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Before the COVID-19 pandemic reset our 
expectations of and relationships with HR, 
Mercer’s research had identified that 83% 
of executives were looking to transform 
that typically administrative function into 
one that makes a genuine strategic impact 
on their organization. Pre-pandemic, 58% 
of companies were already transforming 
their organization to become more people-
centric and digital. Yet in comparison, just 
4% of HR teams believed they delivered 
an exemplary employee experience. With 
that understanding, Mercer developed 
its HR Accelerator, an employee-centered 
and multidimensional approach to help 
companies create a more agile, efficient 
and strategic HR function.  

As we entered 2020 and the realities of the pandemic 
became clear, companies were forced to quickly adopt 
test-and-learn strategies to find new ways of working, 
collaborating and interacting. This period resulted in 
significant learning — for employers and employees — 
and further reinforced Mercer’s approach to building HR 
around employee experiences and business priorities. 

Two years later, more than ever before, companies are 
reimagining ways to better compete in this uniquely 
complex and ever-changing environment. HR has an 
extraordinary opportunity to take the lead in transitioning 
from traditional management practices to agile leadership 
and establishing new ways of working to create resiliency 
for the organization and flexibility for the employee. 

Meanwhile, on the employee side, the past two years have 
been a time of tumult and upheaval, as well as personal and 
professional re-evaluation. Out of this massive, real-time 
experiment, two significant priorities have emerged: the 
expectation of permanent flexibility and the demand for 
an exceptional user experience. Mercer’s approach helps 
companies develop impactful experiences by using rapidly 
advancing technology and delivering agile ways of working.

Mercer’s 2022 Global 
Talent Trends report 
reveals that 93% of 
organizations are planning 
or implementing changes 
to their HR function this 
year to boost its impact.

https://www.mercer.com/what-we-do/workforce-and-careers/hr-accelerator.html
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60% of employees would 
consider switching 
employers if long-term 
flexibility was not an option.

Rethink target interactions
The pandemic has also illuminated the urgent need 
for organizations to develop greater resiliency to 
prepare for and protect against any future shocks 
and disruptions. Again, in response, Mercer’s 
HR Accelerator approach involves working with 
organizations to design a balanced HR function that 
is flexible and future-fit. Here’s how. 

Start by establishing a Target Interaction Model 
by considering: 

• Who are HR’s customers?

• What are their journeys and specific needs?

• How do they prefer to get information and 
interact with HR?

https://www.mercer.com/our-thinking/career/transforming-hr-why-a-target-interaction-model-is-the-key-to-unlocking-the-employee-experience.html


Transforming HR to deliver an exceptional hybrid EX 4

HR customers People operations 
platform

Personal 
support

Functional expertise

Exemplary Target Interaction Model 

Candidates
People 

operations
Employee 

experience

HR and 
beyond

Employees

External 
workforce

Advisory and 
administration

People leaders
Leadership 

partner

Agile 
HR pool

HR customer-facing communities

Enterprise-serving communities

Talent acquisition

Talent development

Compensation and benefits

…

Diversity, equity and inclusion

HR analytics

…

People 
strategy 
advisor 

Top 
management

HRIS platform

Mercer’s focus on the Target Interaction Model creates 
a solid employee experience-based foundation that 
prioritizes identifying workforce needs (interactions) 
across the organization and then builds support, 
processes and operating models around those needs. 

Mercer’s HR Accelerator 
approach can enable 
greater resiliency for the 
organization and support 
hybrid working and 
employee flexibility.

Project portfolio management
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Creating exceptional 
moments that matter for 
all employees requires a 
careful look at employee 
programs and processes, 
most of which were 
designed with in-person 
interactions in mind.

Reimagine the employee experience 
for hybrid
Besides creating efficiencies and greater agility for HR, 
Mercer’s HR Accelerator approach re-examines the design 
of existing processes (many of which were built around 
in-person experiences). Looking at these processes through 
a hybrid or remote employee lens ensures exceptional 
interactions and experiences for all employees — regardless 
of where they work. 

Nearly all executives (96%) believe we are experiencing 
an employee-centric labor market, making it even more 
critical to embrace hybrid working. Getting it right creates 
opportunities for employees and employers, as it can 
expand the talent pool; support diversity, equity and 
inclusion; attract top talent; and increase resiliency to 
future shocks. Unlike before, with this approach, HR will 
partner with leadership to shift to hybrid working, putting 
employees at the center of this effort and using people data 
to inform and navigate the transition.

Building a better hybrid employee experience matters 
in the near and long term. Research from Mercer’s 
2020 Global Talent Trends study tells us that energized 
employees are more resilient, more likely to stay and 
more ready to reskill — all vital to growing the business.

A successful transformation to an employee-focused 
Target Interaction Model calls for a fundamental shift in 
mindset — one that HR leads, the C-suite supports and 
the entire organization values. This shift will succeed 
when HR makes decisions and transforms the function 
to positively embrace and support the hybrid employee 
experience — committing to a rapid human-centric 
iteration of processes. At a time when all eyes are on 
the CHRO — during an intensely competitive labor 
market — shaping the HR function to deliver exceptional 
experiences for a hybrid working environment that’s here 
to stay is the critical first step.
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Transitioning to an employee-centric Target Interaction Model

Explore employee 
journeys and interactions

Co-design a new approach 
with the business

Implement the new 
design with available 
technology tools

Prototype, test and iterate

Contact us
Looking to set up a successful transformation? 
Reach out to one of our experts below.
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