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UKG’s recent analyst day marked an intentional effort to push the
conversation beyond traditional workforce management and toward
a more strategic definition of what the workforce category must
become next. Rather than positioning WFM solely as an
operational layer focused on time, scheduling, and compliance,
UKG framed it as a business-critical discipline. One that directly
influences productivity, resilience, and enterprise performance.

The message was clear: As labor markets remain volatile and Al
accelerates change across the enterprise, managing the workforce
is no longer enough. Organizations need the ability to anticipate
demand, align workforce decisions to business priorities, and act
proactively at scale. UKG is positioning itself to meet this moment
by evolving WFM from a system of record and execution into a
system of outcomes.

This shift reflects both a market reality and a strategic bet. As HR
platforms converge and functional boundaries blur, UKG is
asserting that depth in workforce execution — when tightly
connected to business signals and outcomes — remains a durable
source of differentiation. The company’s vision is not to redefine
HR broadly, but to elevate workforce management into a more
strategic capability that helps organizations translate labor
decisions into measurable business impact.



UKG continues to lead with
strength in WFM capabilities,
while demonstrating the power
of workforce management to an
organization's overall success.
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Defining workforce outcomes as
the next evolution of the category

UKG used the analyst day to challenge a long-standing assumption in HR technology:

that workforce management is primarily about execution and control. Instead,
leadership framed workforce outcomes as the next phase of the category, in which

organizations move from managing labor inputs to actively shaping business results.

In this framing, workforce outcomes go beyond cost containment or schedule
adherence. They encompass productivity, service levels, employee experience, and
the organization’s ability to respond quickly to changing conditions.

Think about industries such as retail, healthcare, manufacturing, hospitality, and
logistics, where workforce decisions are among the most direct levers leaders have
to influence performance. A missed shift, an understaffed unit, or a poorly aligned
schedule does not just affect HR metrics. It immediately impacts revenue, safety,
service levels, and customer experience.

UKG's message was that WFM systems are uniquely positioned to support these
outcomes because they sit at the intersection of labor demand, operational
constraints, and frontline behavior. When connected to demand signals and
operational priorities, they can help organizations:

+ Match staffing to real-time demand in retail and hospitality

+ Balance labor costs with patient safety and care quality in healthcare

« Optimize productivity and uptime in manufacturing and logistics environments

This elevates WFM from a functional necessity to a strategic capability, particularly
where frontline execution determines business outcomes.
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Strengthening the WFM moat

By anchoring to business strategy

As HR platforms continue to converge, UKG was explicit that its strategy is not to
out-platform the market, but to out-execute it in workforce-intensive environments. The
company positioned its deep WFM expertise as increasingly critical in industries where
operational complexity and labor volatility are the norm.

For example:

« Inhealthcare, workforce management decisions affect not only cost control but also
patient outcomes, regulatory compliance, and clinician burnout.

« Inretail and hospitality, labor alignment directly influences conversion, customer
satisfaction, and brand perception.

« Inmanufacturing and logistics, workforce execution determines throughput, safety,
and resilience in the face of supply-chain disruption.

By anchoring its value proposition in these realities, UKG is implicitly differentiating itself
from more generalized HCM suites, where WFM often plays a supporting role. The
company’s bet is that as executive scrutiny of workforce performance increases, depth in
these environments will matter more than broad but shallow functionality.
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Driving workforce outcomes

through decision support and embedded intelligence

UKG framed the future of workforce management as less about managing
systems and more about enabling better decisions at scale. In workforce-intensive
industries, outcomes are ultimately determined by thousands of daily choices
made by frontline leaders — often under pressure, with incomplete information.

UKG positioned its platform as a way to bring demand signals, labor constraints,
and operational priorities together in support of these decisions. Rather than
treating workforce management as a back-office process, the company
emphasized its role in helping organizations act earlier and more proactively.

This is where Al plays an important supporting role. UKG's focus is on embedded
intelligence that improves forecasting, scheduling, and risk identification in
environments such as:

« Retail and hospitality, where small staffing misalignments quickly affect
revenue and customer experience

+ Healthcare, where workforce decisions influence safety, care quality, and
clinician burnout

« Manufacturing and logistics, where execution speed and uptime directly impact
cost and resilience

By keeping intelligence tightly connected to execution, UKG reinforced the idea
that workforce outcomes will be achieved not through standalone Al features, but
through better-designed workforce decisions embedded in day-to-day operations.
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What this means for the market

UKG's positioning reflects a broader shift underway
across workforce-intensive industries. As leaders
face continued labor volatility, rising costs, and
heightened performance expectations, workforce
management is becoming a strategic concern — not
just an operational one.

For CHROs, particularly those in retail, healthcare,
manufacturing, logistics, and hospitality, the
implication is clear: the quality of workforce
decisions increasingly determines business
outcomes. Technologies that merely record time
and attendance will be insufficient in environments
where execution speed, accuracy, and adaptability
are critical.

Copyright © 2026 Mercer (US) LLC. All rights reserved.




Our advice to the market

UKG's positioning will resonate most strongly in organizations where workforce decisions are
among the most direct levers for business performance. HR leaders should consider UKG
particularly when a large portion of the workforce is frontline or hourly, workforce complexity
is high, and labor decisions are increasingly part of broader productivity, cost, and resilience
discussions with business leadership.

When assessing UKG's capabilities, buyers should focus less on stated vision and more on how
effectively the platform supports real workforce decisions in their operating environment. This
includes examining whether UKG’s WFM strengths align with the specific demands of the
industry, how clearly workforce data is translated into actionable insight for managers, and
whether decision-making improves in practice, not just in theory.

The manager and frontline experience is especially critical. Workforce outcomes are ultimately
determined by how well leaders on the ground can anticipate demand, respond to change, and
balance competing priorities. Buyers should pay close attention to how UKG enables these
decisions day-to-day, and where Al meaningfully reduces complexity rather than adding
abstraction.

Al should be evaluated as an accelerator, not a differentiator on its own. The most compelling
use cases will be those that measurably improve forecasting, scheduling, and proactive
intervention today, rather than those positioned primarily as future-state potential. For
organizations where workforce execution is mission-critical, UKG's depth in WFM may offer a
clear advantage; for others, the value will depend on how central workforce outcomes are to
enterprise strategy.
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Our advice to UKG
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UKG articulated an ambitious and directionally sound vision for how workforce management
can evolve into a more strategic, outcomes-driven discipline. This movement is timely, as the
market looks for guidance and direction as external and internal pressures collide and push
organizations to think and work differently. The company is clearly investing in Al and broader
business alignment as a way to elevate WFM beyond execution and into enterprise
decision-making. The next phase, however, will be defined less by vision and more by delivery.

With an almost entirely new leadership team in place, UKG now faces a credibility test with
both customers and the broader market. Buyers will be looking for evidence that leadership
change is translating into faster decision-making, clearer priorities, and more consistent
execution across product development, go-to-market, and customer engagement. Vision
alone will not be enough to differentiate in a market where every vendor is articulating a
future-oriented Al story.

UKG's Al narrative is pragmatic and appropriately grounded in workforce management use
cases, but its value will ultimately be judged by impact in production environments. The
market will want to see proof that intelligence is improving forecasting accuracy, schedule
quality, and proactive intervention, not just expanding roadmap scope. Clear, repeatable
customer examples will matter more than additional announcements.

As UKG pushes WFM into more strategic territory, it must also preserve the operational
reliability that underpins its existing customer trust. Elevating the category cannot come at the
expense of consistency, scale, or execution quality. At the same time, if UKG wants to be seen
as a strategic partner rather than a systems provider, it will need to be explicit about how it
supports customers in realizing outcomes, and where responsibility ultimately shifts back to
the organization.

UKG has an opportunity to help define what the workforce category becomes next. Realizing
that opportunity will depend on whether the company can consistently translate ambition into
measurable results under new leadership and demonstrate that its vision for workforce
outcomes is not only compelling, but repeatable at scale.
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We are leaders in risk, strategy and people. One company, with four global businesses,
united by a shared purpose to build the confidence to thrive through the power of perspective.
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