
Service:  
The Missing 
Factor in HCM 
Software 
Satisfaction



Service: The Missing Factor in HCM Software Satisfaction    2

Are you happy with the service 

provided to you by your HR 

technology provider? A new study 

reveals that many people are not 

and suggests new approaches to 

customer service assessments 

from both current and future HCM 

software providers.

When evaluating HR technology, 

it’s common to focus on 

product functionality and 

features. However, research 

shows, it’s customer service—

not product functionality—that 

often has the greatest impact 

on an organization’s long-term 

satisfaction and overall success 

with a provider.

Our study found people rank their HCM providers’ customer 
service as low, with 75% of HR decision makers reporting 
issues with their provider’s service. Problems such as slow 
response times, poor software trainings, and the absence of 
dedicated support representatives are hampering organizations 
across industries from getting the most out of their HCM 
investments.

In hindsight, today’s HR buyers and decision makers admit 
they should have prioritized customer service and partnership 
over other important factors, such as cost or reputation, to 
achieve the support they need. More hands-on service is 
also desired, with many organizations expressing increased 
interest in consulting services for HR-process optimization, 
compliance, employee engagement, and talent strategy.

Yet, customer service issues remain, and service currently 
stands as the top reason HR buyers regret their HCM 
choice. Focusing mostly on product functionality and under-
evaluating customer service can result in major dissatisfaction.

This whitepaper explores organizations’ relationships with 
their current providers, and the growing expectations 
surrounding HCM services and consulting. The following 
pages are designed to help you and your organization assess 
your own chosen provider, and consider new approaches to 
evaluating an HCM partner for optimal satisfaction.

Preface

75%
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HCM providers’  

SERVICE  
EARNS LOW 
MARKINGS 

—lower than software functionality

Going forward,  
HR decision makers  

will look for an  

HCM PARTNER 
THEY TRUST

HR  
CONSULTING 

SERVICES  
are becoming increasingly expected  

of HCM providers
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Our study uncovers 4 key findings:

Poor service is the  

#1 CAUSE  
OF REGRET  

in HCM software choice



Service: The Missing Factor in HCM Software Satisfaction    4

HCM providers’ service  
earns low markings—lower 
than software functionality

While most HR decision makers say they are 
happy with their HCM provider’s product func-
tionality, less than half (43%) are as satisfied 
with its service. Many are facing slow response 
times, lack of personalized support, and costly 
or low-quality training.

In fact, of the 75% of HR decision makers who 
report facing problems with their current 
provider’s service, the majority named the 
provider’s poor or slow response to issues as 
the #1 concern. What’s more, over a third of 
them typically have their inquiries handed off 
to multiple people or have experienced poor 
software training. 

From these findings, it becomes increasingly 
clear that, when organizations are evaluating 
current or prospective HCM software providers 
equal focus should be placed on the types 
of service and support offered, rather than 
focusing only on product. Just as you look for 
a provider whose software functionality meets 
the unique needs of your people and your 
business, your organization would benefit from 
thinking more about your individual service 
and support needs, and how the provider can 
meet or exceed those expectations.

Questions to consider asking include:

•  Does the provider offer continuous training, 
and in a variety of ways—in person, online, on 
demand?

•  How many of these trainings are available on 
an ongoing basis and free of charge?

•  Have you received the right types of training 
content from your current or past providers? 

Having access to ongoing training courses and 
educational resources can ensure you and your 
people get the most out of your HCM software 

investment, reduce your level of stress, and 
remain up to date and knowledgeable about a 
solution’s latest features.

Moreover, when it comes to answering questions 
or providing technical help with the product:

•  Is someone readily available by phone to 
assist or provide a timely resolution?

•  Does the provider offer each customer a 
dedicated account representative who 
gets to know the customer and provides 
personalized support?

Our study reveals fewer than two in five (38%) 
users have a dedicated customer service  
representative with their current providers. 
Additionally, more than 6 in 10 (62%) HR 
professionals would prefer to receive help 
from a real person over the phone, versus 
having to resolve their own issues using online 
resources. 

Asking prospective HCM providers about the 
specific levels and array of service and support 
they offer serves to increase your long-term 
satisfaction not only with the product, but also 
the chosen provider itself. In other words, it can 
prevent buyer’s remorse.

1. 

62%

         Your organization 
would benefit from 
thinking more about 
your individual service 
and support needs, and 
how the provider can 
meet or exceed those 
expectations.”

“
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So, it’s not surprising that HR decision makers 
admit their company didn’t factor services 
enough into their decision. While less than 
half (43%) say they should have focused more 
heavily on product functionality or cost when 
selecting an HCM software provider, nearly 2 
in 3 (65%) say they wish they had prioritized 
customer service. 

What steps can you take to ensure you’ve 
made the best choice when selecting an HCM 
software provider—a choice you won’t end up 
regretting?

One path is to look for a provider who’s equally 
invested in products and services. 

•  What does the company invest in service and 
product development?

•  Are the associates on the support team 
credentialed and experienced?

•  What do customer references say about 
support?

Also look at what they provide beyond surface-
level support. A collaborative partnership 
appeals to organizations and providers alike. 
As our research shows, more and more HR 
buyers are looking not for a vendor, but a 
trusted partner.

Nearly 8 in 10 (77%) HR decision makers say they’ve regretted an HCM software provider 
choice, according to our study. As discussed above, HCM software provider regrets are more 
often due to service than product or cost, with 68% of HR buyers attributing the source of 
their regrets to a provider’s poor quality of customer service, partnership, and consulting 
services. 

Poor service is the  
#1 cause of regret in  
HCM software choice 

2. 

77% 68%
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While most HR decision makers praise their 
current HCM provider’s product functionality, 
just 35% describe their partnership with 
their HCM provider as excellent.

HR decision makers have realized they must 
make customer service a high priority. Some 
buyers have learned firsthand the importance 
of keeping service top of mind when evaluating 
HCM providers. Three in four (75%) HR 
decision makers say they would consider 
customer service extremely important 
if they were to select their company’s HCM 
software provider again—fewer would give 
this weight to other major factors, such as cost 
(57%) or reputation (56%).

Because of the value placed on service, 
choosing a trusted partner is fast becoming 
the ultimate difference maker in HCM software 
selection. 

What does a trusted partnership between an 
organization and HCM provider look like? It 
starts with an emphasis on collaboration that 
goes beyond basic service. That means there’s 
a steady, two-way flow of communication 
between you and the HCM provider.

Whereas a vendor may only step in when 
there’s a problem, trusted partners often offer 
proactive services and support. Customer 
service isn’t just about picking up the phone—
nearly 9 in 10 HR decision makers would look 
for an HCM provider that acts more as a partner 
than a vendor. 

HR decision makers are turning to their HCM 
software providers for strategic guidance—to 
help develop their people and prepare for the 
future.

Going forward, HR decision 
makers will look for an  
HCM partner they trust

3. 

75%

35%

    Whereas a vendor may only step 
in when there’s a problem, trusted 
partners often offer proactive 
services and support.”

“
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HR decision makers are also increasingly 
interested in their HCM software provider 
playing a larger consultative role, guiding 
them to optimize processes and formulate 
strategies. However, only 36% of buyers 
say their consulting services needs are 
being met by their current provider.

From enhancing culture and employee 
engagement to improving compliance, 
the value of consulting is clear to HR 
decision makers. According to our 
study, optional HCM consulting services 
have the potential to change the way 
organizations benefit from their HR software 
investments. Today, more than 90% of HR 
buyers would give importance to consulting 
services if they were to make another HCM 
provider selection, with interest especially 
shown in:

•  HR-process-optimization consulting (99%)

• Compliance consulting (95%)

• Employee culture/engagement (93%)

• Talent strategy (92%)

When evaluating HCM providers, consider their 
consulting services offerings and capabilities. 
Supplemental services that can assist with 
optimizing HR and talent strategies include:

•  Developing a more strategic approach to  
HCM processes

• Improving culture companywide 

•  Taking proactive steps to attract and retain  
top talent

•  Ensuring complete and accurate reporting and 
compliance at the local and federal levels

HR consulting services 
are becoming increasingly 
expected of HCM providers

4. 

36%

90%
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Our study concludes 

an HCM provider’s 

customer service is 

increasingly important 

in determining overall 

satisfaction. Service is so 

critical it rivals product 

functionality, with more 

than 6 in 10 (62%) 

HR buyers indicating 

customer service is as 

important as or more 

important than the 

proper functioning of 

the software itself. 

While product functionality remains a critical 
factor in HCM software selection as well, it’s 
clear that today’s HR software buyers and 
decision makers would benefit from giving 
greater weight and attention to detail to service 
in the evaluation process. 

Choosing a trusted partner who can provide 
lifelong service and strategic consulting can 
help ensure your organization is getting the 
most out of your HCM technology.

Conclusion: Renewing the 
Focus on Service in HCM 
Software Selection

62%
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Methodology

The HCM Software Provider Customer Service 
survey was conducted by Kelton Global and 
commissioned by Ultimate Software between 
November 1st and 15th, 2016, using an e-mail 
invitation and an online survey, among 201 HR 
decision makers (HR professionals who have at 
least some influence in HCM software provider 
purchasing decisions, and have at least some 
interaction with customer service at their 
company’s current HCM software provider), 
who work at companies of 300+ people. The 
margin of error is +/- 6.9%. 

Results are subject to sampling variation. The 
magnitude of the variation is measurable and 
is affected by the number of interviews and the 
level of the percentages expressing the results. 
In this particular study, the chances are 95 in 
100 that a survey result does not vary, plus or 
minus, by more than 6.9 percent from the result 
that would be obtained if interviews had been 
conducted with all persons in the universe 
represented by the sample. The margin of error 
for any subgroups will be slightly higher. 

Kelton Global is a leading insights and strategy 
firm serving as a partner to more than 100 of 
the Fortune 500 and thousands of smaller 
companies and organizations. 




