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Process
–	 Collaboration
–	 Tasks
–	 Policies & Forms

–	 Workflows
–	 Decision Roles

Technology
–	Analytics 
–	Data Warehouse 

–	Notifications
–	Bots

–	Connectivity to vendor, Workday, Kronos 

Case Management Software

Delivers Clarity, Efficiency, and Effectiveness

Eight Common LOA Improvement Areas

Case Management Software Integrates Processes & Technology 

Six Elements Are Correlated With Effective LOA Functions

Over 30% of organizations track employees on 
leave using homegrown, Excel, or manual tools 

Roughly 36% of employers don’t measure paid 
leave impact

Employers report poor predictability and return-
to-work processes cause frustration and lost time

Approximately 2% of available working hours 
in the U.S. are consumed by employees on leave

Direct Costs: Overtime pay to make up for absent 
employees, finding and hiring a replacement, 
and decreased productivity while the employee 
is absent or when return-to-work has gaps

Indirect Costs: Poor quality of products, 
overworked employees, high turnover, and 
low productivity

–	 Align processes with employee needs 
and standards 

–	 Utilize intuitive content and 
thorough steps 

–	 Follow precise steps during requests, 
approvals, leaves, and returns

–	 Provide clear and transparent status

–	 Choose and maintain 
competitive policies 

–	 Plan for acquisitions to join  
existing policies

–	 Use one method for employees and 
supervisors across sites

–	 Benchmark and regularly assess 
policies, procedures, and practices

–	 Establish clear roles and responsibilities 
–	 Conduct routine performance 

management 
–	 Design transparent processes and 

relevant SLAs
–	 Manage effective insource/ 

outsource balance

–	 Ease access for employees
–	 Implement clear tracking of work items 
–	 Use seamless APIs for smooth data 

exchange
–	 Improve reporting and increase automation

–	 Distribute and centralize capacity, 
as appropriate 

–	 Benchmark and improve service ratios
–	 Compare volumes to capacity
–	 Assign tasks to skill levels

–	 Display balanced metrics
–	 Set goals and performance targets
–	 Maintain an accurate RACI
–	 Take direct actions to improve 

performance

Balanced Metrics Are Typically Missing 

Policies and Practices Vary Within Large Firms 
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Leaves of Absence (LOA)

Process Maps Depict Real Issues

Employee Journey Maps 
Highlight Points of Frustration

Competitive Benefit Imbalance

Without effective benchmarking and update processes, 
leave policies and benefits can quickly fall behind 
competitors’ benefits, unnecessarily risking attrition.
–	“It is hard to keep up.”

–	“What benefits are affordable and valued by employees?”

Conflicting Staff Expectations

Employees across locations are served differently, 
some by staff who are dedicated full-time to leaves and 
accommodations activities, others by staff who help out when 
the situation arises. 
–	“That was harder than I thought.”

–	“Where do I start?”

Inconsistent Vendor Coordination

Vendors provide updates, support and tracking somewhat 
differently across locations, increasing disorganization 
between vendors, LOA staff, and other employees.

–	“We’re not always on the same page.”

–	“We only review performance in a PowerPoint once a year.”

Unclear Roles & Responsibilities

Employees want clear and easy leave, accommodation, and 
Worker’s Comp experiences; but they report uncertainty 
about eligibility, requirements and process.

–	“We duplicate work with the vendor, to make sure.”

–	“It is embarrassing when an employee returns to work 
and we are not ready.”

Compliance Risks

Processes are documented inconsistently, and practices are 
performed differently, adding to risks 
to policy and regulation adherence.

–	“We still do some things differently.”

–	“We need to document both processes and adherence.”

Inconsistent Access to Services

Employees can access vendors fairly consistently, but internal 
support varies by site and by time-of-day. Gaps form when 
key individuals are on PTO. 

–	“When an employee transfers they get different benefits.”

–	“Policy variance adds to the confusion.”

Poor Employee Experience

Employees are often confused about: requirements, how 
to start, what is next, and status. Difficult processes and 
inconsistent support increase their frustration.

–	“At a time when employees really need us, we don’t make 
things easy.”

–	“Employees worry if they have anything else they need 
to do and are unsure who to ask for help.”

Inadequate Systems

LOAA data systems and tracking are different, preventing 
holistic or consistent analysis, tracking and processing 
(manual or otherwise). Vendor systems also do not integrate 
seamlessly with internal systems.

–	“We have no dashboard.”

–	“We can’t see status or productivity.”

–	“We enter data in different places.”


