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“One of our greatest challenges with
implementing a shared services model for HR
was to maintain or improve the level of service
and communications our employees need and
have come to expect from their agencies.
Our latest weekly statistics indicate that
about 1,900 employee inquiries are received,
managed and addressed in record time.”
—Jim Honchar, Deputy Secretary, HR and
Management, Commonwealth of Pennsylvania

About the
Commonwealth
The executive branch of the Commonwealth
of Pennsylvania has approximately 73,000
salaried employees who receive benefits, and
8,000 wage employees who work on a
seasonal and part-time basis. There are
23 cabinet-level agencies, most with a human
resources director who serves the respective
agency. The HR Management office of the
executive branch provides general oversight
and guidance to all agencies. To learn more,
visit www.hrm.state.pa.us.
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•

Provide more services with less staff and budget.

•

Use one solution that could serve a diverse population with
2,500 different job classifications.

•

Implement HR shared services center within limited
timeframe.

•

Prove to agencies the benefits of providing HR services
through a single center rather than having each agency
provide its own services.

Why Infor?
•

State-of-the-art automated call distribution system.

•

Technology that combines a knowledgebase, case
management, and onboarding solution.

•

Ability to meet the Commonwealth’s ten-month timeframe
for implementation.

Benefits
•

Saved $3.5 million annually.

•

Eliminated 70 positions through consolidation.

•

Increased the level of service to 25,000 employees with
limited Internet access.

•

Of 1,900 employee calls received each week, able to
answer 90% in less than 30 seconds.

“The case management and knowledge base tools provide
instant access to information on employee and HR interactions,
while also supporting consistent and efficient processing of
customer inquiries and common HR transactions, including
immediate escalation to our program partners when necessary.
This technology allows us to provide 360 degree personalized
service to our diverse employee population.”
—Jim Honchar, Deputy Secretary, HR and Management,
Commonwealth of Pennsylvania

800-260-2640

infor.com

Copyright© 2015 Infor. All rights reserved. The word and design marks set forth herein are trademarks and/or registered trademarks of Infor and/or related affiliates and subsidiaries. All
other trademarks listed herein are the property of their respective owners. This document is provided for informational purposes only and does not constitute a commitment to you in any
way. The information, products and services described herein are subject to change at any time without notice. www.infor.com.
INF-1448186-EN-US-0515-4

