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Abstract: 

This paper is an MBA in project management dissertation, researching on how to design and drive effective strategic 

implementation of agile solutions in HR Program & Operations for the innovation in HR shared services. Mateo G.G., 

the DBS researcher, is an HR program and operations analyst in Accenture, a leading global professional services 
company. The researcher provides a broad range of HR services and solutions in HR Shared Services (HRSS) for 

Accenture clients. The research aim is on the innovation of HR operations with agile solutions to speed process 

improvements and automation in global organizations. The researcher aims to bring an outsourcing perspective to the 

research design. When designing the strategy to implement agile solutions for innovation, the researcher aims to drive 

client value by moving fast and applying the new now. Based on an academical literature review in HRSS model and 

trends, the goal of the researcher design is to evaluate the implications of implementing an agile framework or 

methodology in a global professional HRSS ecosystem to achieve automated services. The embedded research 

methodology has a combination of qualitative methods (focus and depth interviews) and quantitative methods 

(surveys). The dissertation results show statistics on the acceptance of agile values, principles, and practices. Results 

also show the need of education in agile practices within the HRSS professionals. 
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Introduction  

Business context 

Covid 19 Global Pandemic has impacted massively global organizations and their capacity of adapting to 

the change. The effectiveness of HR organizations on the working from home arrangements have been a 

big one. Some organizations where sending all their employees to work from home while other 
organizations were not even giving that option when all this started (December 2019). This happen all 

around the globe, and global HR organizations where facing difficult strategy decisions due to the 

scalability of their employee’s concerns in different regions, with different local situations, statutory norms, 
and cultural aspects. Acting on time has been a key performance indicator for global companies to reduce 

the cost of the Covid 19 related external impacts, like political factors, remote working, or other health & 

safety aspects. Adapting to the consequences of the Covid 19, has been for many companies a mandatory 

requirement. In competitive professionals’ environment, HR operations are going through adaptation 
challenges that can result in the success or failure of their company business.   

 

The ability of adapting has been a survival requirement since the origin of the species, according to 
Charles Darwin (1809 - 1882) “It is not the strongest of the species that survives, nor the most intelligent 

that survives. It is the one that is most adaptable to change.” From a global business perspective, all types 

of companies, big and small, are required to adapt to global changes, the ones that can adapt on time to the 
market requirements will potentially succeed. 

 

Accenture HR professionals develop and execute HR strategies, programs, and services across one or more 

parts of the employee lifecycle to attract, develop and retain a highly engaged and differentiated workforce 
that enables the execution of human capital and client business strategies. In global organizations like 

Accenture, the context of HR programs and operations is defined by constant process updates due to 

continuous policies changes or by creating new process due to new company policies. Services and benefits 
provided to employees are of utmost importance to keep employees engaged and productive, especially in 

office employees with all the current challenges related to working from home.  

 

One of the research aims is to find out how HR programs and operations of global professional services 
companies can be prepared for adapting in a responsive manner to external factors, to drive client value 

achieving strategies that result on employees satisfaction and engagement. HR is now facing an evolution 

transition, continuously transforming the way it works, highly impacted by new technologies and 
frameworks.  

 

In terms of the current study of HR shared services, also known as HR operations, Jim Scully (2014, p. 8) 
from the HR Shared Services Institute said “Cloud computing is giving birth to a new kind of HR 

administration generalist, one whose job is to help employees and managers think and do for themselves, 

rather than thinking and doing for them.” (Agile HR Delivery, 2014)  

 
According to Jim Scully and Accenture HR areas of specialization, the researcher introduces the agile HR 

aspect to the scope of the research to bring innovation. Previous researches in terms of the current study do 

not cover aspects on agile dynamics within the HRSS.  The cloud computing in global companies has 
opened a gate of opportunities for HR Shared Services (HRSS) innovation. Supported by effective 

communication channels, the data is updated constantly and globally available. 

 
 

One of the fundamental previous research in terms of the current study,  is the one of D.Collier and C.Levita 

Schallenbach about the HRSS evolution models and trends (2017, p. 1-2), research outcomes were 

considering AI, Automation and Robotics as global trends in the HRSS environment. D.Collier and 
C.Levita Schallenbach research was based on interviews with 44 Human Resources (HR) leaders across 39 
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national and international companies within 15 industries ranging from manufacturing to consulting 
services. In their research it can be appreciate how the Shared Services model evolution is changing from 

decentralized to centralized and standardized, to finally become a complex and global facing model. They 

elaborate on the improvements over the last decade in technology such as the cloud software or having their 

a self-service portal for company employees. Companies are now more focused in designing global 
processes first and then choosing the technology that fits the process. The ones that were part of the survey 

catalogued HRSS as responsible for the execution and process excellence of the strategies that the Centers 

of Excellence (COE) put in place. 
 

A Global HR programs and operations team will relate to the CoE mentioned in the HRSS models and 

trends research, an HR program and operations team is a body in an organization that works across business 
program lines within a regional business units and has a leading-edge knowledge and competency in that 

area. 

 

HR program and operations are formed by analysts that operate HR services and improve HR processes. 
These analysts provide HR services to an organization employees interaction with HR Specialist, People 

Operations Partners (HRBP) and Summary Matter Experts (SME). HR program and operations analyst 

design and drive effective implementation of strategic HR programs and projects, ensure HR employees 
are informed, integrated, and enabled. As part of a CoE the analyst is supposed to act as an SME supporting 

teams, applying deep expertise and knowledge.  

 
Based on the researcher experience as an Accenture HR program and operations analyst, a key 

responsibility of this role is to be a point of contact (PoC) for the organization employees as well as for 

other HR roles, like HRBP or process SME. Analyst are responsible for providing a coordination plan for 

project stakeholders, managing proactive relationships with them. 
 

Regarding the future trends, D.Collier and C.Levita Schallenbach elaborate on how companies are 

considering changes in technology as the strategy to maintain and support new services with AI, 
Automation, and Robotics. Some of the companies that participate in the HRSS evolution models and trends 

research, argue that outsourcing HR professional services is the future because routinized task provide 

expertise. Other participant companies were rejecting outsourcing to provide more personal services to their 

own employees for a better level of customer service. The trend detected in all the research participant 
companies was to move work to low cost areas around the globe indifferently of the workforce (internal or 

external sources). HRSS evolution models and trends (2017, p. 1-2), “Even if the researches do not 

anticipate a drastic change over the next few years in the overall operating model of HR, we can see the 
evolution of HRSS centers and process and technology improvements that HRSS is driving.  HRSS 

executives need to ensure to stay up to date about technology and new methods in this age of digital HR 

services.” (D.Collier and C.Levita Schallenbach, 2017) 
 

In terms of the current study, the researcher emphasizes the importance for HR programs and operations to 

focus strategy scope in staying up to date in new methods in this age of digital HR services in global 

organizations. Global organization recently sent employees to work from home when possible, due to 
government health and safety policies as a consequence of the Covid 19.  

 

The researcher considers 2020 as disruptive era for HRSS and the strategies to keep up to date in the digital 
HR methods. Companies like Twitter, Google or Facebook have demonstrated to react on time, making 

working from home mandatory. In a blogpost published on March 11th, 2020 , Twitter’s People vice-

president, Jennifer Christie, wrote: “Moving to mandatory work from home globally + supporting our 
employees”. To keep employees engaged, motivates and responsible with their job, this change leading 

companies are providing additional support to their employees.  The additional support can be providing 
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additional bonus for the setup at their home, ergonomics assessments, additional resources to parents or 
training on working from home best practices. 

 

It is not clear if the working from home situation would be an option for ever and for everyone in office 

professions, but definitely, Covid 19 has accelerate the acceptance of some global companies to provide 
this option to their employees.  

 

The new edition of one of the most influential resources for the Project Management Institute (PMI) and 
project management practitioners, the PMBOK® Guide edition 7th, is coming up in 2020. Mike De Prisco, 

PMI Vice President of the global experience and solutions, posted in the official PMI Blog “A First Look 

Under the Hood of the PMBOK® Guide – Seventh Edition”. In this post Mike De Prisco discuss about what 
is changing in the new edition and why is changing explaining the project managers benefits. 

 

To stay relevant and meet the needs of all customers, PMI is aiming to enhance technology and the need 

for organizations and practitioners to move fast applying the new now. With the new edition practitioners 
have the responsibility to identify the right delivery approach, predictive, agile, or hybrid to deliver 

performance and value. As stated by Mike De Prisco, the 7th edition PMBOK® Guide will be different 

from previous editions in several significant ways. 
 

Based on this first look to the PMI trends, the researcher has identified the impact of agile methodologies 

into the project management practices. The predictive approach or Waterfall methodology will keep it place 
in PMBOK guide, although it seems agile will be as influential as the predictive approach. Mike De Prisco, 

wrote: “Our ultimate goal with the Seventh Edition, of course, is to make your job easier—to give project 

management professionals like you greater flexibility to be proactive, innovative, and nimble in response 

to change—whether it’s disruption from a new technology, competitors, or from a health crisis like COVID-
19.” (PMI Blog, 30 June 2020, A First Look Under the Hood of the PMBOK® Guide – Seventh Edition) 

 

The researcher evokes the software development disruptive era at the beginning of the XXI century and 
how agile methodologies have contribute to this environment. In 2001, the Agile Software Development 

Manifesto was created by several authors providing. This manifesto based in 4 values, was created to 

discover better ways of developing software. 

 
Agile Software Development Manifesto 

 
Table 1: The four values of the Agile Software Development Manifesto. 

 
 
Most of the agile methodology academic literature reviewed by the researcher, in the EBSCO data base, is 

about the agile discipline transforming software development management for user-centered strategies on 
the development of digital products. The reason for this is that the agile methodology was originally focused 

Individuals and interactions over processes and tools1.

Working software over comprehensive documentation2.

Customer collaboration over contract negotiation3.

Responding to change over following a plan4.
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to software developers’ dynamics. The complexity of the digital Era had a massive impact on the software 
industry. The publication of the Agile Software Manifesto in 2001 is a clear evidence of this, although 

nowadays agile is a cross-functional methodology applicable to other professions dependent of digital 

products, such as HR operations or government projects. An IEEE published article on Agile transformation 

in e-government projects in Germany, the authors find agile transformation as “a paradigm shift from a 
plan-oriented to a human-oriented approach, enables a far more user-centered development of digital 

products.”( Jannik Fangmann, Hanna Looks, Jörg Thomaschewski & Eva-Maria Schön, 2020). The 

researcher aims to bring new academical insights on the transformation into agile plan-oriented approaches 
of global HR operations. As an HR program and operations analyst, the researcher purpose is to increase 

HR services satisfaction perceived by the employees of a global organization. 

 
The HR bodies of global organizations are already considering Agile HR as a specialization area of HR 

professionals. The researcher priority in his organization is specializing in Agile HR. This is one of the 

main reasons for the researcher to undertake the present project management MBA dissertation research 

topic. Digital technologies and digital experience platforms are becoming the main tools to develop HRSS 
in global companies, therefore the researcher consider Agile.  

 

To stay relevant, the researcher reviewed the Agile Practice Guide (first edition, 2017) developed by the 
PMI in collaboration with Agile Alliance. The guide is aligned to the PMBOK 6th Edition Project 

management standards. The success of this guide might be the reason for the PMI to provide new insights 

on the Agile methodology to the new of the PMBOK. The 7th edition of the PMBOK release is planned for 
quarter 4 of 2020 according to the PMI Vice President of the global experience and solutions.  

 

According to the Agile Practice Guide introduction, “This practice guide provides practical guidance 

geared toward project leaders and team members adapting to an agile approach in planning and executing 
projects”. (PMI, Introduction, 2017). Within the scope of this Agile Practice Guide is implementing agile 

approaches at a project or team level, which matches the researcher’s dissertation project scope. (PMI, 

Table 1-1. In-Scope and Out-of-Scope Items). The Agile Practice Guide introduces agile explaining that 
agile was formalized with the publication of the Agile Software Development Manifesto, and how its four 

values were transformed into agile twelve principles. (PMI, 2.2 the agile manifesto and Mindset, 2017) 

12 Agile principles 

 

Our highest priority is to satisfy the customer through early and continuous delivery of valuable software.1.

Welcome changing requirements, even late in development. Agile processes harness change for the 
customer’s competitive advantage.2.

Deliver working software frequently, from a couple of weeks to a couple of months, with a preference to 
the shorter timescale.3.

Business people and developers must work together daily throughout the project.4.

Build projects around motivated individuals. Give them the environment and support they need, and trust 
them to get the job done.5.

The most efficient and effective method of conveying information to and within a development team is 
face-to-face conversation.

6.

Working software is the primary measure of progress.7.

Agile processes promote sustainable development. The sponsors, developers, and users should be able to 
maintain a constant pace indefinitely.8.

Continuous attention to technical excellence and good design enhances agility.9.

Simplicity–the art of maximizing the amount of work not done–is essential.10.

The best architectures, requirements, and designs emerge from self-organizing teams.11.

At regular intervals, the team reflects on how to become more effective, then tunes and adjusts its behavior 
accordingly.12.
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Table 2: 12 Agile principles based on the agile manifesto, Agile Alliance. 
 

The researcher will consider these 12 principles when formulating a strategic plan to implement an agile 

practice in HR shared services teams. There are several practices to enable teams and project to become 
agile. Some of this practice were created before the term “agile” started to become well-known.  Some of 

the most well-known agile practices are Scrum according to the Agile Practice Guide are Scrum, Scrumban 

(hybrid in between Scrum and Kanban), XP, FDD, Crystal, AUP or DSDM. (PMI, Figure 2-4 Agile is a 

Blanket Term for Many Approaches) 
 

The Agile Practice Guide defines the Kanban Method and Agile Practices as descendant from the Lean 

Management (PMI, 2.3 LEAN AND THE KANBAN METHOD). The researcher has a background 

experience in Business Intelligence and Digital Experience projects developed with the Scrum framework 

and Kanban method. For this reason, the researcher considers the Scrum agile practice together with the 

Kanban method due to the experience in software development projects with these practices. 
 

Business research context, Scrum and Kanban   
In the current dissertation project, the researcher developed a prospective observational analytic study as it 

aims to quantify the relationship between these factors; HRSS, Accenture, researcher’s professional role, 
Agile, Kanban, and Scrum. It is an observational study as the intervention was not allocated randomly, and 

it is prospective as the final outcomes will be provided some time after the exposure.  The data in this 

research is obtained from groups exposed to the HRSS, to study the effect or predictive risk factor on the 
outcome of the Strategic implications of implementing an agile methodology in HR shared services. The 

dissertation project is a relevant study for the researcher to achieve professional aspirations and current 

priorities within Accenture.  

To discuss the dissertation project relevance to previous researches, the researcher consider exceptional 
global HR services focused on customer experience and digital evolution. How to serve their employees 

globally with inclusive cultures and policies. Collect both quantitative and qualitative data with an 

embedded research method, to take fast action in a responsive manner. The researcher priority as an HR 
program and operations analyst, is to find potential collaboration synergies in between Accenture and global 

client teams’ by developing Scrum, Kanban or Scrumban (hybrid) practices to automate HRSS. These 

project management frameworks and methodologies are well known in the business world for its 
collaboration principles in communication, transparency, and performance analysis. 

 

Taiichi Ohno, an industrial engineer at Toyota, developed Kanban to improve manufacturing efficiency 

even before the Agile concept was formalized. The Kanban method is a logical control system based in 
rules and is considered a just-in-time (JIT) and agile method. The researcher rational of considering Kanban 

strategic implementation in HRSS, is to visualize, reduce work and improve the processes, having clear 

policies and managing the workflows with an effective collaboration. The researcher will take in 
consideration the “6 The Six Rules of Kanban” by Lena Boiser (KANBAN ZONE, 2019). 
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The six rules of Kanban 

 
Table 3: The six rules of an effective Kanban System. 

Scrum is an adaptive, iterative, fast, flexible, and effective Framework designed to deliver significant value 
quickly and throughout a project. According to the Scrum Body of Knowledge Guide, in the mid 80’s, 

Hirokata Takeuchi and Ikujiro Nonaka defined a flexible and all-inclusive product development strategy 

where the development team works as a unit to reach a common goal based on a rugby teamwork approach 
called Scrum (where a group of players form together to restart the game). In 1995, Ken Schwaber and Jeff 

Sutherland elaborate on the Scrum concept and its applicability to software development. Th researcher 

considers relevant to mention that Ken Schwaber and Jeff Sutherland are also authors of the agile software 

development manifesto.  

The Scrum framework is one of the fundamental practices of the agile methodology. Nowadays there are 
Scrum professional certifications and several professionals around the globe. (SBOK Guide, brief history 

of Scrum, Pg. 3, 3rd edition,  2017) 

The researcher considers Scrum a relevant practice for HRSS due to the key performance benefits in any 

project according to the SBBOK guide (2017, Pg 4). 
 
  

Never Pass Defective Products1.

Take Only What’s Needed2.

Produce the Exact Quantity Required3.

Level the Production4.

Fine-tune the Production or Process Optimization5.

Stabilize and Rationalize the Process6.
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Key benefits of Scrum 
 

 

Table 4: Key benefits of Scrum, SBOK guide. 

The Scrum framework would be relevant for HRSS improvement that requires software development for 

automation. This would empower the collaboration of tech teams (software developers) and the functional 
teams (HR program and operations analysts and SME’s). Regarding the Scrum scalability, the SBOK guide 

(2017, Pg 5) says, “To be effective, Scrum Teams should ideally have six to ten members.”, which is ideal 

for the HR program and operations teams.  

 

Adaptability: Empirical process control and iterative delivery make projects adaptable and open to 
incorporating change.

Transparency: All information radiators like a Scrumboard and Sprint Burndown Chart are shared, leading to an 
open work environment. 

Continuous Feedback: Continuous feedback is provided through the Conduct Daily Standup, and Demonstrate 
and Validate Sprint processes. 

Continuous Improvement: The deliverables are improved progressively Sprint by Sprint, through the Groom 
Prioritized Product Backlog process.

Continuous Delivery of Value: Iterative processes enable the continuous delivery of value through the Ship 
Deliverables process as frequently as the customer requires. 

Sustainable Pace: Scrum processes are designed such that the people involved can work at a sustainable pace 
that they can, in theory, continue indefinitely. 

Early Delivery of High Value: The Create Prioritized Product Backlog process ensures that the highest value 
requirements of the customer are satisfied first. 

Efficient Development Process: Time-boxing and minimizing non-essential work leads to higher efficiency 
levels. 

Motivation: The Conduct Daily Standup and Retrospect Sprint processes lead to greater levels of motivation 
among employees. 

Faster Problem Resolution: Collaboration and colocation of cross-functional teams lead to faster problem 
solving. 

Effective Deliverables: The Create Prioritized Product Backlog process and regular reviews after creating 
deliverables ensures effective deliverables to the customer. 

Customer Centric: Emphasis on business value and having a collaborative approach to stakeholders ensure a 
customer-oriented framework. 

High Trust Environment: Conduct Daily Standup and Retrospect Sprint processes promote transparency and 
collaboration, leading to a high trust work environment ensuring low friction among employees. 

Collective Ownership: The Commit User Stories process allows team members to take ownership of the 
project and their work leading to better quality. 

High Velocity: A collaborative framework enables highly skilled cross-functional teams to achieve their full 
potential and high velocity. 

Innovative Environment: The Retrospect Sprint and Retrospect Project processes create an environment of 
introspection, learning, and adaptability leading to an innovative and creative work environment. 
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Scrum vs Kanban 1 

 

Figure 1: Scrum vs Kanban, Development that Pays - Cheat sheet. 

One of the main differentiations in between Scrum and Kanban, is that Kanban is a methodology and Scrum 

is a framework. They share concepts and principles, but they are different approaches. Find in the figure 1 

the main differences in between Scrum and Kanban, according to the Atlassian agile coach.  

 
Scrum vs Kanban 2 

Agile 

Practice 

Scrum Kanban 

Cadence Regular fixed length sprints (ie, 

2 weeks) 

 Continuous flow 

Release 

methodology 

At the end of each sprint if 

approved by the product owner 

Continuous delivery or at the 

team's discretion 

Roles Product owner, scrum master, 

development team 

No existing roles. Some teams 

enlist the help of an agile coach. 

Key metrics Velocity Cycle time 

Change 

philosophy 

Teams should strive to not make 

changes to the sprint forecast 

during the sprint. Doing so 

compromises learnings around 

estimation. 

Change can happen at any time 
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Table 5: Scrum Vs Kanban, Atlassian Agile Coach. 

Research problem and proposed solution  
The researcher professional experience in relation to the research topic, is contextualized by Accenture HR 

Program and Operations services (HRSS) to a global leading company where moving fast is a core value. 
Accenture, is a leading global professional services company, providing a broad range of services and 

solutions in strategy, consulting, digital, technology and operations. Accenture serves clients in more than 

120 countries. Work across more than 40 industries, including Global HRSS. First largest independent 

technology services provider. Accenture clients are global organizations characterized by an out-standing 
professional environment, which requires developing the most up to date frameworks. Accenture 

Operations aims to drive client value by applying the new now.  

 
The research mission is to bring innovation to HRSS with the vision of moving faster to the new. The 

solution to the issue of “why Accenture HRSS is not moving faster the new?” (researcher) is that Agile 

project management, like the Scrum framework or the Kanban methodologies could provide the new 

insights to the innovation in HRSS management. Agile is one of the Accenture specialization areas of the 
HR career path, which provides some rationale to the research topic. Also, Accenture already apply some 

of these agile practices in technology projects.  

 
Research Question 

 

Figure 2: Research question. 

From the researcher perspective, innovation in HRSS requires making process more efficient, by improving 

employees experience and creating new, updated and more friendly-use documentation to operate effective. 

The professional services organizations performance is measured by meeting client services level 
agreements (SLA) based on productivity and quality. For the researcher this means the HRSS innovation 

should prioritize on how to improve productivity and quality.   

With the presented solution the researcher hypothesis, is that attrition can be reduced, and that HRSS 

process improvement can be improved with agile practices, driving client value as a result of the successful 

communication and team organization.  

This research aims to provide a framework or methodology to achieve client expectations and add value by 

moving faster to the new.  

Researcher priority 
Before joining Accenture operations, the researcher experienced Scrum and Kanban as a software developer 

while working in Business Intelligence and Digital Experience projects. Due to this experience the 

researcher believe sin the agile values and principles from this practice.  The current aspiration of the 

researcher is to become an HR Program Scrum Master to bring an energy of collaboration, transparency, 
and commitment. According to the SBOK guide, “The Program Scrum Master is a facilitator who ensures 

that all project teams in the program are provided with an environment conducive to completing their project 

successfully.” (Pg.49, 2017)  
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Self-awareness help me decide the professional path I want to follow and succeed as a professional, by 

becoming a Scrum Master with strategic thinking and relationship building. 

This dissertation will provide the researcher with practical experience in research methods and project 

management frameworks and methods, applying MBA lessons while gaining valuable education in my 

professional aspirations. At the same time, it will allow the researcher to achieve professional priorities 

within Accenture, find below the priority poster presented to the researcher leadership. 

Researcher priority poster 

 

Figure 3: Researcher priority poster, Accenture. 
 

 

HRSS Business world interest  

Accenture HR Global program operations is contextualized by its centralized and standardized operations, 
streamlined and user driven experience, aiming to drive efficiency and process excellence. Commonly 

known in the business world as Human Resources Shared Services (HRSS). 

 
This research topic will be of interest for those HRSS organizations that are thinking on agile practices for 

meeting customer expectations by innovation on operational improvement projects. Those who have the 

goal of improving HRSS quality, productivity, commitment, motivation, and efficiency of a team might 
find this paper of interest. Other industries where operations require maintaining documentation clear and 

updated to avoid escalations and process automation might also find it interesting. 

Specially HR people interested in Agile HR, HR digital evolution or customer experience researchers 

aiming to collect both quantitative and qualitative data in order to take fast action in a responsive manner, 
will find this dissertation useful.  

This research aims to find potential collaboration synergies in between HRSS teams developing agile 

practices, like Scrum, Kanban or Scrumban, to automate HRSS. These agile practices are well known in 

the business world for its principles of transparency, collaboration, and communication. 
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Research sample, Accenture HRSS 
The research sample will be the researchers Accenture HRSS Global team, centralized in three locations to 

divide the work by global regions: EMEA (Europe-Middle East-Africa), NORAM (North America) and 
APAC (Asia Pacific). A key responsibility of the team is to identify opportunities of process improvement 

and compile process information. Process improvements should aim to maximize each employee 

satisfaction.  

The Accenture team is integrated by HR program and operations analysts and leadership (global lead and 

management, regional management), developing and executing HRSS under the program strategy. The 

shared services provided to the clients are defined by the services across one or more parts of client 

employee lifecycle to attract, develop and retain a highly engaged and differentiated workforce that enables 
the execution of human capital and client business strategies. HRSS are related to client employees 

onboardings, transfers, leaves, payroll impacts, business travels or offboarding. When possible the, the 

research sample will include client Leadership and process and tech SME’s. 

 

The three most important questions  
Could you define the improvements required to meet client expectations faster and drive client value by 

automation?  

Are agile practices required to develop these improvements?  

What are the Strategic implications of implementing an agile practice in HRSS? 
Study valuable information  
To the Global HRSS business world, this study aims to provide an insight on how to move fast applying 

the new now. Expanding the usability of Scrum, Kanban and Scrum-ban for the innovation in HRSS.  

For the organizations (Accenture and clients) involved, this study will be valuable for the education 

materials and outcomes of the research. The research is a consulting service provided as an MBA 
dissertation of an HR Accenture professional with experience in software development projects developed 

with agile practices (Scrum and Kanban).  

For the researcher and sample involved in the research, the value will be provided with education in agile 

practices for fast innovation. 

Research methodology 
As a Telecommunications engineer, the researcher is better working with numbers rather than with words, 

although the research requires providing and gathering information and working with key words. Therefore, 

it is fundamental for the development of the research an embedded method, with the combination of 
qualitative (depth and focus groups interviews) and quantitative (surveys) methods through-out the 

research. 
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Research Method 
 

Research design  
The research design is a prospective observational analytic study of the strategic implications of 

implementing an agile methodology in HRSS with an embedded methodology. The researcher aims to 
manage agile practices within Accenture HRSS developing research methods to find out the acceptance of 

Agile practices for HRSS innovation. The research aims to demonstrate that Agile approaches are required 

for developing process improvement faster and with a stable infrastructure. For a practical research, the 

researcher will develop inquiry methods and immersion activities to achieve the correct information. Some 
of the participants will receive training to ensure basic education on agile values, principles, and practices. 

The agile practices scope is limited to Scrum and Kanban, or hybrid. 

The research has been designed according to the researcher strategic thinking and relationship buildings 
strengths to develop the study within Accenture HRSS. For the influential and execution aspects, the 

researcher will rely on the support of Accenture leadership due to organization policy and researcher lack 

of experience. 

 
Although the goal of the research is to impact on the automation of HRSS processes, the research design is 

not focused on the HRSS automation, other than provide the tools or agile practices to achieve it.  

Research aim 

The researcher main aim is to find out how to manage HRSS process improvement through innovation with 
scrum, Kanban or Hybrid, providing a research service to Accenture as an HR program and operations 

analyst. 

Applying strategic thinking the researcher established the below objectives to achieve the research aim: 

• Research on Agile values and principles applicable to HRSS to find out the acceptance of Agile 

within HRSS.  

• Evaluate outcomes from the research on the Agile values and principles applicable to HRSS. 
• Develop training process to educate HRSS professionals on Scrum and Kanban adapted to HRSS. 

• Research on the applicability of the Scrum framework and Kanban methodology to Accenture 

HRSS.  
• Propose to Accenture Leadership to apply scrum framework or Kanban Method (according to 

previous research) adapting agile values and principles into HRSS management. 

• Evaluate innovation impact of agile practices in HRSS 
 

Embedded research method 
Survey 1: Academic research investigation - Agile HR “Are agile approaches required in HR Shared Services 

(HRSS)?  

This survey aims to find the need for Agile approaches in the HRSS developing a quantitative method to 

analyze what HRSS professionals and customer think. The target completion date was the 14th of August 

2020. The key references sources for the Survey 1 are the Agile Manifesto (values), Agile Practice Guide 
(principles) and researcher HRSS experience. 
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Agile HRSS training: Scrum and Kan-ban applicability to HRSS.  

The researcher will develop an Accenture corporate training procedure to ensure Accenture and client 

participants have a beginner level of education on Agile practices. This procedure will provide more 
accurate results in the following deliverables. The training will be oriented to Accenture HR program and 

operations and adapted to its requirements. The target completion date will be the 28th of September 2020, 

after the submission of the study. To develop the training material the researcher will apply a qualitative 

research method. The Key reference sources for the Agile HRSS training are the PMBOK guide (last 
edition), SBOK guide and the Agile Practice Guide. 

 

Survey 2: Does it make sense to implement agile practices in Accenture HRSS? 

This survey aims to find out acceptance of Scrum or Kanban in Accenture HRSS, developing a quantitative 

method to analyze what HRSS professionals think. The target completion date will be the 10th of October 

2020, after the submission of the study. The key references sources for the Survey 2 are the Agile HRSS 

training, Survey 1 and Accenture survey guidelines. Survey 2 will be designed once the training material is 
approved and integrated, and it aims to evaluate the results of the training and gather which of the options 

in between Scrum and Kanban is more accepted for Accenture HRSS.   

 

Focus Groups interviews: Agile HRSS  

The focus group aims to find out how should Scrum or Kanban (according to Survey 2) be applied in 

Accenture HRSS, gathering qualitative data about the applicability of agile HRSS. Once the survey 2 is 
completed by all participants and the results discussed and evaluated, the focus group interviews will aim 

to gather information about grey areas in the discussion of the applicability of Scrum and Kanban to 

Accenture HRSS. Groups will be designed according to the Survey 2 participants answers and location. The 
target completion date will be the 18th of October 2020, after the submission of the study. The key references 

sources for the focus groups are the Survey 2, Agile HRSS training, Survey 1 and the Brainstorming tips 

by Frank Striefler. 
 

Depth interviews: how to manage HRSS process improvement through innovation with Scrum or Kanban 

(or hybrid)? 

With the depth interviews the researcher aims to define how to apply the selected agile practice to Accenture 

HRSS from a leadership and management perspective. The researcher aims to define how to manage HRSS 

process improvement through innovation with Scrum or Kanban. Once Survey 2 and focus group 
interviews results have been analyzed, the researcher will initiate the documentation of an Agile solution 

for Accenture HRSS innovation. The target completion date will be the 25th of October 2020, after the 

submission of the study. The key references sources for the focus groups are the focus groups, Survey 2, 

Agile HRSS training, Survey 1 and the Brainstorming tips by Frank Striefler. 

Research documentation 
MBA in project management dissertation (DBS): Strategic implications of implementing an agile 

methodology in HR shared services 

The submission date for the dissertation to obtain the researcher MBA in Project management by the Dublin 

Business School is the 25th of August 2020. Once submitted the researcher will be focused on the 

elaboration of the following documentation.  

Accenture corporate training material: Agile HRSS training 28th of September 2020 

The submission date of the corporate training material to provide a beginner level education to the 
Accenture research participants is the 28th of September 2020. Once submitted the researcher will 

be focused on the elaboration of the following documentation. 
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Process improvement project proposal: Agile practice applicable to Accenture HRSS design  

The project proposal date for the presentation of the researcher proposal to achieve process improvement 

with agile practices is the 25th of October 2020. In case the proposal is approved, the researcher will support 
on the execution of the project, and will be measuring the innovation performance, gathering feedback, and 

analyzing metrics evolution. The researcher will provide an observational report on the Strategic 

implications of implementing an agile methodology in HR shared services once the project is completed.  
 

Participants  
The participants for this study will be divided in three samples identified with a non-probability sampling 

technique. The researcher named these three samples as Sample 1, Sample 2 and Sample 3. Due to the 

research question and objective the participants are not chosen at random from a sampling frame. The 
researcher will apply strategic thinking to choose the participants, which includes an element of subjective 

judgement. This sampling technique has been selected as it provides more practical outcomes to the 

research, although it does not allow to provide a universal solution.  
 

The researcher has decided to take the Volunteer sampling technique (non-probability). Sample 1 

participants are volunteers from a Snowball sampling technique, and sample 2 and 3 participants will be 

volunteers from a self-selection sampling technique. 
 

According to the research question and objectives, the population related to HRSS professionals and 

customers within Accenture HRSS and client. The sampling frame will only include Accenture (Sample 2) 
and client (Sample 3). Sample 2 and sample 3 are inclusive of sample 1, due to ethics responses the snowball 

technique is deployed so that the results are not associated to Accenture and client’s results. Participants 

form Sample 1 would be related to other organizations as well.   

 
Sample access: 

• Sample 1: Access to broad HR professional’s and customers volunteers to complete Survey 1. 

• Sample 2: Access to Accenture HRSS volunteers to complete Survey 1 & 2, Agile HRSS training, 
focus groups and depth interviews. 

• Sample 3: Access to Accenture HRSS client volunteers to complete Survey 1 and depth interview. 

 
HRSS professionals design and drive effective implementation of strategic HR programs and projects, 

ensuring HR employees are informed, integrated, and enabled. Find on the below figure some of the 

characteristics of an HRSS professionals from the subjective judgement of the researcher as an Accenture 

HR program and operations analyst. 
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HRSS Professionals 

Figure 4: HRSS Professionals sampling frame. 

 
Find in the below figure the number of participants and relevant demographic information. 
 

Participants summary 
 

Sample frame Participant Group  Size 

Sample 1 Anonymous (global) 80 

Sample 2 Global Lead (NORAM) 1 

Global Manager (NORAM) 1 

Local Leads [APAC (1), EMEA (1) & NORAM (1)]  3 

Analyst [APAC (5), EMEA (5) & NORAM (5)])  15 

Sample 3 EMEA Manager  1 

EMEA HR specialist  1 

EMEA HRSS SME  4 

EMEA Tech SME 1 

Total: A    106 
Figure 5: Sample size and demographic information. 
 

Research procedure 

The prospective observational analytic study has been developed by following the research process by 

Brid Lane, with continuous forwarding planning and reflective revision following agile principles and 
values.  See below the planned and achieved procedure by the researcher.  

 

Identify the research topic  
To initiate the MBA dissertation procedure the researcher selected the Agile topic within the HRSS 

environment due to the interest and relevancy for his career progression.  
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The researcher experienced the Scrum framework as a software developer while working in IT projects 
(software development). The researcher likes how the Scrum Master (Scrum core role) brings an energy of 

collaboration, transparency, and commitment to a team ecosystem. 

To identify the research topic the researcher developed a Self-awareness assessment to decide his career 

path within the HRSS profession. As an HRSS program and operations analyst with the ambition of 

specializing inf Agile HR, the researcher was able to identify career path within the HRSS profession, the 
HRSS Program Scrum Master, to design and drive implementation of Agile strategies in HR programs and 

operations.  With this priority in mind, the researcher applied his strategic thinking strengths to gain 

practical experience with the research.  The research topic was chosen by the researcher to apply MBA in 

project management lessons while gaining valuable education in his professional aspirations.  

The researcher aims to expand his knowledge in agile management, to bring agile solutions for Innovation 

within Accenture HRSS. With the identified topic the researcher aims to develop a Scrum framework 

adapted to HRSS business needs for innovation, to have all HR employees (SME, HR Specialists, HRBP, 

HR program and operations analysts) updated, integrated, and enabled. 

Innovation within HRSS management is the researcher final goal. The research aims to apply in HRSS the 
new now, moving fast to achieve service improvements.  The rationale of global HR operations being agile 

is a matter of responding fast to the ongoing changes according to external factors like the Covid 19 or 

internal changes like process, management, and meeting customer expectations. 

To choose the right topic, the researched reviewed the learnings outcomes of Mark Saunders, Philip Lewis 

and Adrian Thernhill, on the topic of formulating and clarifying the research topic (Research methods for 

Business Students, pg. 26) 

Once the broad topic was selected, the researched defined objectives to complete the MBA dissertation  

• Select an Interesting and manageable topic 

• Find topic Key reference  

• Discussion Idea with supervisor.  
• Research questions 

• Form a hypothesis 

• Access to participants. 
• Design research dissertation and questions.  

• Gather data. (Access and contact participants) 

• Write dissertation (Introduction / literature review / Methods/ Results/ Discussion)  

• Create dissertation poster 

Formulate research questions 

To formulate the research question, the researcher developed a critical literature review of previous research 

related to the selected topic. During this literature review, the researcher was trying to answer the bellow 

questions: 

• What is the research problem/ issue I am trying to solve?  

o Implementation of agile practices in HRSS 

• Why is this subject area/ topic interesting to me?  
o Professional Career progression and priorities within the Accenture organization,  

• Why do I think this subject area/ topic may be interesting to the business world?  

o Innovation within HRSS  
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• What kind of people would I need to survey/ interview/ collect data from?  
o HRSS professionals and customers (employees of a global organization) 

• What are the three most important questions I would pose to the respondents?   

o What are the innovation trends in HRSS? Are agile practices required in HRSS? What are 

the strategic implications of applying agile practices to HRSS?  
• What will be the value of the information this study will generate?  

o Experimental value 

• How is this study linked to my career/ future career?  
o Aiming to become a HR Program Scrum Master 

• Do I prefer working with numbers (quantitative) or words (qualitative)?  

o Both numbers and words, Embedded research method. 

To formulate the right research question, the researcher reviewed the learnings outcomes of Mark Saunders, 

Philip Lewis and Adrian Thernhill, on the topic of formulating and clarifying the research topic (Research 

methods for Business Students, pg. 26) 

Throughout the dissertation project, the research question has been adapting to the new insights from the 

literature review, find below the versions of the research question. 

RQ 1
st
  version: “How can the Scrum framework be used to develop process improvement projects in an 

HR Operations Program of a global consulting team?”. 

RQ 2
nd

 version: “How to manage HR operations improvement through innovation with agile framework 

and methodologies?”. 

RQ final version: “How to manage HRSS improvements through innovation with agile practices?”. 

Literature review  

To critically review the literature, the researcher reviewed the learnings outcomes of Mark Saunders, Philip 

Lewis and Adrian Thernhill, on the topic of critically reviewing the literature (Research methods for 

Business Students, pg. 70) 

Find below the key reference for the development of this dissertation: 

Research Methods for business students, Mark Saunders, Philip Lewis and Adrian Thernhill,, 2012 : The 

sixth edition of the book has been useful for the purpose of applying standards of research methods.  

HRSS evolution models and trends, D.Collier and C.Levita Schallenbach, 2017: this research study 

has been useful to gain HRSS education based on the HRSS models of evolutions and trends in global 

organizations. 

Agile Practice Guide, PMI, 2017: The first edition of this book has been useful to gain agile education 

based on the agile history, values, principles, and practices. 

Scrum body of Knowledge Guide, SCRUMstudy, 2017: the third edition of this book has been useful to 

gain Scrum framework education based on the Scrum aspects, phases, and principles. 

Identify the methodology approach  
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The researcher had to decide on data collections instruments, sampling techniques, developing research 
methods such as Observation, Interview, questionnaire. The researcher design has a procedure to approach 

Data analysis with an embedded method, alternating Quantitative and Qualitative methods. 

In terms of the methodology approach find below the procedure designed by the researcher to achieve 

research objectives and answer the research question. 

Survey 1 

To initiate the formulation of Survey 1, the researcher analyzed the outcomes from the literature 
reviewed. Survey 1 aims to justify the need of developing the full research project in Accenture HR 

program and operations. To avoid Accenture legal implications the sampling technique used will be the 

one for the Sample 1. Participant will be anonymous so that the results cannot be associated with 
Accenture or client’s corporations.  

 

The tool to develop the survey is Google Forms (safety open source), and the dissemination technique 

will be by sharing the survey (web link) with a snowball technique.  
 
The Agile Practice Guide has been the key reference regarding the Agile Values and Principles. The 
creation of survey 1 aims to identify if professionals related to HR services have an agile mindset, which 

is required to develop agile practices like Scrum or Kanban.  

 

Once the material was completed, it was shared with Accenture leadership to ask for permission to use 
internal tools to share the survey with HRSS professionals. Permission was provided by the Accenture 

HRSS Global Manager. The survey was shared with the Sample 1 by several channels following the 

snowball principle. The deadline for participants to submit their answers was the 14th of August, 2020. 
 

Agile HRSS training 

The training procedure will be initiated once the dissertation is submitted and feedback has been gathered 
from the Survey 1 and dissertation evaluation. The training procedure to follow will be the below: 
 

The first step of the training procedure will be to identify the training need with the support of the results 

of Survey 1 and collaboration with Accenture Leadership for execution and influence. Based on the needs 
analysis the researcher will define the training objectives and elaborate the training material.  
 
The material should be developed in a way it can be accessed as an e-learning training experience and it 

should be implemented by the 28th of September. Once the material is presented to Accenture leadership 

for approval the training will be delivered by sharing the access to Sample 2. A deadline to complete the 

training will be set according to business requirements at the time. Sample 2 will be able to complete the e-
training by self-organization according to agile principles. 
 
Training evaluation will take place by developing the Survey 2 and Focus Groups interviews as well as the 
Sample 2 feedback about the applicability of Scrum and Kanban approaches to Accenture HRSS. 

 

The tool to develop the training will be PowerPoint. Due to the current global working-from-home situation 
as a result of the Covid-19, the technique will be the E-learning. The presentation slide will contain audios 

and videos so that the training can be taken by each participant at any time, with no need of physical 

delivery.   
 
This way the training process will be following the health and safety Accenture policy, at the same time it 

provides more flexibility Sample 2 participants. 
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Survey 2  

Survey 2 will be developed under the Accenture internal survey guidelines available for Accenture 

employees in order to take surveys in compliance with corporate policies. The survey material will be 
initiated once the training material is delivered and it must be available by the 10th of October, 2020.  

 

The collection of information from Sample 2 for Survey 2 will be implemented with Accenture’s 

internal tool for surveys. The survey participants will be asked to participate in Survey 2 once they have 

completed the training process.  
 

Focus groups interviews 

Focus groups will be developed under Accenture’s internal dynamics guidelines (provided by leadership) 

and confidentiality policies. The focus group material will be initiated once Survey 2 process material has 
been delivered and it must be available by the 25th of October 2020. The logistics to carry out the group 

interviews will be managed by the researcher with the collaboration of Accenture Leadership to ensure an 

effective execution, influencing on an active participation of the Sample 2. 
 

The researcher will use internal Accenture video-call tools to connect with the participants for the focus 

groups interviews. Brainstorming will be the technique to be used with Sample 2 participants, so that the 
researcher can look at the topics from different perspectives.  
 
To develop the brainstorming the researcher will rely on some of the “10 Secrets to Successful 
Brainstorming” by Frank Striefler, available in LinkedIn.  
According to Frank S., the focus group interview should follow the below guidelines 

 
 

10 Secrets to Successful Brainstorming 
 

 Stretch mental muscles   
Begin with warm up exercises 

 Number your ideas  
Numbered lists creates goals to motivate 

 Write playful rules  
“Defer judgment,” “one conversation at a time,” “yes, but...” 

 Quantity over quality  
a bad idea is the lack of ideas 

 Sharpen the focus  
Articulate the problem at hand with an outward focus on your 

audience rather than internal goals 

 Get physical  
Brainstorming are show-and-tell. Bring examples of competitors’ 

products or good solutions to the problem 

 Make the space remember  
Write all ideas down (don’t take notes - use scribes) 

 100% diverse participation  
Encourages people of all backgrounds so there are different 

perspectives   
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Figure 6: 10 Secrets to successful brainstorming, by Frank Striefler 

5 Ways to Kill a Brainstorm 

 

 

 

 

 

 

 

 

Figure 7: 5 Ways to kill a brainstorm, by Frank Striefler 

Depth interviews 

Depth interviews will be taken according to Accenture leadership consent. The researcher will support 

project execution and stakeholders influencing. The procedure objective is to document how to manage 
HRSS process improvement through innovation with Agile practices, taking in consideration as much 

perspectives as possible.  

 

The depth interview material will track all the qualitative information gathered from the interviews. The 

logistics will be elaborated with the collaboration of Accenture leadership to manage client expectations 

and business requirements. Questions will be adapted for each depth interview according to a specific 
purpose.  
 
As an Accenture EE the researcher will use the internal communication tools to do video-calls for the depth 
interview. The technique employed to organize interviews will be by scheduling meetings. In the meeting 

invitation the sample participant will be informed of the purpose of the meeting. The researcher will manage 

the communications with the supervision of Accenture Leadership. 
 

Write up findings 

During the development of the above study, the researcher will be elaborating the below documentation: 

MBA in project management dissertation (DBS) 

Strategic implications of implementing an agile methodology in HR shared services, due to the 25th of 

August 2020.  

Accenture corporate training material 

 Build and jump  
Brainstorms start slow, crescendo and plateau. leaders nurture, 

get out of the way, and jump back in when energy wanes 

 Use toys and rules  
Use toys and guns to throw when people break rules. it ensures 
people take rules seriously and not lose the spirit of creativity 

 Let the boss speak first  

Everyone rushes to agree with him 
 Give everyone a turn  

It is not a show 

 Ask the experts only   
Deep expertise in the field can be a drawback 

 No silly stuff  
It is important. wild ideas welcomed. brainstorming is fun. 

 Everybody writing everything down 
Writing obsessively shifts focus to the wrong side of the brain. 
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Agile HRSS training expected for the 28th of September 2020. 
 
Process improvement project proposal 
Agile practice applicable to Accenture HRSS design, expected for the 25th of October 2020.  
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Research Materials  

Survey 1 - Participant access communications, personal contacts. 
Sent by the researcher to his personal contacts that might have experience with HRSS with their own 
organization.  
 

Participant access communications, personal contacts 

Hi [Name], I hope you are well! 

I wanted to ask if you would like to volunteer as a participant for an anonymous survey. I have created 
the survey for a research I must take as part of the thesis of my master studies, MBA in project 
management. 

The target population for the survey are professionals in HR and Operations. As you fall under this 
population, I will really appreciate it if you could participate in the survey. 

If you are willing to participate, please take in consideration the Participant Information at the beginning 
of the survey. The tool for the survey is a Google form, so you should log in into your personal Gmail for 
the completion of the survey.  

The link to the survey, is the below: 

Figure 8: Survey 1 - Participant access communications, personal contacts. 

Survey 1 - Participant access communications, HRSS peeps contacts 
Sent by the researcher to his HRSS peeps from Accenture and client organizations.  
 

Participant access communications, personal contacts 

Hi [Name], I hope you are well! 

I wanted to ask if you would like to volunteer as a participant for an anonymous survey. I have created 
the survey for a research I must take as part of the thesis of my master studies, MBA in project 
management. 

The target population for the survey are professionals in HR and Operations. As you fall under this 
population, I will really appreciate it if you could participate in the survey. 

If you are willing to participate, please take in consideration this is not work related and that it should be 
completed out of working hours. The tool for the survey is a Google form, so you should log in into your 
personal Gmail for the completion of the survey. 

The link to the survey, is the below: 

Figure 9: Survey 1 - Participant access communications, peeps contacts 
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Survey 1 – Survey participant information  

Survey Participant Information 
 

RESEARCH QUESTION 

Are agile approaches required in HR Shared Services (HRSS)? 

 
You are being asked to participate in this survey as part of my Master research dissertation, where I aim 
to study the need of Agile approaches in HRSS, also known as HR operations. 

 
I am Mateo Granda, an MBA in Project Management student (student ID: 10394951) at the Dublin 
Business School. Supervised by Paul Taaffe, Project management lecturer at DBS. 

 
The research background is defined by Agile HR operations. The dissertation mission is to bring 
innovation to HRSS with the vision of moving fast to the new. 

 
##topic and aim(s), say who you are, and who is supervising the research, give the DBS affiliation and, 
once obtained if required by DBS, that the project has been approved by the Research Ethics 
Committee] ## 

 
WHAT WILL HAPPEN 
In this study, you will be asked to answer 8 questions to identify if there is any need for Agile approaches 
in HRSS based on Agile values and principles. 

 
This survey is shareable via link (for cascading), please feel free to share the survey for completion of 
other potential participants with some kind of experience with HR services in their organizations. The 
survey is restricted to only 1 submission by participants. 

 
The analysis of the survey results will provide insights on the need of Agile approaches in HR Operations. 
The results will be used for the research discussion of my MBA dissertation. 

 
TIME COMMITMENT 
The survey typically takes 5 minutes with a submission deadline on the 14th of August, 2020.  

 
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 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. If you have any questions as 
a result of reading this information sheet, you should ask me or my supervisor before the deadline 
(14/08/20). 

 

CONFIDENTIALITY/ANONYMITY 
The data I collect does not contain any personal information about you except your opinion and insights 
regarding the research topic, Agile HR. The intentions regarding the data collected is just for use in my 
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dissertation results and discussion. DBS Ethical Guidelines for Research with Human Participants have 
been followed for the development of this survey. Ethical review will be taken by the DBS once the 
dissertation is submitted (25/08/20). 

 
FOR FURTHER INFORMATION 
I will be glad to answer your questions about this study at any time (mgutigra@myuax.com). You may 
contact my supervisor at paul.taaffe@dbs.ie.  
DBS contact phone: (01) 417 7500  

 
Thank you in advance for taking the time to read the above. I will really appreciate it if you 
could  volunteer to help and support me with this academic research investigation of Agile HR. 
Figure 10: Survey 1 participant information 
 

Survey 1 – Questions & answers 

The survey contains 8 questions to answer the research question “Are agile approaches required in HR 

Shared Services (HRSS)?” The survey questions aim to evaluate if HRSS follow agile values and 

principles.  

Survey 1 questions & answers 
 

Question 1 
Q1: Have you experienced HR Shared Services before? HRSS include employees 
life-cycle services, like handling and reporting employees benefits, job leaves, 
payroll, attraction and recruitment. 

Q1 answers 

A1: Yes, I work or 
have worked before 
within the HR 
profession providing 
HRSS 

A2: Yes, as an employee 
I have received HRSS 
from my organization 

A3: No, I have not experienced 
HR services before 

Question 2 
Q2: From an operational perspective, which of the below options do you think an 
HRSS team (HR operations team) should be focusing on first? 

Q2 answers 

A1: Build successful 
procedures to have 
working software 
(innovation) 

A2: Aim to follow procedures successfully to have 
comprehensive documentation (meet Service Level 
Agreement) 

Question 3 
Q3: To drive value in HR services, an HRSS team (HR operations team) should 
pay more attention to?  

Q3 answers 
A1: Individual 
Interaction 

A2: HR services and tools 

Question 4 
Q4: To drive value in HR services an HRSS organization (HR operations team) 
should build on?  
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Q4 answers 

A1: Customer 
collaboration with 
continuous feedback 
on the HR services 
provided 

A2: Contract negotiation on Service Level Agreements 
(SLA) 

Question 5 
Q5: To drive value in HR services an HRSS team (HR operations team) should 
work: 

Q5 answers 
A1: Responding to 
change 

A2: Following a plan 

Question 6 
Q6: Do you know or have experienced any well-known agile methodology (e.g. Kan-
ban) or framework (e.g. Scrum)? 

Q6 answers A1: Yes A2: No 

Question 7 Q7: Have you heard about the Agile values and principles? 

Q7 answers A1: Yes A2: No 

Question 8 

Q8: Would you expect HRSS teams to prioritize Agile, aiming for HR operations 
with an adaptive model based on greater collaboration and communication between 
teams, adaptive planning with evolutionary development of process improvements, 
with a rapid and flexible infrastructure to be change responsive? 

Q8 answers  A1: Yes 

A2: No, there should be 
other priorities 
considered first such as 
following a plan, HR 
services and tools or 
committing to contract 
negotiations 

A3 Other: 

 
Table 6: Survey 1 questions and answers 

Agile HRSS training 

The design of the material will take in consideration the researcher observations on Accenture HRSS and 
the analysis of the Survey 1 results. The material for the training process will be elaborated as an Accenture 

corporate training as it will target Accenture HRSS professionals. The training material will be created from 

the analysis of Accenture HRSS, the results of Survey 1, the Scrum framework and Kanban methodology. 

The training will aim to achieve HR services improvements and drive client value. 
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The material is not yet available and will be only for Accenture internal use as it will contain specific 
information from Accenture HRSS, where agile practices from will be applied. This training will be created 

by the researcher based on the dissertation findings. 

The purpose of the training is to ensure a beginner level education on Sample 2 on the topic of agile practices 

applicable to HRSS. This will provide more accurate results in Survey 2 and focus groups. 
 

Agile HRSS training content formulation 

 

Introduction to agile Kanban 

and Scrum practices 

Agile manifesto, the 4 agile values and 12 agile principles. 

Kanban methodology, the 6 rules 

Scrum framework and principles,  

Why Agile in HRSS? 
Kanban, just in time method 

Scrum 
Scrum Vs Traditional Project Management 

Benefits of Scrum 

Kanban applicability to 
HRSS 

To-do / In progress / Completed 

Scrum applicability 

Scrum Aspects: Organization, Business justification, Quality, 
Change and Risk 

Phases: initiate, plan, and estimate, implement, review, 
retrospective and release 

Principles: Empirical Process Control, Self-organization, 
Collaboration, Value-based Prioritization, Time-boxing and 
Iterative Development 

Discussion: Agile vs Scrum 
vs Kanban 

Scrum vs Agile 

Scrum vs Kanban 

Survey 2 

Questions and Feedback Focus groups 

Table 7: Agile HRSS training content 

Survey 2 
The Survey material will be an Accenture corporate Survey as it will target Accenture HR program and 

operations.  The survey questions will be created while developing the training material. To evaluate the 

learnings from Sample 2 participants, Survey 2 questions will cover basic concepts from the training 
material aiming to obtain feedback on the applicability of Scrum or Kanban to HRSS. The survey will aim 

to achieve Accenture HRSS innovation and drive client value by detecting the applicability of agile 

solutions. 

Focus groups interviews 
The focus groups interviews will be taken as an Accenture team dynamic; the goal is to define an agile 

framework or methodology for Accenture HR program and operations. The interview questions will be 

different for each group. These groups will separate the Sample 2 participants by their opinion on whether 

Scrum or Kanban is a better agile practice for Accenture HRSS. The focus groups will aim to achieve 
Accenture HR services improvements and drive client value by detecting the applicability of agile solutions. 
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Once the results of Survey 2 are analyzed, the interview questions will be the material prepared for each of 
the focus groups. The purpose with the focus groups is to decide in between Scrum or Kanban for the 

implementation in Accenture HRSS.  

Depth Interviews 

The depth interviews will be taken by the researcher to propose innovation opportunities related to an Agile 

solution (Scrum/Kanban) applicable in Accenture HRSS for process improvements. The researcher will be 

documenting an agile solution applicable to Accenture HRSS. The documentation will be drafted from the 
analysis of the research dissertation, Survey 1 & 2 and focus groups interviews. Once the draft is elaborated, 

the researcher will request depth interviews with Sample 2 and Sample 3 participants, taking in 

consideration the requirements of all stakeholders involved in Accenture's HRSS. The objective of this 
documentation is to build an agile solution to drive Accenture’s client value. 
 
Once this documentation is completed with Accenture HR program and operations stakeholder’s depth 
interviews, the researcher will present a project proposal to Accenture leadership. The proposal will aim to 

develop an HRSS process improvement with the researched agile solution (Scrum/Kanban). If the project 

is approved, the researcher will document the development of introducing agile solutions and its outcomes, 
observing, and evaluating the innovation impact. 
 
The researcher will have access to agile project management within Accenture HRSS. The researcher will 
be documenting how to manage HRSS improvement through innovation with Agile practices. 
 

Ethics  
Detailed content on the ethical process taken, demonstrating ethical awareness. 

Survey 1 
It should be taken in consideration that only Survey 1 results will be presented, the rest of the research 

design will take place within Accenture operations. Survey 1 must be completed to identify if agile 

awareness and acceptance within any HRSS professionals has or customers. 
 

The need of the justification for the on the acceptance of Agile approaches within the HRSS and gather key 

reference design: 

 
Survey 1 is the first material to be used in the research design. This survey target Sample 1, with anonymous 

participants with that will be approached by the researcher. 
 
No legal implications and consent required, as participants are volunteers to complete an anonymous survey 

with an open source tool, with the intention to contribute to an academic research. The dispersion of the 

survey will be by sharing the survey to the researcher personal contacts and will ask to share to their 
personal contacts that could have some insights or experience with HRSS. 

Training process 
The researcher will request Accenture Leadership approval to access Sample 2 during their working time, 

to develop the training process. The training material will contain Accenture confidential information, due 

to ethics responses the material use will be limited to Sample 2 only.  
 
Access negotiation will be focused on driving innovation in Accenture HRSS, educating Accenture 
employees on agile values, principles, methodology and framework. The participants information sheet will 
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contain Accenture training restrictions on the use of the training material and guidelines for the sample on 
how to develop the training.  

Limited by Accenture employees due to ethics responses, the training procedure will take place once de 

dissertation is submitted. The results of the research will be impacted in a poor discussion of important 

aspects of the research such as training evaluation and results discussion. The training process is highly 

limited by Accenture leadership as approval is required to deliver the training. 

Survey 2  
The researcher will request Accenture Leadership and Legal approval to access Sample 2 working time to 

develop Survey 2. The Survey material will contain Accenture confidential information and it would not 
be anonymous. The surveys participant will be limited to Sample 2 only due to ethics responses. 
 
Access negotiation will be focused on driving value to Accenture HRSS, identifying the most applicable 
agile practice (Scrum/Kanban). Apart from informing the participants on how the data collected will be 

used, the participants information sheet will contain Accenture survey limitations and guidelines for the 

participants on how to complete the survey.  
 

Limited by Accenture employees due to ethics responses, the survey procedure will take place once de 

dissertation is submitted. The results of the research will be impacted with a poor discussion of important 
aspects of the research such as survey results evaluation and discussion.  The survey process will be highly 

limited by Accenture internal processes. 
 
Accenture confidential information will be protected during and after the implementation of Survey 2, 

therefore this survey will be delivered after the MBA dissertation submission. Accenture policy limitations 

do not allow the researcher to provide deep details on this section.  

Focus groups interviews 
The researcher will request Accenture Leadership to access Sample 2 participants working time, and 
support with the execution of the focus groups interviews. The focus groups will contain and provide 

Accenture confidential information and it will not be shared out of the Accenture ecosystem. The focus 

groups participants will be limited to Sample 2 only due to ethics responses (Accenture employees).  
 
Access negotiation will be focused on driving value to Accenture HRSS, identifying an applicable agile 

approach (Scrum/Kanban) to Accenture HR program and operations. Apart from informing the participants 
on how the data collected will be used, the participants information sheet will contain Accenture focus 

groups limitations and guidelines for the participants on how to participate in the interviews.  

Depth interviews 
The researcher will request Accenture Leadership to access Sample 2 and 3 working time, to support in the 
execution of the depth interviews, project proposal and outcome analysis. Depth interview material will 

contain and provide Accenture and client confidential information and it will not be shared out of the 

Accenture ecosystem. Due to ethics responses the depth interviews participants will be limited to Sample 
2 and 3 only. 
 
Access negotiation will be focused on driving value to Accenture HRSS, managing HRSS improvement 
through innovation with agile practices. Apart from informing the participants on how the data collected 

will be used, the participants information sheet will contain Accenture depth interviews limitations and 

guidelines for the participants on how to participate in the interviews.  
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Project approval imitates how deep the research can go through. If approval is obtained, the research will 

result on the analysis of KPI’s of agile practices in HRSS. 

 
All internal communications will need to be supervised and approved by Accenture leadership; this will 

eliminate the researcher ownership of the research. Sample 3 interviews will originally be carried out by 

Accenture leadership. Access to Sample 3 must be negotiated by Accenture Leadership due to role duties.   
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Research results  

The results of this dissertation project as a prospective observational analytic study quantify the relationship 
between these factors; HRSS, Accenture, researcher, Agile, Kanban, and Scrum. As prospective study, the 

final outcomes will be provided some time after the exposure of the dissertation. Some of the relationship 

in between these factors have already been discussed in the introduction and the methods sections. In this 
section of the dissertation the researcher provides some of the strategic implications of implementing an 

agile Practice in Accenture HRSS.  

These implications are related to the HRSS professional role, as the POC for the development of strategies 
within HRSS to apply agile practices, and the results of Survey 1. The results in this dissertation will show 

quantitative and qualitative data obtained from the embedded research design. The quantitative research 

undertaken by the researcher for the publication of this dissertation is the Survey 1. The qualitative research 

undertaken by the researcher for the publication of this dissertation is a definition of the strategic 

implications of HRSS professionals specializing in agile leadership and a Clifton Strengths Assessment. 

Quantitative data 

Survey 1 results 
This quantitative research method aims to investigate about Agile HR, to answer the research question “Are 

agile practices required in HR Shared Services (HRSS)?”. This survey aims to find the need for agile 

approaches in HRSS, developing a quantitative method to analyze what HRSS professionals and customer 

think. The target completion date was the 14th of August 2020. The key references sources for the Survey 

1 are the Agile Manifesto (values), Agile Practice Guide (principles) and the researcher experience as an 

HRSS professional. Eighty (80) anonymous participants did volunteer for the completion of Survey 1. Find 

below the results provided by the Google Form App. 

Survey 1 – Question 1 

 

Figure 11: Survey 1, question 1 & answers 
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Survey 1 – Question 2 

 

Figure 12: Survey 1, question 2 & answers 

 

Survey 1 – Question 3 

 

Figure 13: Survey 1, question 3 & answers 
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Survey 1 – Question 4 

 

Figure 14: Survey 1, question 4 & answers 

 

Survey 1 – Question 5 

 

Figure 15: Survey 1, question 5 & answers 
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Survey 1 – Question 6 

 

Figure 16: Survey 1, question 6 & answers 

Survey 1 – Question 7 

 

Figure 17: Survey 1, question 7 & answers 
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Survey 1 – Question 8 

 

 

Figure 18: Survey 1, question 8 & answers 

From a first look to the Survey 1 results, it seems Agile practices should be developed with HRSS strategies. 

It must be taken in consideration that within the participants some of them did not have any experience with 

HRSS. The above results will be analyzed in the discussion section. 

Qualitative data 

HRSS professionals specializing in agile leadership 
According to the researcher study, HRSS professionals design and drive effective implementation of 
strategic HR programs and projects, ensuring HR employees are informed, integrated, and enabled.  

 

The key responsibility of an HRSS professional is to be the point of contact (POC) for employees (EE), EE 
Manager, EE HR Business Partner (HRBP) and HR Specialists (HR SME). HRSS professional provide HR 

services enhancing with the coordination plan to follow HR strategies and is responsible of managing 

proactive relationship with HRSS stakeholders. 
 

HRSS analyst should have impact in the strategic changes due to their first line interaction with HRSS. The 

information gathered by the analyst should impact on management decisions to drive value in HRSS 

customers. With data analytics and interpretation, and the skills of stakeholder’s journey and talent 
management, an HRSS professional would be achieving the proficiency level expected of an HRSS analyst. 

 

The HRSS analyst is expected to manage complexity, authority, scope and Impact or decision impact. If 
the Analyst aims to specialize in agile leadership, it should aim to define an adaptive HRSS model based 

on greater collaboration and communication between teams. As agile is currently a cultural change within 

HRSS ecosystems, strategic implications will impact people, processes, and tools in different ways across 

the organization. The HRSS analyst are expected to operate based on iterative, time boxed and incremental 
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approach that promotes adaptive planning, evolutionary development and delivery and encourages a rapid 
and flexible response to change.  

 

On the leadership aspect, the HRSS analyst should focus on the innovation with agile practices, advocating 

agile principles and values. Searching for strong collaborations with other HRSS professionals to execute 
and personalize HR shared services. 

 

Clifton Strengths Assessment, researcher self-awareness  

As the prospective observational analytic study is undertaken by the researcher, it is considered of relevance 

to share the self-awareness assessment results of the researcher. The research design it is created based on 

the strengths and weakness of the researcher. as it impacts the strategic implications on the study design 

development. This way the outcomes of the study will be empowered bu the strengths of the researcher. 

To develop a self-awareness assessment, Accenture has provided access to the Clifton Strengths 

Assessment (CSA), a Web-based assessment of normal personality from the perspective of Positive 

Psychology. The global strengths movement started six decades ago when Don Clifton posed a simple 
question: "What would happen if we studied what was right with people versus what's wrong with 

people?"(  Don Clifton, 1924-2003, Clifton Strengths). 

According to the CSA the researcher is a strategic thinker and a relationship builder with Analytical, 
Strategic, Learner, Connectedness and Context as his top 5 strengths.  

 

There are 4 themes evaluated in the Clifton Strengths: strategic thinking, relationship building, execution 
and influential. Find below the analysis of the researcher top10 strengths according to the Clifton Strength 

themes. 

Researcher top10 strengths according to Clifton themes 

 
Figure 19: Researcher top10 strengths according to Clifton themes 

According to this figure the researcher weaknesses can be considered to be in the execution and influential 

themes.  

To apply the researcher strength to the study, Accenture leadership should be aware of the below brings 

and need according to the CSA. 
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Researcher inputs and needs (CSA) 
 

 

Figure 20: Researcher inputs and needs (CSA) 

 
To engage in the Accenture team the researcher needs to know what he is able to bring to the team and what 

do he need in order to achieve performance priorities. 
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Discussion 
As per the prospective observational study in this section the researcher provide interpretations on the 

results of Survey 1 and Clifton Strengths assessment.  

Survey 1 Interpretations 
Question 1 purpose 

 

 

Figure 21: Survey 1, question 1 purpose 

From the 80 participants; 25 of them are considered HRSS professionals (31.3%), 29 of them are HRSS 

customers (36.3%), and 26 of them do not have experience with HRSS (32.5%).  

With the first question of the survey, the researcher categorizes the Sample 2 participants in three groups, 

the HRSS professionals, HRSS customers and general feedback. The reliability (67.6%) of the data 

obtained will be higher with the answers of the HRSS professionals and customers. 

 

  

Question 1: Have you experienced HR Shared Services before? 
HRSS include employees life-cycle services, like handling and 

reporting employees benefits, job leaves, payroll, attraction and 
recruitment.

A1: Yes, I work or have 
worked before within the HR 

profession providing HRSS

A2: Yes, as an employee I 
have received HRSS from my 

organization

A3: No, I have not 
experienced HR services 

before

Purpose: Identify the participant experience with 
HR Services
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Question 2 purpose 

 

Figure 22: Survey 1, question 2 purpose 

From the 80 participants; 43 of them considered innovation in HRSS based on the agile value “working 

software over comprehensive documentation” (53.8%). The other 46.3 % of the participants have traditional 

approach vision of HRSS in terms of meeting service level agreement over developing working software. 

According to the Q1 categories: 

HRSS professionals 

- 14 participants out of 25 considered innovation in HRSS with agile over traditional practices (56%). 

HRSS customers  

- 15 Customer out of 29 considered innovation in HRSS with agile over traditional practices (51.7%). 

General feedback 

- 14 participants out of 26 considered innovation in HRSS with agile over traditional practices 

(53.8%). 

 

 

 

  

Question 2: From an operational perspective, which of the 
below options do you think an HRSS team (HR operations 

team) should be focusing on first?

A1: Build successful procedures 
to have working software 

(innovation)

A2: Aim to follow procedures successfully to 
have comprehensive documentation (meet 

Service Level Agreement)

Purpose: Identify if the participant values match the agile 
value of “working software over comprehensive 

documentation” from the agile manifesto (2001).
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Question 3 purpose 

 

Figure 23: Survey 1, question 3 purpose 

In this question both answer can be considered as innovation approaches, Agile consider “Individuals and 

interactions over processes and tools”, while the study “HRSS evolution models and trends”( D.Collier 

and C.Levita Schallenbach) consider the innovations trends within HRSS as automation, AI and robotic. 

With this question the researcher is comparing participants opinion regarding different options of 

innovation.  As Survey 1 purpose is to identify the acceptance of agile within HRSS, the researcher will be 

focusing on HRSS innovation with agile practices. 

From the 80 participants; 39 of them considered innovation in HRSS based on the agile value “Individuals 

and interactions over processes and tools” (48.8%). The other 51.2% of the participants have another 

innovative approach vision of HRSS in terms of focusing on process automation over Individual 

interactions.  According to the Q1 categories: 

HRSS professionals 

12 participants out of 25 considered individual interaction over HRSS Automation (48%). 

HRSS customers  

13 participants out of 29 considered individual interaction over HRSS Automation (44.8%). 

General feedback 

14 participants out of 26 considered individual interaction over HRSS Automation (53.8). 

 

 

  

Question 3: To drive value in HR services, an HRSS team (HR 
operations team) should pay more attention to? (select one 

of the options)

A1: Individual Interaction A2: HR services and tools

Purpose: Identify if the participant values match the agile 
value of “Individuals and interactions over processes and 

tools” from the agile manifesto (2001).
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Question 4 purpose 

 

Figure 24: Survey 1, question 4 purpose 

From the 80 participants; 64 of them considered innovation in HRSS based on the agile value “Customer 

collaboration over contract negotiation” (80%). The other 20% of the participants have a traditional 

approach vision of HRSS in terms of contract negotiation on service level agreement over customer 

collaboration. According to the Q1 categories: 

HRSS professionals 

21 participants out of 25 considered innovation in HRSS with agile over traditional practices (84%). 

HRSS customers  

22 participants out of 29 considered innovation in HRSS with agile over traditional practices (75.9%). 

General feedback 

21 participants out of 26 considered innovation in HRSS with agile over traditional practices (80.0%). 

 

 

  

Question 4: To drive value in HR services an HRSS organization 
(HR operations team) should build on?(select one of the 

options):

A1: Customer collaboration with 
continuous feedback on the HR services 

provided

A2: Contract negotiation on Service 
Level Agreements (SLA)

Purpose: Identify if the participant values match the agile value of 
“Customer collaboration over contract negotiation” from the agile 

manifesto (2001).
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Question 5 purpose 

 

Figure 25: Survey 1, question 5 purpose 

From the 80 participants; 58 of them considered innovation in HRSS based on the agile value “Responding 

to change over following a plan” (72.5%). The other 27.5% of the participants have a traditional approach 

vision of HRSS in terms of HRSS change management. According to the Q1 categories: 

HRSS professionals 

19 participants out of 25 considered innovation in HRSS with agile over traditional practices (76%). 

HRSS customers  

22 participants out of 29 considered innovation in HRSS with agile over traditional practices (75.9%). 

General feedback 

17 participants out of 26 considered innovation in HRSS with agile over traditional practices (65.4%). 

 

  

Question 5: To drive value in HR services an HRSS 
team (HR operations team) should work:

A1: Responding to change A2: Following a plan

Purpose: Identify if the participant values match the 
agile value of “Responding to change over following a 

plan” from the agile manifesto (2001).
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Question 6 purpose 

 

Figure 26: Survey 1, question 6 purpose 

From the 80 participants; 30 of them have some education on agile practices (37.5%). The other 62.5% 

that do not have agile education might benefit from an Agile HRSS training.   The answer to this question 

has a massive impact on the prospective observational study, as it aims to give training on this topic to 

HRSS professionals. According to the Q1 categories: 

HRSS professionals 

8 participants out of 25 have some education on agile practices (32%). 

HRSS customers  

14 participants out of 29 have some education on agile practices (48.3%). 

General feedback 

8 participants out of 26 have some education on agile practices (30.7%). 

 

  

  

Question 6: Do you know or have experienced any well-
known agile methodology (eg. Kan-ban) or framework (eg. 

Scrum)?

A1: Yes A2: No

Purpose: Identify if the participant has some 
notions on agile methodology or frameworks.
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Question 7 purpose 

 

Figure 27: Survey 1, question 7 purpose 

 

From the 80 participants; 41 of them have heard about agile values and principles (51.2%). This question 

reflects that participants know more about the agile basic concepts than practices itself. According to the 

Q1 categories: 

HRSS professionals 

16 participants out of 25 have heard about agile values and principles (64%). 

HRSS customers  

13 participants out of 29 have heard about agile values and principles (44.8%). 

General feedback 

12 participants out of 26 have heard about agile values and principles (46.1%). 

 

  

Question 7: Have you heard about the Agile values and 
principles?

A1: Yes A2: No

Purpose: Identify if the participant has some 
notions on agile principles and values.
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Question 8 purpose 

 

 

Figure 28: Survey 1, question 8 purpose 

 

The last question is the most important in terms of answering the research question “Are agile approaches 

required in HR Shared Services (HRSS)?” 

From the 80 participants; 65 of them considered innovation in HRSS based on the agile practices (81.3%). 

The other 18.8 % of the participants have traditional vision of HRSS.  According to the Q1 categories:  

HRSS professionals 

23 participants out of 25 considered innovation in HRSS based on the agile practices (92%). 

HRSS customers  

22 participants out of 29 considered innovation in HRSS based on the agile practices (76%). 

General feedback 

20 participants out of 26 considered innovation in HRSS based on the agile practices (77%). 

 

Question 8: Would you expect HRSS teams to prioritize Agile, aiming for HR operations 
with an adaptive model based on greater collaboration and communication between 
teams, adaptive planning with evolutionary development of process improvements, 

with a rapid and flexible infrastructure to be change responsive?.

A1: Yes

A2: No, there should be other priorities 
considered first such as following a 

plan, HR services and tools or 
committing to contract negotiations

A3: Other

Purpose: Identify if the participant accepts 
prioritizing agile solutions or other types 

of solutions.
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Figure 29: Agile values in Survey 1 participants 

According to this graphic based on the researcher interpretations of Survey 1 results, HRSS professional 

and customer have a similar vision on the innovation of HRSS according to the 4 values of the Agile 

Manifesto. HRSS stakeholders are specially agree with the Q4 and Q5 values, with an agile acceptance of 

over a 75% in the aspects of customer collaboration and responding to the change, over contract negotiation 

and following a plan. HRSS professionals and customer shows more interest on agile practices than the 

traditional ones, like the waterfall management.  

Regarding Q2 and Q3 values, results represent a more balanced approach of HRSS stakeholders in between 

agile and traditional practices. The interpretation of the researcher is that as per HRSS evolution models 

and trends (automation, AI, robotics), comprehensive documentation, process and tools are required to 

automate HRSS process. Having automates HRSS processes will aloe to have working software. HRSS 

professional and customers showed their interest for the individual and personal interactions. According to 

the Q2 and Q3 results interpretation the researcher observes how innovation in HRSS should develop agile 

practices to develop comprehensive documentation, process, and tools, so that automation can be achieved 

easily. Automation process should keep optional the personal interaction in between HRSS professionals 

and customers.  

A 64% of HRSS professionals and customers participants of Survey 1, are more aligned to agile values than 

to traditional values. Therefore, the researcher validates his hypothesis that agile practices will drive 

innovation in HRSS. 
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Figure 30: Agile education and acceptance within Survey 1 participants 

According to this graphic based on the researcher interpretations of Survey 1 results, HRSS professional 

require of more agile practices education, to drive agile values and principles within HRSS. The researcher 

consider HRSS professionals should have more education in agile practices than HRSS customers, this 

confirms the need of the Agile HRSS training that will be delivered in this research within Accenture HRSS 

professionals. It is a good sign for the aims of this research that HRSS are more educated in agile values 

and principles than the HRSS customers.  

With the HRSS stakeholders’ answers to Q8, the researcher validates the rational of developing this 

research study within Accenture HRSS, to evaluate the strategic implications of implementing an agile 

methodology in HR shared services. 

Researcher Clifton Strength interpretation 

Self-awareness observations to apply strengths to the research study 
According to the results of the CSA on the Strategic Thinking theme, the researcher should be constantly 

processing information to make better decisions, be proactive in finding solutions to team problems. The 
researcher will apply strategic thinking to help Accenture HRSS team become greater by focusing on 

synergies in between the team members.  Regarding the Relationship Building theme, the researcher will 

be expected to show his ability of keeping strong relationships (digitally) with HRSS stakeholders. 

 
The researcher will take advantage of his prediction and social skills, thinking about the future and the 

actions required to achieve HRSS innovation with agile practices. The researcher will apply the below 

strengths to maximize personal impact within Accenture strategic decisions to achieve HRSS innovation 
with agile practices. 
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Applying strategic thinking to the research study: 

Analytical:  
When dealing with improvement opportunities, the research will be searching for agile solutions from the 

Scrum and Kanban practices. Then, with the collaboration of team members, the researcher will evaluate 

the strategic implication of implementing an agile solution. The researcher should aim to think about all the 
facts and patterns that might be causing issues.  

 

The researcher will apply insights from his education in Telecommunications Engineering (Maths, Physics 

and Programing analysis) and MBA in Project management, and his professional experience in Business 
Intelligence and HRSS. Analytical thinking will be applied in the study to solve problems and think out of 

the box in order to innovate with agile practices. 

 

Strategic:  
The researcher will have high expectations on the agile impact within HRSS and plan the study life based 

on these expectations. The researcher thinks “To be big, THINK BIG!”. To achieve the research goals, he 

needs to plan and organize himself. The researcher should be creating alternative ways to proceed to apply 

agile practices. 
 

The researcher has set long term research goals to evaluate the strategic implication of implementing an 

agile practice in HRSS. Based on the long term goals, the researcher will adapt an agile approach for 
planning short term goals, thinking few moves ahead to anticipate the challenges and actions required. The 

researcher will be constantly asking himself “What is my best move now?” and “What are my next moves?”.  

Learner 
Regarding the low education of HRSS professionals in agile practices (Survey 1), the researcher consider 

education a key performance indicator for the reliability and impact of the study.   
 
The researcher should demonstrate his desire to learn new things about agile and HRSS, to achieve his own 

professional aspirations and performance within the HRSS profession and agile specialization. The 
researcher should apply his learning backgrounds in digital experience and HRSS. 
 
The researcher think that learning is about evolution and progression, and that it is required to adapt to the 

new times. When the researcher thinks about learning, he always think about Charles Darwin (1809–

1882) famous quote of the evolution theory, “it is not the most intellectual of the species that survives; 

it is not the strongest that survives; but the species that survives is the one that is able best to adapt 

and adjust to the changing environment in which it finds itself.”  

 

This quote has become a researcher orientation for taking learning decisions, trying to adjust his 

learning experience to the professional environment requirements so that he can achieve his own 

goals at the same time. The process of learning, rather than the outcome, it is something that generally 

excites researchers. 

Context:  
The researcher should be thinking about how HRSS have got to where it is and was learnt from the past. 

To build a strategy overcoming problems from the past, the researcher needs to understand the present of 

HRSS based on what was done previously. As a strategic thinker the researcher will be constantly searching 

for a transparent context, with everyone having the same perception of the HRSS context.  
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Context leads to better choices, which is a natural strength of the researcher for the current study, as he has 

been a member of Accenture HRSS team more time than the majority of his colleagues. 

Ideation 
The researcher is engaged with process of improvement in any environment, and every improvement begins 

with someone's idea. The researcher should demonstrate his ideation skill and to perform HRSS 
improvements. The researcher background in IT projects and HR operations, will allow him to find 

connections between seemingly disparate phenomena to innovate with agile practices.  
 
As an entrepreneur the researcher has developed his Ideation strength. The researcher has been a finalist of 

Cisco’s (Spain) Internet of Everything (IoE) challenge program in 2014 and the participated in the 

“Accenture’s Leaders Of Tomorrow” program for student in 2019.  

 

Applying relationship building to the research study: 

Connectedness 
The researcher should find the links among all his networks relationship, demonstration to have the skill to 
easily connect with people's feelings. The researcher believe there are few coincidences and that almost 

every event has a meaning.  
 

Relator 
The researcher will give high importance to the relationships with others, always willing to give a good 
impression searching for synergies in between them. The researcher finds it very satisfactory to work hard 

in a friendly and transparent environment to achieve a common goal.  
 

 Applying execution to the research study 

Responsibility: 
The researcher should take ownership of what he says he will do willing to add value on the HRSS 
innovation with agile practices. The researcher gives a high importance to the social responsibility 
of being transparent and honest with his relationships. 

Discipline:  
Discipline is a key performance indicator on education and aspirations achievements. The 
researcher world is best described by the order he creates. The researcher is expecting to 
develop agile routines within the Accenture HRSS team dynamics.  
 
The researcher will obey Accenture rules and a code of behavior, the researcher will aim to 
adapt the required rules and code of ethics to agile values and principles. 
 

Applying execution to the research study: 

Self-Assurance 
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The researcher should take risks with confidence as a way of managing the study, he will use his inner 
compass to give him certainty on his decisions. As a strategic thinker that aims to improve its management 

skills, the researcher should try to make changes when necessary.  
 

Limitations  
The limitations of the research are clearly identified by the prospective observational study within the Accenture 

organizations. From all the research methods only Survey 1 results will be presented in this dissertation because 

of this limitation. The Sample 1 size is limited by 80 participants, with a 67.6% of reliability due to the data 

obtained from the 54 HRSS professionals and customers that participated in Survey 1. The research should 
have more participation from HRSS professionals across the globe to improve the reliability of the results. 

 

The study is limited by the researcher weakness on the execution and influential themes (Clifton Strengths). 

Therefore, the researcher should search for support from Accenture leadership on these aspects and learn 
throughout the study design process. 

 

One of the clear limitations on the current research it that the Accenture strategic implications adapting 
agile cannot be shared in an academical study. The reason behind is because the researcher must respect 

the code of ethic of his own organization, meaning not sharing corporate strategic implications out of the 

Accenture ecosystem.  
 

For further information on the limitation of the research design, read the Ethic section of the research 

method. 
 

Future research  
According to the finding on Survey 1 and researchers Clifton Strengths Assessment the research should 

prepare a proposal to Accenture leadership to develop the Agile HRSS training, Survey 2, and focus groups 

and depth interviews to complete the prospective observational study. The researcher will continue with 
the study after the submission of the dissertation. 

 

The researcher has already presented his priority to develop the research study with positive outcomes from 
the first conversations. No further information can be shared due to ethic responses. 

 

The researcher will focus next on the Agile HRSS training to provide Accenture HRSS professionals 
education in Scrum and Kanban practices. The Survey 2 focus groups and depth interviews will be taken if 

the investigation project is accepted by Accenture leadership. 

 
For further information on the future researches of this study, read the research design section of the 
research method. 
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Conclusions  

Researcher reflections on the undertaken MBA in project management 

dissertation  

Since I started the MBA in project management at the Dublin Business School, I learnt how important is 
the context you are at, and how important is to know yourself. With this knowledge plus the academical 

lections provided by the DBS lectures I have been able to realize where I want to go with my studies and 

how to get there. Research is key for taking the right decisions in a world where change is a norm and 

adaptation is required. I have also learned how important is communication for everything in life. With the 
completion of this MBA dissertation I have improve exponentially my writing communication skills.  I 

have been working in Accenture Operations even before I started the MBA, thanks to the outcomes of this 

research I have a clear career path within Accenture HRSS. By working in HRSS I am also developing 
greater communication skill. My current goal regarding the communication skill, is to be more effective 

when communicating with different HRSS stakeholders adapting to the right codes. 

On the learning aspect, I have now a good understanding on research methods and agile values, principles, 
and practices. I have learnt how to design research embedded methods, creating surveys and critically 

reviewing academic literature. By my own initiative I created and delivered training materials at work based 

on the lesson from DBS lecturers. Thanks to the learning insights from the MBA, I have been able to 

progress in the right direction of my professional aspirations. I have been able to detect professional 
opportunities with the outcomes of the MBA. I have become a POC for several process improvement at 

work within my organization. I consider myself an SME of process improvements, since I learnt how to 

approach improvement projects in the Project Management lectures at DBS.  

With the current study I have also learnt more about HRSS trends and evolution model, and currently 

focusing on HRSS automation. 

To put in practice what I have learnt from an Academic and proficiency perspective, I want to work more 

in process improvements and innovations projects. I want to do business research on the Agile HR 
specialization. I would like to train operations team in well-known agile practices like the Scrum framework 

and Kanban Methods. Finally, I would like to carry over research methods like survey, focus groups and 

depth interview to develop an applicable agile solution to develop process automations.  

I want to continue providing innovative ideas to implement agile strategies, improving my execution and 

influential skills by learning from my company leadership. I also want to become a global POC, providing 

coordination plans and executing relationship management by doing some Operational Excellence 
trainings. In order to become an HR Program Scrum Master, I will be taking training to obtain the Scrum 

certificates. I will aim to design and drive effective implementation of Agile strategic HR programs and 

operations.  

I will be searching for global opportunities for a role that fits into my passions and aspirations, from a 
professional and personal perspective.  I will be searching for a role where agile practices are a norm, and 

where I can apply my strategic thinking and relationship building strengths and improve my execution and 

influencing skills.  

My strengths brand elaborate during the development of this dissertation is “I am an agile strategic thinker 

with passion for developing interpersonal skills and determination to achieve goals.”  
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Professionally, my aspiration is now to move into a project management positions to delivery agile 
solutions. I will take education on Scrum to become a Program Scrum Master. I will contemplate also to 

move into a beginner project management position in Accenture Digital or Accenture Technology. 

According to my strategical thinking strength, I will be also looking for Accenture Strategy opportunities. 

I want to become an Accenture role model following core values and code of business ethics. My strategy 
to perform in my career progression will be to innovate for results, advocating an inspiring vision to 

collaborate across the ecosystem. To strengthen my leadership DNA in Accenture I should be learning 

how to execute with agility and personalize my priority in a truly human way. 
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