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Thriving beyond boundaries:
Optimizing human performance in a boundaryless world

2024 HUMAN CAPITAL TRENDS

The world of work is becoming boundaryless—work can no longer be defined by jobs or a specific place, and many workers are not
considered traditional employees. Deloitte’s 2024 Human Capital Trends report showed that the more boundaryless work becomes,
the more critical human performance is in unlocking the opportunities presented by this new world—helping organizations and
workers thrive amidst continuous uncertainty and change.

Traditional mindsets might suggest that organizations choose to prioritize human outcomes or business outcomes—not both.
This may put a premium on business outcomes and underestimate the importance of human ones. Human outcomes, however,
can multiply business outcomes to drive human performance. With the appropriate technology and guidance, employees can
be empowered to explore the boundaryless world in ways that pay off personally and for the business. This mutually reinforcing
cycle of human and business outcomes is what we call human performance—because it's humans that truly drive organizations

forward today.

With Deloitte’s experience in high-impact workforce transformations and the power of the ServiceNow platform, it's possible to
power solutions that improve employee experiences and drive meaningful change that redefines the boundaries of work while
unlocking the potential of human performance.

Human capital trends for 2024

Human sustainability

When people thrive, business [~ =
thrives. Human sustainability
is the degree to which an
organization creates value for
people as human beings—
helping nourish their well-
being, build stronger skills,
and secure opportunities for
advancement, progress
toward equity, increased
belonging, and a heightened
sense of purpose.

Digital playground

Advancements in technology
and Al are creating the
potential for new ways of
working that can help elevate
human performance. To
deliver on human performance
outcomes, employees need
safe and accessible spaces to
experiment and play with new
technologies to unlock
possibilities and innovation.

Beyond productivity

Traditional productivity metrics - -
are activity-centric—focused on

inputs and outputs rather than
outcomes. In an era of human-

centered work, new sources of

data and artificial intelligence (Al)

can help organizations shift from
measuring employee

productivity to measuring

human performance.
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Workplace microcultures

A traditional mindset about the T
workplace suggests that there is a
single corporate culture that the
"right" employee needs to fit into,
which is flawed. Culture rarely
plays out this way. Given the
diverse and dynamic nature of the
workforce today, a monolithic
view of culture is no longer fit-for-
purpose and can limit
organizational agility.

Transparency paradox

Trust and transparency between an "

organization and its workers is
increasingly important. But, as we
think about building trust, the
relationship between trust and
transparency is much more
nuanced. New developments in
technology can make almost
anything in an organization
transparent to anyone, and some
organizations are discovering that
mishandling transparency can
severely undermine trust.

Boundaryless HR

To meet the new demands of a
boundaryless world, there's been
a shift as human performance is
now a shared accountability for
all. HR teams should consider a
move from a specialized function
to an unrestricted discipline that
is co-created and integrated with
the people, business, and
community it serves.
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Imagination deficit

As technological disruption
continues to outpace the
capacity of many organizations
to get the best out of humans
and technology, many are
realizing they may soon face an
imagination deficit. To prevent
this, organizations will need to
scale and operationalize the
cultivation of distinctly human
capabilities—like curiosity,
empathy, and creativity to
realize new opportunities.

Leadership

To effectively lead in the new
boundaryless world, leaders
should embrace new ways
of working. The goal is to
foster an organization that
takes into consideration a
world that is both high-tech
and human-driven.
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A human-centric approach enabled by ServiceNow

------------ -e Power human performance ------------=---------------------"-~-~-~--—~—~—~-~-~--—---

As one of the key market players in HR Service Delivery (HRSD), ServiceNow continues to evolve its platform to
&2 provide a more human-centric HRSD solution that can empower employees, enhance their skills, and boost

/ their well-being. Guided by Deloitte’s knowledge in workforce transformation, the platform helps support key
stakeholders across industries to become better leaders through meaningful insights, metrics, and predictive
‘ analysis—ultimately identifying opportunities for growth across teams and the enterprise.
[iaiaieieiuieleieteiieleietaiieletete el Encourage workforce growth and sustainability
1
| ServiceNow provides high-tech solutions to advance employee skills, growth, and work satisfaction.
X ServiceNow's Talent Development workflows help enable organizations to provide employees with
' personalized and guided recommendations on skills development to grow within their career. With
! skills intelligence, ServiceNow uses different modalities to communicate recommendations so the
¢ employee understands how to embed actions into their flow of work.
Enable human-machine collaboration ----------=---ccmmcem oo -
1
; , L ® Generative Al (GenAl), machine learning (ML), predictive analytics, and a personalized user interface (Ul), can help :
, ’ o 1‘ employees collaborate with Al-powered tools. ServiceNow has embedded high-tech solutions that take care of X
.\/i? - manual, repeatable tasks, so people can focus on work that requires purely human skill, such as serving customers 1
‘ with empathy, care, and creative thinking—helping mitigate the imagination deficit. The ServiceNow Life Cycle :
3 workflow helps employees at every step of their journey—presenting insightful content to support their day-to-day
needs in the workplace and beyond. ¢

ittt Provide data for insight and transparency

Integrated user experience analytics, performance analytics, and Al-based tools help gain insights into
employees' digital activity while respecting privacy concerns. Organizations can learn, standardize, and
improve experiences by delivering personalized insights at key employee moments. ServiceNow's data
models, architecture, scoped applications, security configuration, and additional encryption methods
ensure security. Plus, employers can present key insights, such as diversity, equity and inclusion (DEI)
a metrics and environmental, social and governance (ESG) targets, directly on the ServiceNow portal to help

promote trust and transparency within the organization.

Encourage collaboration and foster microcultures -------------------------------+ '
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v ﬁ!-'" \ Most collaboration takes place among small groups and teams in the flow of work. To further support this, !
2 s . e . . .

i h‘g\ ; f} ServiceNow communities help provide teams a safe place to openly collaborate, innovate, and build a sense of 1

i . g community. With the support of Deloitte, organizations can optimize use of their ServiceNow communities to |

1

promote microcultures and foster collaboration.

Fmmm e mm s Empower HR and leaders in the boundaryless world

1

: Together, the ServiceNow platform, supported by extensive experience from Deloitte, provides a breadth of cross- an
' functional capabilities across the organization—from HR, to finance, IT, procurement, and beyond—all within a single

! platform. While organizations navigate the boundaryless nature of work, having a digital platform that enables end-

i to-end collaboration and insight helps set employees up for success. And the access to comprehensive tools, data, ;

' and analytics on the ServiceNow platform helps leaders and HR accelerate the trend toward a boundaryless HR and v
1 workforce management.

Learn more
For questions please contact:

m Gary Cole

: ; ServiceNow Leader
Deloitte Consulting LLP
gcole@deloitte.com

Unleash the power of a boundaryless
workplace with Deloitte and ServiceNow

With a world-class platform built for speed and proven experience E . §\
in driving workplace change, Deloitte and ServiceNow provide the ! i .

experience and technology necessary to achieve a boundaryless
work experience that can transform the enterprise.
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