
Human-centricity: 
Attracting and 
developing Talent to 
GBS
Chloe Domergue & Mohit Bhatia, April 4th, 2024



Copyright © 2024 Deloitte Development LLC. All rights reserved. 2

Chloe Domergue
Principal, Workforce 

Transformation

Deloitte Consulting LLP.

Introduction

Mohit Bhatia
SVP & Head of Global Service 

Centers 

Maersk



Copyright © 2024 Deloitte Development LLC. All rights reserved. 3

Setting the Stage 
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“What is causing 
the low 
engagement, 
productivity, 
and/or retention 
that’s impacting 
our bottom line… 
and how do we fix 
it?”

03
““How do we 
create intuitive, 
seamless, and 
personalized 
digital experiences 
for our GBS 
workers?”

04
“How might we
define and 
measure progress
on our experience
ambition, and 
more proactively
sense and 
respond to
worker needs?”

01 02
“In a competitive 
talent market, 
how can we 
define a value 
proposition that 
resonates with 
the workforce we 
need… and deliver 
on it?”

GBS Retention and Attraction challenges

How can we contrast these challenges with the rapid rise of AI application in the GBS world? 
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Comparison of criteria importance and the extent to which they are met by employers
Spotlight: Lithuania GBS Employee Survey 

Importance of criteria to employees The employees' evaluation of how well criteria is delivered

Competitive salary

Free, friendly work atmosphere

Management that can be trusted

Healthy work / life balance

Opportunities to advance one's career

Communication between management and its employees is effective

Flexible work conditions

Performance of employees is recognized

Attractive additional benefits

Management involves its employees in decision making

Convenient location of the office

Opportunity to work within international team

Engaging company events

Attractive workplace design

97%
39%

94%
84%

93%
67%

91%
63%

73%
93%

90%
55%

90%
79%

56%

84%
58%

77%

80%
51%

47%
84%

35%
49%

35%
74%%
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Driving Employees to 
GBS, what matters? 
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Contrast – Global Labor Dynamics 
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October 2023 June 2023

Geopolitical instability (e.g., political unrest, economic sanctions, international
tensions, humanitarian crisis)

Inflation

Other sources of financial/market instability

Labor/skills shortage

We asked over 100 CEOs as part of the Fortune/Deloitte CEO survey what external issues they expect to influence or 
disrupt their business strategy within the next twelve months1 …

The challenges ahead of us

Leaders have consistently 
reported concern over 
“Labor & Skills Shortages” 35%

25%

21%

17%

16%

14%

11%

4%

23%

16%

12%

14%

9%

2%

Regulation

Cyber risk (e.g., cyber-attacks)

Ideological polarization

Crises of trust (e.g., spread of misinformation, difficulty building customer/worker
loyalty)

Environmental matters (e.g., weather-related impacts, regulatory and reporting
requirements, stakeholder expectations)

Supply chain disruption

Other

Pandemic (e.g., future COVID-19 variants)

Sample/summarized “Other” responses:
• AI
• Interest rates
• Cost of capital
• Environmental regulations
• Media and advertising disruptions

51%
57%

51%
57%

38%
35%
35%
36%

35%

17%
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U S  L AY O F F S  &  D I S C H A R G E S  |  U S  B U R E A U  O F  L A B O R  S T A T I S T I C S 1  
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2008 Great Recession

9.0% rate of layoffs during
Global Pandemic – COVID-19 

We’ve seen variability in layoffs and discharges over the past two 
decades…

Dot Com Bust

2022 – June 2023
• 904K layoffs – 

364K in 2022 & 
540K in 2023

• 355K Tech layoffs 
– 97K in 2022 & 
259K in 2023 
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Workers globally are taking advantage of a hot labor market

Financial crisis
PandemicJob postings in India are at a record 

high number with over 33% growth 
above pre-pandemic levels2   

Total U.S. job openings in Jan 2024 were at 

8.9M2

…compared to 1.3M job openings in the UK3, .77M 
openings in Germany4, and .84M openings in Canada5 
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Unemployment Rate in Developed Economies 
2000-2023

OECD unemployment…



Copyright © 2024 Deloitte Development LLC. All rights reserved. 12

How are these 
Global Labor 
Dynamics impacting 
GBS organizations? 
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Human-Technology Collaboration

G R O W T H  W I L L  B E  D R I V E N  B Y  H U M A N S  A N D  M A C H I N E S 4

33% reported that AI was responsible for revenue-generating results, such as entering new markets, creating 
new products or enabling new business

are using AI to assist in decision-making at senior-most levels43%

According to Deloitte’s AI in the State of the enterprise survey…

As of March 2024, ChatGPT has reached 180 million users and…1

80% of the US workforce could have at least 
10% of their work tasks affected by AI technology, 
while around 19% of workers may see at least 50% of 
their tasks impacted3

~30% of professionals in the U.S. say 
they have already used ChatGPT or other 
AI tools to enhance a work-related task2
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Hybrid? Return to office? Is the debate over?

How have you been threading this conversation in a GBS environment? 

0%

25%
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75%

100%

Jan-21 Apr-21 Jul-21 Oct-21 Jan-22 Apr-22 Jul-22 Oct-22 Jan-23 Apr-23 Jul-23

GLOBAL Office Occupancy rates5

Americas
Europe
Asia-Pacific

In the US, hybrid and remote workers tend to have more education and are more often white and Asian…1

80% of workers ages 18-64 
work fully in-person 73%

of fully remote and hybrid 
workers have a bachelor’s 
or graduate degree

78% of fully remote and hybrid 
workers identify as white
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The debate you should be having now...

When asked why don’t you return to the office?  60% answered “no compelling reason”1  

17%

19%

22%

37%

38%

0% 10% 20% 30% 40%

Learn from others

Be visible to senior leaders

Change up my routine

Collaborate with others

Build relationships with
colleagues and/or manager

Top 5 Reasons Employees Would Go To the 
Office1

W H A T  W O R K S  W E L L  I N - P E R S O N

Idea prioritization

Deep work

Productivity

W H A T  W O R K S  W E L L  R E M O T E LY

Apprenticeship

Growth of professional networks

Idea generation
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Unleashing your Talent Experience 
“The fastest way to 
get your customers

 to love your brand i s 
to get employees to 
love their jobs” 
TIFFANI BOVA

GLOBAL CUSTOMER GROWTH & INNOVATION AT SALESFORCE
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Define Your Employer Value 
Proposition
Appeal to the most attractive candidates and 
retain top talent by communicating, and 
delivering on, a compelling and unique 
employer value proposition (EVP), even in the 
toughest talent markets and new geographies.

“In a competitive talent 
market, how can we define a 
value proposition that 
resonates with the workforce 
we need… and deliver on it?”

Provide Customer-Grade 
Digital Experiences
We use human-centered design & agile 
methodologies (targeted discovery, 
solutioning, and testing) to provide 
workers with the high-quality UX/UI 
they have come to expect as 
technology users, increasing adoption 
and productivity.

03
“How do we create intuitive, 
seamless, and personalized 
digital experiences for our GBS 
workers?”

Build Continuous 
Measuring & Sensing
Design a continuous feedback loop to 
truly understand real-time workforce
sentiment by capturing everyday
interactions, applying technology-driven
insights, and establishing metrics that
quantify investments in workforce
experience.

04
“How might we define and 
measure progress on our 
experience ambition, and 
more proactively sense and 
respond to worker needs?”

01 02

Solve Root Cause WX
Issues
Design specific workforce experiences to
improve the daily lives of specific workforce
segments, develop solutions to improve
productivity, customer experience, and
business outcomes, and overcome challenges
across moments, roles, and needs.

“What is causing the low 
engagement, productivity, 
and/or retention that’s 
impacting our bottomline… and
howdo we fix it?”

Solving GBS Retention and Attraction challenges
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To Elevate the 
Human 
Experience, we
start with what
we have in
common:

Being 
Human

WORKFORCE
Any human who 

works at an 
organization, across 

employment type and
work models

CUSTOMER
Any human who is 

buying or using 
products or services 

from an organization

Regardless of these titles or experience, humans require the same
fundamental needs and motivations to feel fulfilled.

3x more likely to say their organization is 
customer-focused

1.5x more likely to enjoy working directly 
with their company’s customers & clients

Workers with an excellent 
Employee Experience were:
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The value of positive Workforce Experience has never been higher
Current Roadblocks Experience ROI

Good WX accounts for a 3x
increase in employees looking 
forward to coming to work.

1 in 3 workers rate 
their work experience as

below average

Workers who don’t see growth
with their current organization
are 2.5x more likely to leave.

Only 62% of workers 
feel they are growing 

their career at their 
current organization

Only 59% of workers 
trust their senior

leaders

80% of workers who trust their 
senior leaders see a future with
the organization.
(compared to 65% average)

Source: Deloitte Workforce Experience Study, July 2022

1 in 4 
Workers

say they’re likely to leave 
their current employer in 

the next 12 months.
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Understanding GBS Workforce Experience

Workforce Experience is the
sum of how a person feels
about their interactions at

work.

Employers must think holistically to address
their worker’s specific needs – by delivering
on table stakes and transforming how
workers experience connection, growth,
and well-being.
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Thank You…
To Invest Lithuania for their data and insights 
used to support this session
https://investlithuania.com



Copyright © 2024 Deloitte Development LLC. All rights reserved.

About Deloitte

Deloitte refers to one or more of Deloitte Touche Tohmatsu Limited, a UK private company limited by guarantee (“DTTL”), its network of member firms, and their related entities. DTTL and each of its member 
firms are legally separate and independent entities. DTTL (also referred to as “Deloitte Global”) does not provide services to clients. In the United States, Deloitte refers to one or more of the US member firms of 
DTTL, their related entities that operate using the “Deloitte” name in the United States and their respective affiliates. Certain services may not be available to attest clients under the rules and regulations of 
public accounting. Please see www.deloitte.com/about to learn more about our global network of member firms.

This presentation contains general information only and Deloitte is not, by means of this presentation, rendering accounting, business, financial, investment, legal, tax, or other professional advice or services. 
This presentation is not a substitute for such professional advice or services, nor should it be used as a basis for any decision or action that may affect your business. Before making any decision or taking any 
action that may affect your business, you should consult a qualified professional advisor.

Deloitte shall not be responsible for any loss sustained by any person who relies on this presentation.

Copyright © 2024 Deloitte Development LLC. All rights reserved.

Designed by CoRe Creative Services. RITM1653349

http://www.deloitte.com/about

	Human-centricity: Attracting and developing Talent to GBS
	Introduction
	Setting the Stage 
	Slide Number 4
	Spotlight: Lithuania GBS Employee Survey 
	Driving Employees to GBS, what matters? 
	Contrast – Global Labor Dynamics 
	Slide Number 8
	The challenges ahead of us
	We’ve seen variability in layoffs and discharges over the past two decades…
	Workers globally are taking advantage of a hot labor market
	How are these Global Labor Dynamics impacting GBS organizations? 
	Human-Technology Collaboration
	Hybrid? Return to office? Is the debate over?
	The debate you should be having now...
	Unleashing your Talent Experience 
	Slide Number 17
	Slide Number 18
	Slide Number 19
	Understanding GBS Workforce Experience
	Thank You…
	Slide Number 22

