having more access
to digital HR services and tools.
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20. What do you use digital HR services for (tick all that apply)

21. Does your organization have a formal HR technology roadmap?

22. Who is responsible for HR technology within your organisation?

To book and/or approve annu… 26

To log and/or approve absenc… 26

To set goals/objectives for yo… 25

To conduct the performance a… 27

To apply for internal job vacan… 11

To undertake some learning a… 17

To view your payslip online. 19

To amend or update personal … 26

To conduct compensation pla… 7

None of the above. 0

Yes 12

No 6

Don't know. 0

CEO 1

Finance 0

HR 15

IT 2

Don't know 0
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23. Do your organisation currently offer HR services or processes on mobile apps?

24. How would you rate the positive impact that digital HR has had in your organisation on the
following;

Yes 16

No 2

Don't know 0

Low Impact Moderate Impact High Impact No positive impact

Recruitment

Comp & Bens Admin

HR Planning

Employee Onboarding

Performance Management

Salary Planning

Learning & Development

Employee engagement with HR function

Employee satisfaction with the HR function
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25. In relation to the introduction of digital HR services in your organisation please indicate your
level or agreement or disagreement with the following statements;

26. What was the biggest obstacle HR faced in your organisation when implementing digital HR
services?

27. Have you seen a measurable return on investment from the implementation costs of digital HR
services and processes?

Strongly disagree Disagree Agree Strongly agree

I access work related HR systems from home.

I feel more connected to my workplace.

I feel that the lines between my work time and my
personal time have become blurred as a result of…

I feel more stressed as a result of having more access
to digital HR services and tools.

The amount of time I spend on administrative HR
tasks has reduced.

I spend more time on higher value adding HR
activities.

Customisation 2

Budget 4

Education & Awareness 3

Buy-in from senior manageme… 6

Compatibility with legacy syst… 3

Yes 10

No 4

Don't know 4
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28. Since the introduction of digital HR services and processes has the FTE headcount in HR;

29. Since the introduction of digital HR services and processes has the cost of running the HR
function;

30. How engaged are employees with the digital HR services and processes;

31. How engaged are line managers with the digital HR services and processes;

Remained the same 6

Increased 2

Decreased 8

Don't know 2

Remained the same 5

Increased 5

Decreased 3

Don't know 5

Actively disengaged 0

Disengaged 3

Engaged 11

Highly engaged 4

Actively disengaged 0

Disengaged 2

Engaged 11

Highly engaged 5
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32. How engaged are senior leadership/executive with the digital HR services and processes;

33. Would you say the primary objective of your HR technology spend over the next two years is
for self-service, system integration, next generation upgrades or mobile apps?

Actively disengaged 0

Disengaged 8

Engaged 6

Highly engaged 4

Self-service 4

System integration 5

Next generation upgrades 2

Mobile apps 7

Don't know 0


