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An agile new cloud solution ensures 
responsiveness and readiness for 
future retail revolutions.

Leading UK 
retailer 
futureproofs 
with Workday
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Supporting 
the workforce
A leading UK retailer has 
always put its people first and 
is committed to helping them 
realize their full potential ü
even in the midst of 
continued market disruption 
from digital -first competitors, 
a threat that was exacerbated 
by COVID-19 lockdown 
measures. To achieve this, the 
retailer needed a full 
understanding of the skills 
and talent within its 
workforceüa complex task, 
given the broad range of 
roles across its departments. 
A clear view of worker 

qualifications and training 
would enable the 
organization to re -deploy 
people when needed, 
support worker personal 
growth, and create a lean, 
agile and competitive 
operation that is prepared for 
any future market disruption. 

The organization was using a 
highly customized, on -
premise Human Capital 
Management (HCM) and 
payroll legacy system that 
was expensive to maintain 
and unable to provide the 
necessary skills oversight. 

Workday presented the ideal 
solution: cost efficient, cloud -
based and with the flexibility 
to evolve each year in line 
with the needs of the retailer 
and its people. While Workday 
provides a lean operating 
model, it also releases 
biannual updates built in 
response to client demands. 
A Workday solution would 
ensure the retailerþs systems 
remain relevant and 
responsive, as the retail 
market continues to change.

Call for change
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Collaborating 
to prevent 
future obstacles

When tech meets human ingenuity

Accenture was chosen as a strategic partner to 
provide key governance and advisory roles in 
the design stages of the Workday HCM and 
payroll platform, and to implement a highly 
secure and collaborative Salesforce Service 
Cloud solution. Accenture led the HR 
transformation and change management 
elements of the early Workday design, 
and was then asked to lead the delivery phase.

Accenture collaborated closely with the retailer 
to create learning, talent and performance 
modules, and disciplinary and grievance 
solutions. Accenture brought best practice 
processes and design templates to the table to 
help stakeholders generate new ideas that 

could be customized for the organization. To 
keep the project running on schedule, 
Accenture challenged the retailer to always 
adhere to its minimum viable product design 
approach. For example, Accenture created a 
test pilot for succession plans using a targeted 
group of 150 workers, instead of instantly 
rolling the module out to all its people. The 
retailer also empowered key stakeholders to 
make quick decisions on the organizationþs 
behalf, where necessary, to keep the program 
on track at a time when many workers were 
unavailable due to the pandemic.
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Accentureþs collaborative approach put the retailerþs experiences 
at the heart of the Workday solution. Rather than treating the design 
phase as a series of technical questions and answers, the focus 
was always on process and the people. As a result, any change 
management implications of the new Workday solution were quickly 
identified. Actions to mitigate any future obstacles were then built -in 
to the implementation program to ensure workers would be well -
prepared for the changes ahead.

The new Workday solution was launched 
on schedule in September 2020, in the 
midst of the pandemic. This was made 
possible because of Accentureþs close 
collaboration with the organizationþs 
stakeholders at all levels of the program 
design and delivery. Since the majority of 
the program had to be delivered remotely, 
Accenture deployed a structured virtual 
agenda and interactive sessions that 
ensured stakeholders remained focused on 
the biggest challenges. The change 
management agenda was also prioritized 
just as much as the technology agenda.
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Investing in 
the future of 
the workforce

A valuable difference

The benefits of the successful Workday 
implementation were immediately felt across 
the organization. Beyond cost savings, the 
retailer now has access to game -changing 
tools. For example, talent data that was 
previously siloed is now consolidated within 
a talent management suite. The organization 
can track all succession planning and skills 
data; a central, cloud -based skills bank can be 
continually updated and accessed by every 
worker; and the Salesforce Service Cloud 
integration enables more than 300 users to 
collaborate securely across teams and 
departments on HR tickets. Service Cloud 

was configured to meet the retailerþs 
requirements, with automated multi -channel 
case routing and queue management, 
problem management, and improved case 
reporting and dashboards.

This provides the holistic, consistent view of 
the workforce that the retailer needs and 
saves significant time by automating training 
checks. For instance, it can now analyze data 
to instantly identify skills gaps or potential 
opportunities for its workforce.


