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Figure 20: Effectiveness of support centers: in-house vs. outsourced 

The Need for 24/7 Support
Regardless of size, around 40% of all organizations feel that 24/7 support is important (Figure 21). 
These figures are not much changed from 2010. 

Figure 21: Is 24/7 access important?
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There are two reasons why organizations want 24/7 support: one is they have employees working at all 
hours due to shifts or time zones; the other is they want people to have access outside of working hours. 
Small organizations tend to cite the later reason, while large organizations are more likely to cite the fact 
they have employees working all hours (Figure 22). A few respondents took the time to comment that 
both reasons mattered to them. The number of organizations valuing 24/7 support has remained rela-
tively stable over the last four years, but perhaps in time we will see an upward trend as employees who 
grew up in a 24/7 world come to dominate the workforce and come to expect this level of service.

Figure 22: What is the main reason 24/7 coverage is important to you?

The Positive Impact of Benefits
Benefits is so complex from an administrative and compliance perspective that it is easy to lose sight 
of the reason we have them in the first place. The reason for benefits is to improve our ability to at-
tract, retain, and motivate talent. We asked respondents if they were making any particular efforts to 
use benefits to drive employee engagement. About half of small firms do try to use benefits to drive 
engagement; somewhat more than half do in mid-sized and large firms (Figure 23). 
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Figure 23: Are benefits used to drive employee engagement?

The main means for ensuring benefits drive engagement were:

1. Good communications
Organizations used a wide variety of communication mechanisms to ensure employees felt good 
about the benefits they were getting. This includes newsletters, small meetings, webinars, speak-
ers, email, effective online access to information, and training. One respondent said they had “Active, 
imaginative, creative communication strategies, including but not limited to: video ‘telenovella’ series, 
parties, and social networking announcements.”

2. Wellness
Wellness programs are one area of benefits that are high-touch and these were often cited as a way to 
enhance engagement.
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3. Good level of benefits
It is hard to get much engagement mileage out of a weak benefits program, and a number of respon-
dents pointed out that one of the elements they had in place to drive engagement was a reasonably 
generous package.

4. Research 
Some respondents mentioned the importance of ongoing research (such as doing employee surveys) 
to understand employees’ needs and then regularly updating the benefits to respond to what em-
ployees cared about most.

5. Family involvement
An interesting point respondents made was that benefits that connected to the family drove engage-
ment; specifics included: family coverage, a family day, and online information accessible to all family 
members.

One respondent commented: “Employees here are oftentimes oblivious to how great their benefits 
are.”  This is clearly a serious challenge for benefits professionals. This is the last link in a successful 
benefits program and until this link is forged the organization will not get full value out of the invest-
ment in benefits.

New Health Care Laws
One of the biggest political issues in recent years has been the new health care legislation. Whatever 
organizations feel about the overall pros and cons of the new laws, the vast majority agree it will in-
crease group health care costs (77%). This means that there will be no rest for HR leaders seeking ways 
to continue to deliver good benefits while controlling costs.

Some of the opinions respondents shared included:

	 •	 Costs will increase in the short term, but decrease in the long term

	 •	 Insurance carriers will use it as a tool to push additional costs to employers/employees

	 •	 Costs will continue to increase as they have over the last several years, but it is unclear that  
		  the new health care law will drive these increases, though it will certainly be blamed for it
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Figure 24: What impact will the new health care law have on group health plan costs?
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One specific change HR needs to consider is the new reporting requirements. Here the vast majority 
(81%) felt they did not need to make any special change, while a few were adding more staff or look-
ing to outsource benefits administration (Figure 25). Many respondents did mention working more 
with their broker to deal with the reporting needs.

Figure 25: What changes are you making to comply with the new reporting and employee  
communication requirements in the new health care act? 

Adding more staff

Looking to outsource benefits administration

Nothing
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Closing Comments
One of the interesting insights in this year’s study was that the aspect of benefits administration that 
was most troublesome was the category “employees.” Clearly, the role of the head of benefits is not just 
to cost-effectively deliver an attractive set of benefits, but to find ways to get employees interested 
in their benefits and involved in programs like health/disease management. This in turn should help 
drive employee engagement because an employee who is interested in benefits will more likely appre-
ciate the value the organization is delivering.

With so much money spent on benefits, HR should have a good case for getting the investments they 
need to get benefits administration and technology firmly under control so there is time to deliver the 
essential value-add of getting employees involved with benefits. It is that employee involvement that 
will deliver the attraction, retention, and motivation benefits are capable of.
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Appendix

Data Cuts Not Covered in this Report
There are many different ways to cut the data based on job title, industry, and company size. If there 
is a cut of the data not covered in the report that is of particular interest to you, please contact Susan 
Straka (susan.straka@workscape.com) and we can determine if the data you seek is available.

Survey Demographics

What is your job title or position?	

Answer Options	 Percent

President, CEO, owner, partner, principal	 1.2%

Vice President-level of HR	 9.6%

Vice President-level of Benefits	 1.7%

Director-level of HR	 13.7%

Director-level of Benefits	 3.9%

Manager-level of HR or HR generalist	 47.1%

Manager-level of Benefits	 11.5%

Benefits specialist	 11.3%

Other	 0.0%

What is the total size of your company’s workforce?  
(Please include all divisions, plants, branches, offices, parent  
and subsidiary organizations.)	

Answer Options	 Percent

Less than 1,000 employees	 49.5%

1,001-2,500 employees	 14.5%

2,501-5,000 employees	 8.1%

5,001-10,000 employees	 9.9%

More than 10,000 employees	 18.0%
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What is your organization’s primary industry?	

Answer Options	 Percent

Agriculture/Forestry/Fishing	 0.4%

Manufacturing	 13.9%

Transportation	 2.3%

Utilities	 2.5%

Wholesale Trade	 1.9%

Retail Trade	 3.3%

Finance/Insurance/Real Estate	 12.9%

Services	 4.5%

Non-Profit	 5.7%

Health Care	 10.5%

Education	 4.1%

Government	 11.1%

Construction	 1.2%

Mining/Oil/Gas	 2.4%

Library (corporate, public, or academic)	 0.8%

Publishing/Communication/Advertising	 0.9%

Consulting/Legal	 2.5%

Software/Systems	 3.6%

Hospitality	 1.2%

Entertainment	 1.1%

Other	 13.1%
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Workscape, an ADP Company provides a combination of benefits and talent management software solutions, 
technology and services to help efficiently manage the key processes that drive total rewards. Leveraging 
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