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Executive Summary 
This whitepaper will examine the current state of the 
human capital management market as it pertains to 
cloud-based employee scheduling software, services, 
and workforce analytics.

Additionally, this paper will evaluate the ever-evolving 
challenges in employee scheduling, schedule forecasting, 
time clock, training, and leave/vacation management not 
only for human resource professionals, but also for line 
managers and supervisors, as well as the employees 
themselves. 

Finally, this paper will illuminate and illustrate the human 
capital management sea-change being experienced across 
multiple vertical industries and how new, disruptive 
cloud-centric technologies can be effectively utilized to 
positively impact the bottom line—allowing enterprises 
and SMBs to reap monetary benefits and dramatically 
improved process improvements by optimizing the 
long-antiquated processes of employee scheduling.
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State of the Industry
Modern organizations of all sizes and in a wide variety of 
vertical markets recognize that long-term success is 
dependent on trust, transparency, and connection—not 
only with their customers, but also as regards how 
management and employees connect and interact. 

Employee satisfaction—the relationship they have with 
each other/their team, and how they are able to interact 
with the organization as a whole, to include their line 
manager—has a significant influence in employee tenure. 
Moreover, how employees feel and emotionally connect 
to the business impacts how they interact with customers. 
In turn, this affects the bottom line. Leveraging technology 
to fuel workforce management and innovation and foster 
employee/manager connection is not merely a rising 
trend, it is paramount to the success of an organization. 
As a result, businesses are changing the way they evaluate 
the management of their employees and are dramatically 
altering and increasing their investment in Workforce 
Management (WFM) solutions. 
 
Managing employees and talent has never been more 
challenging than it is today. Businesses now exist in an 
era where real-time is the de facto standard, information 
is expected to be a single mouse-click or finger-tap away, 
and both skilled and unskilled talent can be challenging 
to find and retain. Human Resource departments and 
line managers need accurate, up-to-the-minute information 
to make solid, strategic decisions that result in business 
success. Employee scheduling, training and onboarding 
progress, payroll, revenue/business forecasting, vacation 
and employee availability status, and workforce budgeting 
and reporting are key business factors that not only 
require real-time analytics, but a collaborative effort 
across the entire organization—HR, management, and 
the employees themselves. Compounding these issues 
is the critical need for employee access to real-time 
information and engagement—both with management and 
with each other—for tactical issues that face businesses 
every day: scheduling and shift changes, payroll issues, 
onboarding, and ongoing training.
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“Organizations of 
all sizes have an 
ongoing need to 
monitor, manage, 
and optimize 
tactical, day-to-day
workforce
functions so
departments and 
teams function
effectively.”



5

To address these rising challenges, the market for WFM 
and Human Capital Management (HCM) is going 
through a dramatic revolution. Top organizations are 
looking for solutions that can connect disparate functions 
in human resources and business divisions. As a result, 
new disruptive HCM/WFM vendors are bringing innovation 
to today’s enterprises, offering cloud-based platform 
solutions that promise to address these business-critical 
issues, while incorporating needs, capabilities, and flexibility 
employees expect from today’s real-time culture.
 
Effective employee management used to simply mean 
having the right employees in the right positions. And for 
businesses, it also meant having adequate staffing 
dependent on seasonality and sales trends. Business 
managers and HR professionals are keenly aware that 
employees who are well trained and managed effectively 
and efficiently are better prepared to do their jobs and 
serve patrons and clients, leading to happy customers, 
deeper employee satisfaction, rising profits, and a mea-
surable increase in repeat business.
 
Contrarily, untrained employees who are mismanaged 
or untrained can wreak havoc on a business—chipping 
away not only at corporate success, but also corporate 
culture and employee morale. Employees unfamiliar 
with products, services, or corporate processes can’t 
effectively engage customers, creating animosity and 
resentment. And mis-scheduled staff can not only create 
frustrated customers—who might choose to take their 
business and money elsewhere—but also unhappy 
employees who feel unsuccessful and resentful towards 
the organization and their manager. Too often, these 
issues result in sustained drops in business, lower revenue, 
high employee turnover, and—in today’s social media-centric 
world—warding off potential customers and top talent 
through negative online reviews on websites like Yelp and 
Glassdoor.
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Ongoing Business Challenges 
Facing HR, Operations, and 
Line Managers
Locating, training, and retaining top talent can be challenging 
for any organization, but then managing that diverse 
workforce across multiple locations and sites add 
complexity and a host of other issues. There is an ongoing 
need to monitor, manage, and optimize tactical, day-to-day 
workforce functions so departments and teams function 
effectively. Managers and HR professionals face five key 
issues to ensure the business functions smoothly.

1.Workforce Scheduling. Dozens of issues contribute 
to the challenges of employee scheduling, but the most 
glaring are:

Skill-based staffing: Ensuring the right people are 
scheduled at the right time—based on business 
traffic, sales, and opportunity—is one of the largest 
challenges managers face. Without breadth and 
depth of skills, customers will not be served or 
serviced efficiently.

Time and attendance: Ensuring employees are 
clocked-in easily and on-time is key—without the 
need for manual time cards that fail to integrate 
with modern-day processes and technologies.
Vacation planning and time-off: Ensuring employee 
vacation requests are incorporated into the schedule 
on a real-time basis is needed to ensure the schedule 
is accurate and the right employees are on-site 
when needed.

Shift changes and trades: Sick employees or staff 
emergencies can alter the schedule in real-time, 
and managers must adjust the schedule to 
accommodate all employees.

Scheduling updates and advisories: As the 
employee schedule changes, an updated view must 
be disseminated to employees quickly and easily, 
reaching employees on devices they use daily.
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“Scheduling issues 
and manager
organization/
engagement are 
both in the top five 
reasons why 
employees leave 
organizations”



2. Employee onboarding. Due to ineffective onboarding 
processes, employees often take too long to understand 
their job and how their position fits into the overall
organization, or they start their employment frustrated 
because they don’t understand the company’s products 
and services, nor expectations for which they were hired.
 
3. Ongoing training. Businesses, products, and services 
change on a constant basis. But an ill-informed employee 
who isn’t kept abreast of these business shifts will be 
ineffective at their jobs and experience a high amount of 
frustration and feelings of inadequacy—resulting in 
resentment and disconnection from their loyalty to the 
organization.

4.Connection, communication, and transparency. 
Employees who experience their employer as a “job”
tend to turnover at a higher rate than those who connect 
monetarily and emotionally to the business . Conversely, 
employees who can see their growth path—both inside 
and outside the organization—tend to double down on 
their loyalty and engagement, while aspiring to grow within 
the company—replacing themselves with other top 
performers.

5. Process integrations. Manual schedules prevent 
corporate effectiveness. Without technology doing the 
heavy lifting of employee scheduling, everyday business 
processes like budgeting, payroll, and shift trading become 
labor-intensive efforts, prone to errors and are untethered 
from the overarching goals of the business.

Labor costs: Retail and service-centric businesses 
need to keep a sharp eye on labor costs in contrast 
with business trend, seasonality, and business 
opportunity.

Business trend analysis: Understanding the past 
history of the business assists managers with 
planning, scheduling, and staffing. Unfortunately, 
manual processes do not allow for effective analysis 
into historical data.
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How Legacy HCM/WFM
Solutions Fall Short
How businesses actually run on a day-to-day basis has 
fundamentally changed. The days of a manager laying out 
a manual schedule and posting it to a cork board in the 
employee lounge is long over, and for good reasons. Not 
only is designing a schedule in a spreadsheet application 
a manual, ineffective process, it also fails is several key 
areas:

Perhaps most importantly, manual schedules don’t allow 
for employee communication and involvement. It puts 
the onus of correction and management squarely on the 
shoulders of the manager or supervisor—leaders who have 
more to do that handle daily shift changes on a one-off 
basis. 

Antiquated scheduling processes, applications 
or software won’t integrate with key aspects of the 
business: payroll, labor cost, productivity tracking, 
and employee onboarding and training.

Manual scheduling processes won’t track time, 
clock-in/out procedures, or assist with shift 
changes.

Legacy scheduling solutions can’t assist 
employees and managers with common
scenarios that affect the day-to-day operations
of the business: shift changes or trades, vacation 
and leave management, or time-off requests.

A manual spreadsheet won’t assist or integrate 
with employee onboarding and training.

Legacy and manual schedules won’t allow for 
real-time updates to employees.
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“Antiquated scheduling 
processes, applications 
or software won’t 
integrate with key aspects 
of the business: payroll, 
labor cost, productivity 
tracking, and employee 
onboarding and training.”



How Bad Workforce Scheduling 
Costs Companies Millions
 
Organizations who don’t manage employees effectively— 
leading with technology, transparency, and empowerment 
—are headed to just one place: a loss of talent. Employee 
attrition leads to a bevy of financial issues and productivity 
hits for the business:

Cost of replacing entry-level employees: 30 to 50 percent 
of their annual salary

Cost of replacing mid-level employees: 150 percent of 
their annual salary

Cost of replacing high-level or highly specialized 
employees: 400 percent of their annual salary

Employee Attrition Business 
Scenario
A business loses 12 employees in one year, averaging one 
per month.

Six employees were entry-level, with an average annual 
salary of $40,000. It costs, on average, $16,000 to replace 
each employee (40 percent of their annual salary); 
$96,000 total.

Four employees were mid-level, with an average annual 
salary of $80,000. It costs, on average, $120,000 to 
replace each employee (150 percent of their annual 
salary); $480,000 total.

Two employees were senior, with an average annual 
salary of $120,000. It costs, on average, 400 percent of 
their annual salary to replace them; $960,000 total.
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A recent Gallup report has 
revealed that scheduling issues 
and manager organization/
engagement are both in the 
top five reasons why employees 
leave organizations .
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Human Capital Management should offer a combination 
of processes, technology, and innovation that assists 
organizations in solving and preventing—or at the very least, 
curbing—a loss of talent. However, when organizations 
leverage incomplete or antiquated HCM/WFM solutions 
that places workforce scheduling as the foundation or 
effective workforce management, the result is a combination 
of problems that work silently to undermine the company’s 
success—oftentimes without the company doing anything 
out of the ordinary.

A common example: An employee is sick or has a family 
emergency, and calls in mere minutes before their shift 
begins. The shift supervisor or manager must then 
manually locate a staffing replacement to compensate 
for the staffing shortfall.

Absenteeism of this nature—sickness or missed shifts 
—happens thousands of times every day across many 
industries around the world, and costs companies 
millions of dollars each year: roughly $3,600 per year for 
each hourly worker and $2,650 each year for salaried 
employees . These costs can be attributed to many hard 
dollar factors including: wages paid to absent employees 
(sick time), high-cost replacement workers (overtime pay 
for other employees and/or temporary workers), and 
administrative costs of managing absenteeism (supervisor’s 
time dedicated to solving the issue). 

But there are also a number of other indirect costs of 
scheduling issues that inflict much more damage to the 
organization:

A dramatic reduction in supervisor effectiveness 
as they search for an employee to fill the shift, 
resulting in managers working overtime (or extra 
hours) to compensate

Significantly reduced business productivity due 
to understaffing, resulting in lost sales and/or loss 
prevention
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“Attempting to 
manage Human 
Capital with 
long-antiquated, 
manual processes 
will result in a 
combination of 
problems that will 
silently work to 
undermine the 
company’s 
success.”
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This is but one of a multitude of scenarios arising from 
mishandled or bad employee scheduling processes and 
solutions that hinder effectiveness and play into customer 
and employee dissatisfaction. Moreover, these are scenarios 
with which managers must contend on a daily basis, and 
the financial implications are staggering. The unfortunate 
truth is that managers and business leaders usually don’t 
see the entire picture until it’s too late.

As the foundation of all businesses is the workforce—the 
employees—what is required is a cloud-based scheduling 
platform that addresses and solves these fundamental 
business issues, allowing for transparency, employee 
involvement and ownership, resulting in productivity 
improvements and a measurable boost to the bottom 
line.
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Poor quality of customer service resulting from 
understaffing or employee fatigue, resulting in 
reduced sales and negative customer experiences

Potential safety issues arising from inadequately 
trained employees filling shifts, resulting in workers’ 
compensation claims and/or medical costs

Low morale among employees who have to "fill in" 
or do extra work due to inadequate staffing, 
leading to employee attrition, hiring, and training 
new employees
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Actionable, Workforce-Centric
Scheduling For The Enterprise
In large organizations and enterprises, WFM solutions have 
traditionally been deployed and administered by Human 
Resources and/or Operations, with the core capabilities 
being employee time management and attendance 
tracking; in essence, clock-in and clock out procedures 
to manage the business, not the actual workforce. With 
this anachronistic approach, the key functions of workforce 
scheduling, onboarding and training, vacation and shift 
changes, and process and technology integrations across 
the business are missing; an egregious absence. 

Forward-thinking SMBs and enterprises are instead 
designing their HCM/WFM deployments around the 
workforce, with a clear recognition that employee
scheduling, real-time updates and communication, and 
the ability to adjust quickly are centric to successful 
day-to-day operations.

Business environments are all different, and they are all 
complex: large workforces, multiple physical or virtual 
locations, diverse talent pools and skills sets, retail or 
professional environments, etc. However, the foundational 
requirements of actionable, workforce-centric scheduling 
are consistent across enterprises and SMBs alike:

Dynamic scheduling in the cloud offering endlessly 
customizable, rule-based scheduling with machine 
learning-driven forecasting to ensure proper staffing. 

Automatic conflict checking to ensure the right 
staff is working the right shift in accordance with 
skills, compliance, and availability.

Time clock functionality and reporting ensures 
staff is paid accurately, absenteeism is controlled, 
and overtime is transparent to management in 
real-time.
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Why Workforce-Centric 
Schedule Works

“My staff is able to request 
their time and availability and 
without delay I am able to keep 
record of those requests. I have 
been able to keep the staff 
happy with consistency that 
can sometimes be missed 
with human error.” 

—Anna Givens, Customer 
Service Lead, Google Fiber
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Labor cost management enables organizations to 
control the cost of personnel through effective 
forecasting, shift optimization, and scheduling 
accuracy.

Mobile management empowers managers and 
employees with the ability to manage workforce 
scheduling right from their mobile device—scheduling 
changes and updates with real-time notifications, 
in-app staff/manager communication.

Functional integration allows for visibility, reporting 
and analytics across payroll, labor cost, and revenue 
streams.

Virtual elimination of common daily scheduling 
issues that plague managers and employees alike: 
shift changes and trades, employee call-outs and 
emergencies, and scheduling updates and 
notifications.
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Conclusion
There are a number of HCM and WFM solutions that allow 
for clock-in/out and schedule visibility, but most are legacy 
software providers that are retrofitting their solutions for the 
cloud. Only workforce-centric scheduling providers like 
Humanity are driving innovation and allowing organizations 
to reap the benefits of a transparent, connected scheduling 
process that was built from the ground up for the cloud, 
and to be accessed and managed via mobile. If your 
organization is preparing to be ready for the future, be 
sure you’re working with an innovator.
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