
In this information age, we are constantly reminded of disruption, the rate of exponential change, the future of work, 
customer experience, digital transformation…and the list goes on. However, these discussions often fail to recognize that 
human resources (HR) can and should play a central role in navigating the uncertainty and ambiguity that lies ahead. As 
organizations adapt to the shifting landscape, HR can play a critical role in four key areas: 

The Future of HR

The Evolving Role of 
Human Resources

In order to assume these roles, the focus of HR must change. Many HR teams spend their time and energy on 
transactions, administrative tasks, and programs designed and/or developed through an HR-focused lens. Not 
surprisingly, the competencies and organizational structure of HR teams do not typically translate to the competencies 
or organizational structure required to create a value-based role in HR. An internal transformation to realign work 
and upskill staff is necessary before HR can effectively help leadership transform the organization. High-performing 
HR teams have shifted their focus to help solve the most challenging business problems by sharpening their business 
acumen, leveraging data to make informed decisions, and maintaining a customer-centric mindset. Characteristics of 
leading practices organizations feed off one another, generating a fly-wheel effect of accelerated change, heightened 
employee engagement, and superior business outcomes.

Hire for new capabilities
The skill sets that have made organizations 
successful to this point are not the same skill sets 
that will make them successful in the future. HR 
partners with business leaders to identify required 
capabilities and taps into new sources for talent.

Enhance employee experience
Employee experience starts before hire 
and continues after an employee leaves the 
organization. HR focuses on providing supportive, 
seamless experiences across all interactions 
throughout the employee lifecycle.

Drive new digital culture
While certain elements are core to an organization’s 
identity, digital culture is continually shifting. HR is 
uniquely positioned to drive and influence digital 
culture, and the most effective HR teams are 
committed stewards and champions.

Deliver data-driven insights
HR leverages vast amounts of data (e.g., employee 
engagement scores, talent metrics, retention levers,  
etc.) to provide valuable insights to solve business 
challenges and drive favorable business results. HR 
is a valued advisor to business leadership.

Drive continuous 
process and technology 
improvement from within

Focus on the 
employee 
experience

Partner with 
business leaders 
to solve critical 
business challenges

Invest heavily in developing new skill 
sets and/or acquiring talent

Employ technical experts, data 
analysts, and leaders who can 
interpret data and provide insights

Redesign and 
automate processes

The transition to the new role of HR is a complex and time-consuming process, but the outcomes of the transition can 
significantly elevate the role of HR in the organization. ScottMadden has helped countless HR organizations undertake 
and succeed in every phase of their journey. For more information, please contact us at info@scottmadden.com.
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