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It goes without saying that 2020 was a year unlike any other.
The obstacles, personally and professionally, were unrelenting.
HR in particular had to lead the way on sensitive people issues
they never saw coming, without any best practices or blueprints
to fall back on.
But when faced with the worst, HR emerged from the experience
with a new outlook and a robust set of lessons learned.
This report is proof.
On the following pages, you’ll find 60+ firsthand reflections on
the events of 2020 from HR practitioners around the globe, at
organizations big and small, and across all industries. All of the
responses are real, honest, and give us an opportunity to gain
from each other’s wins as well as mistakes.
This isn’t to say the challenges of last year are behind us. Rather,
the impact of 2020 will define us for decades to come. This means
that the compilation you’re about to read is by no means prescriptive
or complete. And there’s no way it can be. Moving forward, our world
will require us to constantly rethink and adapt our approach to work,
business, and people.
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Lessons On

Remote Work

I’ve learned that, as an HR professional,
I can work remotely. I used to tell my
friends and co-workers ‘I can’t work from
home, that’s not where the people are.’
Suddenly, everyone was remote and I
found that I could still have productive
conversations, employee meetings, and
coaching sessions with my team via
video meetings.
In 2019, I probably traveled more than 50%
of the time for my job. Looking back now
I can see we could’ve saved the company
money and not to mention the stress of
traveling (for employees and myself) by
doing more remote/video meetings.
Lastly, I learned to be a better listener
because when you’re on video you need
to actively listen and encourage others to
speak before moving onto another subject
or making a decision. Outside of work I’ve
learned to slow down and appreciate the
simple things in life like hiking. My husband
and I used to hike when we were younger
and have now gotten back to doing
something we truly enjoyed so we could
stay active and safe.

Stephanie Moody
VP, HR Business Partner,
Mercury Systems, United States
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We were very much an ‘in-office’ organization so we were very worried about
how remote work would work for our team. But even in the worst environment
imaginable we were able to thrive as a team and a company. We hit our goals,
we launched new products, signed new deals, it was amazing.
We have now decided to move to a flexible work-from-anywhere policy.
When it’s safe to go back to the office, people can if they want. If they want to
split their time between remote and the office, that’s fine too. Or, if they want
to stay completely remote (i.e., move outside of NYC [our HQ location]), that
works as well. It has really empowered people to do what is right for their life
and how they work best.
It’s also opened up our talent pool because now we aren’t limited to
NYC hires. So far, it’s very promising for us as a business and the team seems
to be really appreciative of the flexibility.

I’ve learned that remote work is not for everyone. Whether it’s because of home
situations or simply because of the need for in-person interactions, some people
want and are better suited for an in office experience.
Jeffrey Naftal,
Human Resources Business Partner, American Society for Microbiology, United
States

Karen Weeks
SVP of People, Ordergroove,
United States
[I’ve learned] that human connection is important, that being apart but still being
a team should be celebrated, and Zoom meetings are productive but they miss
the human element. I believe you should still have just a bit of time for connection
before just jumping into work.
Anonymous,
Group Executive, Human Capital, South Africa
As an organization, we’ve learned how much more we can do remotely, how to
stay connected with people and ensure everyone is fine in the new way we’ve had
to work. Remote working has also brought challenges and multiplied meetings in
some areas. Going forward, we need to strike the right balance.

Cristina Istria
HR Director Food, Beverage & Personal Care,
Amcor, Switzerland

I’ve come to realize that working remotely is beneficial. I used to wonder if I should
be doing so more often in order to get uninterrupted time to work on higher level
projects. I now know that I would not want to do it full-time, but it has provided a
nicer balance. In the past it was rare that I would ever work from home; I would feel
guilty not being in the office because I was HR. [Going forward, I’ll] no longer feel
any guilt in doing so, as it can benefit myself and the company to work from home.
4

I’ve learned that remote work is not for everyone. Whether it’s because of home
situations or simply because of the need for in-person interactions, some people
want and are better suited for an in office experience.

Jeffrey Naftal
Human Resources Business Partner,
American Society for Microbiology, United States

2/3

of the global workforce worked from
a remote location, like their home,
during the COVID-19 pandemic.
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Cynthia Hanam
former HR Director,
Laddawn, a division of Berry Global, United States
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Lessons On

Self-Care

Ceros created ‘Wellness Fridays’ during
the pandemic as a way to remind all our
employees how imperative it is to take
care of one’s self, first and foremost. It was
apparent that everyone was working extra
hard, remaining productive while working
remotely, but yet many were struggling
with the daily difficulties and challenges
of living through a global pandemic.
While everyone is experiencing something
different, it was important that we remind
each other how our own health and
wellbeing is so vital, especially right now.
By providing Friday afternoons off, it
created space and time for one to take
care of themselves; whether that was
more time for family, reading, meditation,
or self-care, it was your time and time
away from the daily stressors of work.
This small yet impactful gesture to our
employees has proven to be appreciated,
but most importantly, valuable.
We’ve learned how putting our people
first and leading with empathy can go a
long way. So much of our successes can
be attributed to our people.

Jennifer Schwalb
Chief People Officer, Ceros,
United States and United Kingdom
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Our employees were overwhelmed with the amount of stimuli with which they
were confronted. Every day employees around the globe had to make choices;
a significant conundrum was work vs child/dependent care. Another element
people were forced to grapple with was where did they as individuals fit in the
prioritization: work, clients, children/dependents, Black Lives Matter, the election,
self. The order of importance would many times follow that stream as written above
with ‘self’ coming in last. All of us have to continually remember to self-care.
We all pay lip service to the concept of caring for oneself, but are we really doing
it? Each morning I wake up with a plan as to what I will focus on. It’s a good start
but very quickly I have to pivot and make choices in the moment. Having a good
moral compass and understanding you will never achieve a perfect balance are
key to prioritization. Whatever is most important in that moment, make that the
priority and remember sometimes you are your priority.

Margaret-Ann Cole
Chief People and Transformation Officer,
Porter Novelli, United States

[I learned] to always make sure that I have my own coping mechanisms in
place, ‘put the oxygen mask first over your own mouth in case of emergency.’
Train those coping mechanisms when it’s calm and we’re not in a crisis to
come a bit more prepared into the future. Dare to be vulnerable.
I’m a leader yet I don’t have all the answers.

Anna Mindelof
CHRO, Fenix Outdoor Group, Sweden
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59%

Introduce stress management and self-care practices to employees to help
them feel valued and show you care about their mental health. When employees
are actively taking care of themselves, it can decrease any negative mental health
symptoms and have a positive effect on their overall well-being. Everyone in the
world is impacted by COVID-19 and is struggling at some level. Now more than
ever, HR leaders must consider the well-being of their employees and create
a culture that supports mental health.

Teresa Smith
HCM Strategic Advisory Group, UKG, United States

of workers felt that their organization
took steps to prevent employee
fatigue/burnout during the pandemic.

I’ve learned that you can’t pour from an empty cup. You cannot continue
to bend over backwards until you burn out, then expect yourself to work and
function to the same standard as before. Something has to give. I have also
learned the value of taking time for yourself, the importance of rest and
setting realistic boundaries for when life and work intertwine.

Dolly Oyenuga
People Systems & Data Manager,
Places for People Leisure, United Kingdom
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Lessons On

Managing
Change

When change comes, you’ll encounter
individuals who are nimble, flexible and
open, and you’ll encounter the opposite.
Neither one will change without your
support and direction. The only difference
is the degree of energy and length of
time it will take them to process through
the change. Leaders must continually
remember that everyone is processing
the change at different speeds, so don’t
leave anyone behind because when you
remember it may be too late.

Tammy Pollard
Corporate Director, Enterprise
Learning Governance and Infrastructure,
AmeriHealth Caritas, United States
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I was a bit of an ‘old school’ thinker when it came to making changes such as
working remotely. During the last 8 months my mind has flipped through pages of
thoughts of how our workplace can be better. In the end, I have had to teach myself
to think out of the box, out of my comfort zone, and most of all, to trust. Workplace
environments have hit the ultimate challenge this year and with that brought
personal changes to myself as well. I want to be the best person I can be, for myself
and my organization. This meant pushing myself to gain knowledge on millennials,
promoting flexibility, and being empathetic. I’ll carry forward all of these changes
into 2021 and continue to provide the greatest service.

Christine Meriweather
Manager, Human Resources and Payroll, Windsor
Essex Community Housing Corporation, Canada

[We] learned to push for digital transformation. We couldn’t wait for projects to be
concluded anymore. We needed to respond to the crisis immediately, and we did it.
We learned to use new tools, to communicate effectively, and be efficient in an
environment full of distractions (homes). From the day to the night, we created
offices in our employees’ home, we became agile.

Gabrielle Botelho
HR Director for South America,
CGG, Brazil
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[We’ve learned] we can innovate faster than we ever thought possible.
Many of our responses to COVID were plans already and this crisis expedited
them dramatically. People are capable of great change, quickly, but leadership,
management and communication must broadly keep with the pace of change
being experienced. It’s been a challenging year but, in time, we will look back
with fondness at the spirit and connection it resulted in.

Mark Story
Head of Learning Innovation,
Newcross Healthcare, United Kingdom

I joined the airline business in Q4 of 2019 with a specific mandate on pay
management innovation and improvements, heading up payroll and HR
operations. The onset of a global pandemic changed everything. In the end,
the overall reduction in force was over 50%. My biggest learning, as a leader
and a professional, is the importance of values and purpose and how they
provide a sense of direction and drive in times of change and uncertainty.
The clearer they are, the more accurate the bearing on your compass
as well as your peace of mind following it.

Anonymous
Director, Compensation & Performance

59%

As HR professionals it’s important we don’t revert to old ways of working
or try to shoehorn approaches into what we think has worked before.
We should use this as an opportunity to reset and rethink how we do things.

Melanie Hayes
Chief People Officer,
Harvey Nash Group, United Kingdom

of executives think that COVID-19 has
accelerated their digital transformation
initiatives by 1 to 3 years.
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Lessons On

in their families and needed help
understanding how to balance two
groups they loved and supported. At the
end of the day, the biggest lesson learned
is that everyone needs an opportunity to
feel seen and heard—and acknowledged.

Putting
People First

We used our communication tools in new
and interesting ways this year to open
up 1:1, 1:N, small group, and large group
conversations about a number of topics.
We used our employee portal to broadcast
new information and share updates, files,
and resources, to let employees decide on
the right timing and cadence to learn and
digest— instead of just receiving constant
broadcast emails left to pile up.

The world of work changed significantly in
2020 and if there was one consistent theme
it was that there is no single right answer
to addressing the needs of our employees.
Present in each of our pulse surveys re:
COVID-response and Remote-Work, was
a consistent dichotomy. Some employees
wanted more opportunity to engage &
gather virtually. Others needed more,
‘me time,’ and wanted less forced-community
and a chance to turn off their cameras.
People loved working from home, and others
desperately missed the office environment.
People voiced demand and pleas for
wellness resources, but we saw no more
than 15% adoption rates in any new services.
And when it came to shining a light on
diversity & inclusion, and the social rise
of Black Lives Matter, we also heard from
employees who have police force members

We’ve learned some significant lessons,
but strangely enough the one thing we
were reminded of most, just by being
separated from one another, was the
importance of being human, and treating
one another with compassion, empathy,
and understanding. Technology removes the
hurdles, but it’s up to us to make the effort.

Ryan Higginson-Scott
Sr. Director, Global People
Operations, Fuze, United States
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The biggest learning from 2020 is that all issues in companies
are people issues. The pandemic has shown that being a people-centric
organization is essential all the time and not just in response to a crisis.
I’ve learned that the collaboration, adaptability, and agility that became evident
last year should be the norm going forward as a company focuses on performance
and not just crisis response. This can only be done
if we continue to have a people-first approach to all aspects of work.
This isn’t an HR issue—it’s a business reality.

Steve Browne
Vice President of Human Resources, LaRosa’s, Inc., United States

While work is important, we learned that we needed to really listen to what
employees needed and think about their emotional well-being just as much as
getting the physical work done. We looked at things like fatigue from too many
online meetings and giving them extra personal time to deal with their personal
situations. We also had to equip our managers on how to be there for their
employees and help them physically and emotionally.

Anonymous
Director, Talent and Culture, United Statesl

You almost always win when you meet people where they’re
at versus approaching everything with broad strokes.

Anonymous
Sr. HR Business Partner
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A human-centric approach is not a nice-to-have, it’s mission critical. In the
immortal words of Inigo Montoya of ‘The Princess Bride’ fame, ‘If you haven’t
got your health, you haven’t got anything.’ A less tongue-in-cheek reading is
that it’s all about wellness. We have to be at our best to do our best work.
A human-centric approach is not a nice-to-have, it’s mission critical. In the
immortal words of Inigo Montoya of The Princess Bride fame, ‘If you haven’t
got your health, you haven’t got anything.’ A less tongue-in-cheek reading is
that it’s all about wellness. We have to be at our best to do our best work.

HR is about people. People make businesses successful, people are human beings,
and we all need a bit of care and attention at times. We, as a profession, should
never forget this or feel apologetic about needing to address the ‘soft stuff’. This is
just as important as ensuring the business is delivering what it needs strategically
and commercially, and of course people, and therefore HR, should be at the center
of making this happen in any organization. No more aspiring to get a seat at the
table, just take it and know that you’re there for very valid reasons as the pandemic
has forced the world of business to recognize [this] even more!

Allison Small

Julie Armstrong

Global Director, Talent & HR Management,
The Nature Conservancy, United States

Chief People Officer, Calisen PLC, United Kingdom

63%
of employees either strongly or somewhat
agree to the statement “I felt cared for by my
organization during the COVID-19 pandemic.”
15% said they strongly or somewhat disagree.

Culture is the main component in any organization that will help it to survive and
sustain the business. I realized that having the best technology and financial ability
is nothing without the people and their connection to each other and its reflection
on the culture as a whole unit. 2020 opened our eyes to the importance of taking
care of the human before the resource so that they can become the resource that
will help companies get back on their feet.

Anonymous
HR Consultant
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Lessons On

Diversity, Inclusion,
& Belonging

Our biggest learnings this year at
HubSpot were twofold. (1) In moments
of crisis, you have to lean into your values,
not away from them. At HubSpot, we value
empathy, adaptability and transparency,
and each of those values informed our
actions and response to COVID19. Taking
a values-first approach to leadership and
communication when things are uncertain
really matters. (2) Diversity, inclusion, and
belonging is everyone’s job. This year,
we launched anti-racism training to all
of our employees and all of our managers
in the wake of Black Lives Matter. But that
training, while important and valuable,
is necessary but not sufficient.
Candidates and employees want and
expect organizations actively creating
change, not passively perpetuating
patterns of the past.

Katie Burke
Chief People Officer,
Hubspot, United States
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While 2020 was unprecedented across all areas, this is especially true in the
diversity, equity, and belonging space. The murders of George Floyd and Breonna
Taylor shone a sobering light on issues such as systemic racism and injustice.
As a company, we re-examined our role in the necessary collective healing.
We also committed to creating a better, more equitable community for all.
For us to accomplish our goals, we realized this work needs to be embedded within
all aspects of our business. This isn’t a single team’s effort. In 2021, we’re laying the
groundwork through our practices, partnerships, and programs. One example is
growing our commitment to diversity networks. These groups are employee-driven
and designed to foster inclusion and build community. We’re marching towards a
future where people of all identities and experiences can thrive equally.

Paige Moffat
DE&B Program Manager, UKG, United States

50%

What I hope we all take with us into 2021 is increased empathy. I hope
we’ve recognized the need for all workplaces to become more supportive of
our employees as whole, complex people with whole, complex lives. When
companies went into lockdown and transitioned to remote work, many people
experienced what it’s like to need an accommodation or adjustment to be able
to do your best work and fully contribute.
I remember a colleague showing me her work-from-home setup, which consisted
of an improvised desk made from an ironing board so her kids could share
the kitchen table for remote schooling. She needed kindness, grace, and
accommodations to be able to continue working and be fully productive: a small
desk allowance to set up a functional workspace and adjusted work hours to give
her a break mid-day to care for her kids. Pre-pandemic these things would have
been perceived as luxuries, not necessities. I had another colleague with a
disability who was told for years his job was impossible to do from home
even though it would allow him to thrive and be comfortable. Now, he’s been
more productive this year than ever before in his career.
We’ve learned that flexibility can create greater employee engagement,
satisfaction and work-life balance. Are we brave and innovative enough to keep
asking ‘how can we make it possible’ instead of saying ‘we don’t do that’? Are we
willing to keep seeing our people as whole people with whole lives, and meet
them where they are to enable and inspire their best work?

Cara Pelletier
Sr. Director, Culture & Belonging, Moderna, United States

of employees feel that organizational trust
impacts their feeling of belonging.
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Lessons On

Being Flexible

I’ve learned that this global reset has
only accelerated so much of what was
already underway and needed for
organizations to thrive: (1) Speed to
decisions takes not only access to data
and digital insights, but also a need to
listen to our local communities, customers,
and employees differently—not just
listening to the same voices in our
normal go-to for the best outcomes
(an act of inclusion); (2) Flexibility is for
everyone and organizations need to
ignite a different openness to how and
where work gets done; and (3) While
a need for fast, agile, and continuous
learning is needed more than ever,
unlearning is as important to effective
learning impact.

Melissa Harper
SVP, HR, Bayer, United States
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[The events of 2020] further highlighted already existing inequities in communities around the world. We’ve seen that particularly women, LGBQT+, BIPOC, and
working parents have disproportionately been affected in the workplace, and that
local contexts have a compounding effect. I believe there will be a focus on creating
people-centered workplaces to build a more equitable and inclusive workplace that
will strengthen organizations far beyond COVID-19. Prioritizing diversity in decision
making and communication will not only help businesses be positioned to better
support their employees and communities, it will also drive sustainable business
performance.

Erika Sandoval
HCM Strategic Advisor, UKG, United States

We learned the hard way that we don’t have to die with the procedures in our
hands, because while those are helpful in a ‘past normal’ environment, when the
situation is beyond normal you have to adapt swiftly. People don’t have to work
from 9 to 5 to be productive and strict supervision is not necessary. [We’ve also
learned] that taking a break in the middle of the day for 2 hours to reset is acceptable and beneficial for both the employee & employer.

Anonymous
Sr. HR Expert, Norway
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Be flexible and forgiving—people have lives. Kids, dogs and cats walk in
on Zoom calls and do embarrassing things. People forget they have their
camera on. None of these things signal the end of the world. Have a sense
of humor and help employees to work where they’re at!

From a business continuity perspective, 2020 has been a perfect example of the
benefit of having a specific and actionable business continuity plan. There were
times where technology was not equipped to handle so many remote users at one
time, so IT had to work quickly to adapt the technology to meet these new needs.

Anonymous

Facility management has also had to evolve with new methods to ensure a safe
and healthy workplace. We also found that our roadmap needed to be flexible.
There were times where management needed to take a step back and reassess
the roadmap to effectively adjust to new critical projects or initiatives to meet
new business needs.

HR Manager, United States

Greg Mitchell
Sr. HRIS Manager, Sidley Austin LLP, United States

I’ve learned that, like a rubber band that has power when it’s stretched, I, too, have
power when stretched. Was I too comfortable before? Perhaps. Did I tell myself that
I was facing work creatively when in reality I was operating within well-defined and
comfortable norms? Absolutely. I’ve learned that the difference between failure and
growth is seeing an obstacle as an obstacle instead of seeing it as an opportunity.
I now ‘get to’ versus before when I ‘had to’ pivot. The past several months have
been a challenge but without the chance to do something hard, do we really
appreciate work and life?

Tiffany Diehl

I think I have known this information all along and probably have talked about it all
my life, but the last 8 months propelled me to actually extend grace daily.

Cherry McCutchen
Deputy Director of Learning & Development,
New York City Housing Authority, United States

Director, People Development,
Brown-Forman, United States
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Lessons On

Prioritization
The past 8 months accelerated my ability
to focus on the overall greater good and to
not sweat the small stuff. We had to move
at such a quick pace to respond to the
pandemic that we targeted overall wins
for the majority. It’s been a great lesson
for me professionally and personally.

Janet Hughes
Director of Human Resources,
MEC Canada
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[The [events of 2020] have taught me to really find joy in the little things in life.
When all the shops, entertainment venues, etc., are closed and it feels like all you
do is work, feeding the ducks, going for a walk, or reading a book helps to create
space and find something more than what we had previously known.

Jennifer Cunningham
Global Head of TA & HRSS,
Hologic, United Kingdom

The pandemic has forced all of us to slow down a bit. That is, we’ve had
more opportunity to work on relationships, listen more carefully to what others
are saying, and reflect on priorities. Relationships have become more important
as a result, and this is a good thing. By doing so, I believe it has enriched our
relationships, increased collaboration, and indirectly impacted productivity in
positive ways. Much of the ‘noise’ that existed prior to the pandemic has been
replaced by more thoughtful conversations, approaches, and actions. In addition,
we’re becoming more focused and less distracted by things that matter little
in the grand scheme of things.

Anonymous
SVP, United States

I learned to take my time and appreciate the small things. I was always caught
up in the sprint of work and didn’t appreciate my family, my health, or even
the rising of the sun each day how I should.

Anonymous
D&I Partner, United States
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Lessons On

Resilience

One reflection is mainly about the
resilience of people. While HR, Safety
and Communications, and leaders of the
company worked together to communicate
with employees about precautions, risks,
and new work arrangements, employees
felt cared for and listened to. That
generated the energy and resilience
to carry through this tough period.
My second reflection is about decision
making. COVID quickened the process of
agreeing on the way forward. Many of the
decisions that would typically take a lot
of discussion for too long of a time were
quickly agreed upon. We also empowered
managers and employees to agree on
work arrangements between them, not
needing the intervention of HR.

Deepak Kumar
Executive Vice President,
HR, Sidel, France
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As a leader, particularly in HR, resilience in the face of your own frustration
is absolutely vital if you’re going to help your employees, including your leaders,
overcome their challenges. This has been a difficult time for those who have lost
loved ones, those who have lost jobs or livelihoods, or for students who lost
months of learning and social development.
Communities and adults must come together to help them rebound and come
back stronger. And for those who were fortunate enough not to lose their jobs,
we owe it to the less fortunate to offer whatever support we can, not just our
sympathy or good will, but a concerted effort to help them rebuild and restore
their lives. Never has the word resilience meant more to me than it has now.

I’ve learned a lot about our ability as humans to find ways to adapt and thrive
in challenging, unpredictable times. I’ve seen many organizations, mine included,
go to fully work-from-home from a traditional office setting. We’ve found ways to
still impact and serve our clients at a high level, while maintaining a strong culture.
It’s changed my mindset in terms of how we can continue to leverage the virtual
environment and still find ways to make positive connections with people
even when we’re not in person.

Anonymous, VP, R&D and Training

Randy Yu
CHRO, Misumi, United States
I’ve learned that agility and resilience are not just buzzwords and
need to become more characteristic of how we live and work.

Shawn Duster
Assistant VP of HR Shared Services,
Rush University Medical Center, United States
As a company, we’ve learned that major shifts can happen without warning, and
you have to be agile and nimble to be able to bend with the shifts without breaking;
that ‘pivot’ and ‘resilience’ are words we had to learn the meaning of very quickly.
[We also learned] that you must always have options, and if you don’t have options,
create them; you need to have a change mindset to survive as a business.

Kawme Charles
Consultant, Quality Consultants Limited, Trinidad and Tobago

[I learned] how resilient my team and family really are. I’ve made a point to
encourage my team to take time away and focus on family. I’ve recognized that
working from home can be quite challenging for some to find that balance.
More so now than ever before, it’s critical to check in on folks personally
to ask about them and how they’re doing, not just about work.

Mia, Isnardi-Shook
VP, Human Resources, Hitachi Vantara, United States
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Lessons On

Communication

32%

Mind the choice of your words. For
example, remind managers it’s a ‘back to
the office’ plan, not a ‘back to work’ plan.
People were always at work. In fact, most
staff worked even harder during lockdown.
Also, find ways to keep a finger on the
pulse of your organization. Check on each
other and on staff. Make space for the
casual talk that would naturally happen
by the coffee machine. This is even more
important for HR as we don’t always get
invited to the meetings.

René Bujard
HR Director, Global R&D,
Galderma, Switzerland

of workers said they wished their
organizations communicated sooner
and more openly during the initial
days of the pandemic.
24

I’m located in Bali, Indonesia, where hospitality is the heartbeat of the island,
and heritage and culture is the DNA of the people. Experiencing an empty island,
we’ve seen hotels closing down both temporarily or indefinitely. HR has had to
meet with team members whom we’ve had to say goodbye to professionally.
What we’ve learned that has made us stronger is (1) overly communicate to the
team, and overly listen to them with the intent to preserve and grow trust to the
highest level; (2) a strong sense of purpose allows HR to do our job in less painful
ways; (3) look at the big picture, be honest with our options, then under promise
and over deliver; (4) look at HR services beyond professional operations, we’re
looking at ways to reskill our former team members and equip them to survive
and succeed outside the workplace; and (5) look at the company strategy for the
future and find ways to go beyond the current scheme and structure.

Trust is critical to communications. And trust is difficult to build in completely
remote working situations. This year I realized that I took in-person interactions
for granted. We can build trust in other ways but it takes intent to do so.
We have to take the time to focus on those around us as we work to
build relationships from a distance. It matters.

Sheila Noel
Vice President, Global Employee Communications,
UKG, United States

Virmigia Risnayani Vira
Regional HR Director,
Alila Hotels & Resorts, Indonesia

Always include ‘this is safe to open’ in communication emails. We did (we thought)
a fabulous job in sending out updates on furlough, letters from the CEO, etc., until
one person told us that he dreaded receiving them. He always thought ‘this is the
day that I’m going to be made redundant.’ He agreed that it wasn’t logical and we
would never act in that way, but being at home and watching the news and social
media had a hugely negative impact on his fear for the future.

What we’ve learned is that resilience and adaptability are the keys to success.
All plans are subject to change and without notice. The more we can realize that we
do not have all the answers, and that is ok, the better off we will be. Instead, it’s our
role as leaders to consult everyone, gather opinions, understand hidden strengths
and talents, redefine purpose, and communicate, communicate, communicate.

Ann Harkin

President, Your Brand Marketing, Canada

Ben Baker

Group HR Manager, The Casey Group Ltd,
United Kingdom
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Lessons On

Employee
Engagement &
Culture
[I’ve learned] people are able to adapt
to change quickly when their survival
is dependent on it. I love what I do and
the impact it has on the employees, and
lockdown taught me that I needed to
start looking at employee engagement.
It totally shifted my view on onboarding
employees and finding creative ways
to engage with them, as well as finding
effective ways to keep managers engaged.

Phumudzo Luvhengo
Sr. Learning and Development Manager,
Blue Label Telecoms, South Africa
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Employees’ sense of belonging is key, even through small things such as digital
coffees, messy digital lunches, or informal chats just to ask ‘how are you?’
and paying real attention to the answer.

Anonymous
People and Organizational
Development Manager, Italy

I learned that while many companies believed they had a strong corporate culture
and identity, it became very difficult for employees to ‘feel’ it as teams moved to
remote work. I think a number of tactics used to ‘show’ corporate culture are built
into day-to-day operations within office spaces, and this leaves businesses
floundering when that medium is no longer available. Going forward, companies
will have to find ways to showcase their culture in a remote environment.

Anonymous
Culture Report Manager, Canada

2020 had a profound impact on the way we approached work and it gave us an
opportunity to redesign jobs to make them more meaningful and motivating, and
building cultures of creativity by leveraging shared values, interests, and strengths.
We also learned how to be more generous and make work better for everyone.

Madhav Das
Sr. Director, HR, Zeta Global, India
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My belief is that great teams can persevere through any challenge. I had no idea,
like the rest of the world, what we would face. However, those companies that live
the values they preach, will thrive. As for life, I will not take for granted the small
interactions. I’ll try to get the most from them and cherish them.

Bob Selle
CHRO, Ocean State Job Lot,
United States

I have a deeper understanding of how important it is to recognize, appreciate,
and understand our employees. We’re an essential business and the majority of
our employee base has been at the front lines. Employees need to know that
the company has their back and will go above and beyond to let them know that
they’re as important as senior executives. I think this is an area where our company
could’ve done better and it’s at the top of my radar as an HR professional.
Employee engagement always!

Anonymous
Head of HR Operations, United States

The criticality of being able to pivot and pivot quickly was my biggest learning.
Having a culture that embraces collaboration truly can foster innovation; that,
along with pivoting capability is what will separate the survivors and thrivers from
the rest. Going forward, I’ll be far more apt to view multiple solutions to multiple
challenges and think more broadly about all potential outcomes in light of
environmental or macro-economic events.

Milly Christmann
HR VP, Vistar, United States
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Lessons On

Leadership

I learned that HR leaders must have
the stamina to stand on our ethics and
principals when staring at adversity. In
2020, HR faced many adversarial moments
but as leaders, we had do something
and do it quickly with integrity. It was
necessary to pivot to remote work as well
as understand and analyze the impact of
COVID-19 on the organization, staff, and
even their families. Simultaneously, we
had to respond publicly in a direct, yet
thoughtful manner about poor race
relations, diversity concerns, and assure
our staff, clients, and community partners
that racism and/or discrimination has
absolutely no place in our organizations.
If 2020 taught the HR profession nothing
else, it taught us to think critically, and
what it means to be a true strategic
partner at the leadership level.

Dottie Ann Stevenson
Ed.D., sHRBP, CHRO,
The Mental Health Association of Westchester

29

Trust in others to do what’s right when faced with adversity. Show empathy without
judgement and compassion when needed. And lastly, it’s ok to relinquish control
and be vulnerable as it’s the moments of vulnerability that relationships bond,
collaboration sparks, and the best ideas prevail.

Mick Clancy
Head of HR, Americas, SWIFT, United States

Be humble enough to apologize when you’re wrong about a decision or mistake
that negatively impacted someone or employees in your organization. Leaders may
not always make the best decisions and aren’t expected to know everything, but
don’t be afraid to say ‘I’m sorry.’ Be open and transparent as a leader. Aim to be
veracious in your decision making process so people understand the why behind
any decision made.

Thalia Bernard
HR Officer, Massy Motors Ltd., Trinidad and Tobago

I’ve learned we need to develop in a 360 way. It’s crucial to be mature and selfaware to adjust our agendas (personal and work). Also, we need strong emotional
intelligence to manage ourselves and our teams in this VUCA (volatility, uncertainty,
complexity, ambiguity) environment.

There’s a better way to work. The old way is antiquated and out of date. This is a
massive opportunity for us to reinvent and to enable people to thrive with a better
balance of personal and professional lives.

Carina Rivero

Chief People & Brand Officer, CPA Global

Melanie Fitzpatrick

Director of Talent. Sintesis, South America

Listening skills and resilience are absolutely critical. We have to learn to pivot and
ask for help when we need it. We cannot assume what our colleagues need, we
have to talk to them.

Terri Lewis
CHRO, One Call, United States

True power is in leveraging your ecosystem that’s empowered to figure out the best
solutions. More important than ever, it’s not about jobs, titles, or departments; it’s
about routing for growth amidst challenges, seeking clarity amidst ambiguity, and
working horizontally across groups [while] demonstrating empathy and accountability.

Veena Viswanath
Sr. HR Consultant, Siemens, United States
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Time is our most valuable asset. How we manage, invest, and utilize this asset is key
through any uncertainty. I will approach life, work, and relationships with a mindset
of gratitude and being willing to accept change. Patience and agility is extremely
important. Most importantly, having accurate data and skill sets to keep business
moving forward is imperative.

Chas Fields
HCM Strategic Advisor, UKG, United States
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We live by the mantra that every employee deserves a great manager, and believe
people managers have the single largest impact on company performance. The
pandemic put our deeply held belief to the test.
Helping managers be as effective as possible has been the driving force behind the
institutionalization of multiple UKG practices, including holding managers accountable for communication, empowerment, support, and development behaviors. Our
analysis shows that these specific behaviors make for a great manager at UKG—and
they were undoubtably all invaluable leadership qualities in 2020.
The ability to effectively communicate and empathize with employees through
the pandemic has had implications beyond business, into the physical and emotional well-being of our people. In 2021, we’ll continue taking an evidence-based
approach to developing programs and providing support in these areas based on
listening to our employees’ and leaders’ changing needs.

David Almeda
Chief People Officer, UKG, United States

of workers trust their employer
more now than they did before the
pandemic and over 50% trust their
employer just as much. Only 3% said
their employer lost all of their trust
due to how they handled COVID-19.
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Forge ahead with confidence
In 2021, HR needs agile tools, platforms, and processes it can deploy to make work
productive, engaging, and accessible from anywhere, anytime. It’s the only way to equip
employees for success into the new year—and throughout whatever comes next.
UKG HR Service Delivery makes it easy for HR to help employees navigate uncertainty,
from a simple question to a complex event such as a maternity leave. Integrating with
your HRIS, our software allows HR to automate almost any manual process, respond to
employee requests, and actively manage related employee documents—all within a
platform built to mitigate security risks and reduce compliance headaches.
To learn more, visit www.people-doc.com.

To learn more about how HR Service Delivery
can help your team, contact us today for a demo.

CONTACT US

About UKG
At UKG, Our Purpose Is People. Built from a merger that created one of the largest cloud companies in the world, UKG
believes organizations succeed when they focus on their people. As a leading global provider of HCM, payroll, and workforce
management solutions, UKG’s award-winning Pro, Dimensions, and Ready solutions help tens of thousands of organizations
across geographies and in every industry drive better business outcomes, improve HR effectiveness, streamline the payroll
process, and help make work a better, more connected experience for everyone. With more than 12,000 employees around the
globe, UKG’s inclusive workplace culture has led to numerous awards, including consecutive years ranked as one of Fortune’s
100 Best Companies to Work For. To learn more, visit www.ukg.com.
© 2021 UKG Inc. All rights reserved. For a full list of UKG trademarks, please visit ukg.com/trademarks. All other trademarks, if any, are property of their respective owners. All specifications are subject to change.
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