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approach to not only wellness and benefits, but also the continuous process 
and cycle of listening, communicating and assessing — promoting a culture of 
what McKinsey calls “equality, openness, and belonging.”22 

When all employees share the same access to benefits and programs — 
and can choose from a diverse set of benefits that best fit their needs and 
circumstances, it promotes a shared sense of safety and security and conveys 
an authentic intention around DE&I. And there are simple, effective ways to 
bring this about. For instance:

Foster open forums with Employee Resource Groups (ERGs) where 
people from similar backgrounds can share experiences in a safe 
environment. ERGs are an invaluable way to build community and 
belonging in the workplace, functioning as a safe space to network and 
raise awareness around relevant topics. Led by employees with common 
interests, stages of life, or demographics, they also are a way to gauge 
unique employee needs, understand where the gaps lie, and determine 
what needs to be done to drive further engagement.

Put metrics in place that measure benefits participation and engagement 
among all employee populations.

Leverage technology for employee listening and to garner valuable data 
and insights on the evolving needs of diverse employee populations and 
determine whether your benefits offering is effective in meeting those 
needs.

Increase availability of benefits education and training sessions that can 
be viewed on-demand and online through the channels of their choosing, 
whether that be video, email, blogs or other mediums.

Improve ADA-compliant accessibility to benefits information and 
guidance.

Provide access to a diverse group of financial planners that have similar 
backgrounds to employees — and can give guidance and support from a 
place of shared experience.
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04 Technology: Disrupting and Enabling  
the Open Enrollment Experience

Technology plays a critical role in open enrollment and leveling the playing field by providing access 
to all. It is disrupting all aspects of the HR industry, driven by the needs of a diverse and global 
workforce, the requirements for scale, and the importance of meeting employees where they are. For 
example, HR teams over the years have transitioned from a manual and human-led approach to HR 
and benefits administration, to today leveraging HRIS software and online benefits administration 
tools to automate nearly every aspect of the HR function: from payroll and benefits administration 
to performance management and workforce planning. More recently, the proliferation of digital-
led employee benefits has further empowered employers to deliver benefits at scale, and provide 
employees with access to the support they need, when they need it.

Technology is also disrupting the employee experience. A digital-first approach to benefits enables 
a more global, connected and personalized experience for both employees and HR teams. The 
transformation presents a whole range of new opportunities for HR — with real-time access to 
information and insights that can help improve decision-making. Employers now have the ability to 
track employee behavior by demographic, and glean insights into the overall effectiveness of their 
benefits program. Employees now have a way to access benefits in real-time from anywhere, and 
are more likely to engage in those benefits through self-service tools and automated capabilities. 

Digital tools have become more important than ever before, especially among millennials and Gen Z 
workers - the newest generation to hit the workforce. Collectively, according to BLS data, millennials 
and Gen Zers currently make up 76% of the U.S. labor force. A study from Dell Inc. found 80% of 
Gen Z aspire to work with cutting-edge technology and 91% say technology would influence job 
choice.23

GEN Z PRIORITIES IN JOB CHOICE23
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https://www.bls.gov/cps/cpsaat03.pdf
https://www.delltechnologies.com/en-us/perspectives/gen-z.htm?gacd=9643275-1040-5761040-0-0&dgc=st&&gclid=EAIaIQobChMIvti4kuK46gIVkcDICh0gBw7BEAAYAyAAEgKtMPD_BwE&gclsrc=aw.ds


Open Enrollment: A Continuous Focus on Employee Experience and Well-Being 15

Digital tools to keep 
employees healthy & engaged
Alongside the growing popularity of telehealth, several 
new benefits employees can access digitally have 
transformed the way employers support their employees’ 
well-being, especially for a globally distributed workforce.

MENTAL HEALTH APPS

While the work-from-home era has introduced new 
stressors to employees’ lives, it has also made accessing 
mental health support easier than ever thanks to the 
proliferation of mindfulness apps and online therapy. 
Digital mental health resources have reduced the stigma of 
getting help and made it easier for employees to obtain the 
support that they need. 

WELLNESS INCENTIVES

Technology is changing the way wellness programs are 
designed and delivered. Connected devices that track 
employees’ physical activity, heart rate, and sleep quality 
are now a common component of virtually all employee 
wellness programs. Through incentives, such as reduced 
healthcare premiums, employers can encourage behaviors 
that are beneficial to employees’ long-term health – and 
ultimately their wallets. 

FINANCIAL WELLNESS PROGRAMS

Today financial wellness digital platforms are disrupting 
the legacy, human-only led approach. Historically financial 
wellness support was exclusive to providing 1:1 financial 
advice to high net-worth individuals. 

With the advent of financial technology, these programs 
now have the ability to reach more people, delivering a 
consistent employee experience and offering support 
for employees across all life stages. By pairing a digital 
solution that offers 24/7 access to extensive learning, 
financial planning, and money management capabilities 
with access to seasoned financial planners, employees 
across all demographics can be better equipped to build 
financial confidence and achieve long term financial 
success. 

AN EMPLOYER’S ALLY

Technology also has the ability to personalize the 
experience for employees based on their preferences, 
behaviors, and goals. For HR teams, these digital solutions 
can provide valuable data and insights on utilization and 
engagement that drives clarity into the adoption and 
success of their benefits programs. This empowers HR 
leaders to better support their employees, demonstrate 
ROI, drive customization, and improve decision-making.

Employee benefits programs today have evolved from 
a one-size-fits-all to a more personalized and holistic 
approach. Forward-thinking organizations understand the 
power of technology in delivering high quality experiences 
that meet employees where they are in their life journey.
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Once you’ve selected the right mix of benefits and streamlined your benefits 
process, communication and outreach is critical. Benefits communication 
needs to happen consistently throughout the year to optimize engagement 
and utilization. When employers actively listen to their employees, and ensure 
information is flowing to them well in advance of open enrollment season, 
this drives open dialogue, prevents employees from feeling overwhelmed, and 
ultimately results in benefits choices that truly address employee needs.

Varied communication strategies can help ensure your message stands out — 
with a cadence and delivery that meets employees where they are, through the 
channel of their choice.

 

During this stage it’s key to learn what employees need and want, and evaluate 
if your current benefits offering addresses these needs. Leverage data from 
your current benefits digital platforms to better understand employee needs, 
engagement and utilization. It’s also a critical time to drive employee awareness 
and highlight current offerings, options, and new innovative benefits.  
 

FACT FIND, ASSESS, AND ADJUST

Use real-time employee listening tools and on-going pulse surveys to gauge 
needs and expectations, and segment findings by demographics and other key 
factors. Additionally, encourage your broker and solution provider partners to 
work together to maximize effectiveness and drive benefits utilization. 
Based on the results, here are some questions you may want to ask yourself:

05 Communication Strategies

Phase 1: Before open  
enrollment - active listening

Does our current program effectively meet the needs of all our 
employees?

How does it compare with the benefits offered by best-in-class 
employers in our industry? Leverage the benchmark data available to 
your brokers and partners to see where you stand compared to peers 
and competitors.

Does the benefits program incentivize the outcomes our organization 
wants to achieve, such as an uptick in employee satisfaction and 
engagement, and a decline in turnover?

Is every employee group well-represented, and their needs met by our 
benefits offering?  What gaps need to be addressed?

How should our benefits offering be adjusted to better meet employee 
needs and expectations, as well as our business objectives?
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ENGAGE EMPLOYEES

Build awareness well in advance of open enrollment 
season through ongoing employee touch points. 
Consider lunch-and-learns, videos, webinars, blogs and 
infographics. Make sure to highlight what’s new and 
what’s different — to spark interest, understanding and 
demonstrate that you’re actively listening to employee 
needs.  

It’s also critical to provide unique and inspiring 
communications that stand out from the daily noise and 
clutter. Appeal to what motivates your employees instead 
of providing a bland message about what’s available. For 
instance, instead of saying, “Company offers PPO and 
HMO medical plans and a high- deductible health plan,” 
say, “You can choose the medical plan that’s best for you 
and your family. You even have an option that allows you 
to save for future medical expenses and retirement at the 
same time.”
 
It’s also important to ensure that your communications 
approach fits your employees’ needs and the nature 
of your work environment. There should be parity and 
consistency throughout all forms of communication. For 
instance:

During this phase, employees need decision-making 
support. To best guide them as they grapple with trying 
to make the right decisions for themselves and their 
families, provide ample access to a range of information 
and communications channels — such as a consolidated 
benefits page on your company intranet, online chat 
channels to respond to employee queries in real-time, in-
person fact-finding meetings, open-door benefits advisor 
hours (virtual as well as on-site) and even text outreach. 
This is the time to drive participation and it’s critical to 
support your employees through this process. 

For a combination of remote, hybrid and onsite 
workers, provide digital postings, videos and other 
content with options for following up in person or 
online, and a mix of self-service as well as outreach 
approaches.

To best reach employees in a front-line capacity or 
manufacturing setting for example, where work is 
performed exclusively on site, flyers in employee 
break rooms and in-person meetings may be more 
effective than digital outreach. 

Phase 2: During open 
enrollment - decision 
making support
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ROBUST OUTREACH

A decision matrix is one of the most effective benefits 
selection tools you can provide your employees. 

With this, employees can evaluate their benefits options 
and make a more objective decision based on available 
data and facts, taking into account employees’ life 
circumstances and goals. 

Conduct digital personalized outreach to invite 
engagement and answer questions

Match information and communication to the 
work environment

Showcase new benefits to demonstrate that the 
company is actively listening to employees needs

Tap into ERGs to boost engagement, enrollment 
and adoption

Continue to drive engagement of existing 
benefits, explaining how specific programs can 
support individual employee and family needs

Include spouses and partners in information 
sessions and host or encourage family 
discussions and Q&As with employees, such as 
lunch-and-learns

Continue with videos and webinars along with 
regular touch points through emails, direct mail, 
text, in-person, on-demand and self-service 
approaches

Create a decision matrix to assess personal 
needs, including:
•	 The impact of financial concerns
•	 If/then scenarios
•	 Coaching and guidance by brokers and 

solution provider partners

A decision matrix is one of the most effective benefits selection tools you can 
provide your employees.

As you get closer to the actual open enrollment phase and benefits are on employees’ minds, it’s important to review 
meaningful utilization data that shows what benefits employees are engaging in and what areas may require more 
communication and education. Consider the following approaches: 
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CONSISTENT MESSAGE

In addition to communicating early and often, employers need to also 
communicate well — with messaging that speaks to all employees. Make sure 
your messaging:

LOOKING AT THE BIG PICTURE

Help employees see how the benefits available to them represent the 
company’s investment in their well-being. For example, providing a Total 
Rewards statement that shows not only the employee’s salary, bonus and 
equity compensation, but also provides insight into the value of health 
insurance, retirement programs, and other benefits can be a powerful retention 
tool. It can also help drive awareness of all that you offer your workforce. For 
instance, younger employees may want to know about educational assistance. 
Single parents may appreciate emergency childcare support, or daycare 
options for young children. New hires may not be aware of a mentoring or 
coaching program. Make all the benefits and support structures clear, simple 
to understand, and visible to your employees — so vital benefits aren’t left 
unappreciated.

As the open enrollment season winds down, this is the opportunity for 
employers to look closely at what worked, what didn’t, and how to improve 
going forward. This is also a critical part of an ongoing, continuous benefits 
strategy. Take the time and effort to assess with an eye to the future by asking 
relevant questions using employee listening tools, pulse surveys and manager 
feedback. Solicit input from your broker and solution provider partners, 
particularly on benchmarking around how your organization stacks up against 
your competitors and others in the industry.

Is consistent

Is relevant and relatable 

Appeals to various wants and needs 

Meets employees where they are

Resonates with all demographics and life stages 

Phase 3: Post enrollment - 
continuous improvement
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ASK THE RIGHT QUESTIONS

What do we need to improve for next year?

Are the benefits we offer aligned with employee needs, or did we miss 
a critical need?

Is our program matching or exceeding the benefits programs of our 
competitors and the industry at large?

Do we need to better incentivize employee participation in some way?

Did we engage and drive utilization with all employee groups — is their 
participation well-represented?

Did the open enrollment process help build trust among employees for 
our HR and benefits teams? 

ROI METRICS
To glean value and return on investment (ROI), look for shifts in:

Benefits utilization

Voluntary turnover

Talent acquisition

Productivity

Employee engagement 
and satisfaction

Absenteeism
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06 Leveraging Broker and 
Solution Provider Partners

Leveraging the power of brokers and benefits solution 
providers as strategic partners can offer clear advantages 
when building and executing your benefits strategy. 
Given the range and complexity of benefits offerings, this 
partnership can help boost the success of open enrollment 
over the course of the entire year. 

Experienced allies
It’s often the brokers and providers who have their “ears 
to the ground” — they see what is working and what isn’t 
across various companies and employee populations, and 
can provide valuable benchmarking data and insights 
for all phases of the benefits cycle. They can also act as 
benefits advisors, helping to guide your employees to the 
benefits that can best support them and their families. In 
terms of listening to employee needs, brokers are well-
equipped to build and shape varied solutions to meet 
employee needs, and can help employers pinpoint and 
identify gaps and implement new offerings as employee 
needs evolve.  Ultimately, this will enhance the company’s 
culture of care—positioning them as an employer of choice. 

Here are some innovative benefits that brokers may 
recommend to HR teams:

Mental health offerings, such as stress management 
training and online counseling

Financial wellness solutions, such as financial 
planning and literacy resources, tools for investing, 
savings programs, student debt repayment plans, 
retirement transition support, and tax and estate 
planning 

Family wellness benefits, such as fertility 
consultations and treatment, adoption support, and 
new baby leave

Caregiver support, such as dependent care and elder 
care benefits

Telework and flexible work hours 

Exercise and movement class stipends
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Strategize for the coming year
Developing a strategic partnership with your brokers and solution providers 
means that you can maintain a year-long cadence of communication, 
engagement, and evaluation throughout the extended open enrollment cycle. 

After open enrollment season has concluded, that’s when you can team up to 
assess the results, review the data you’ve collected, and adjust and refine your 
approach for the coming year. 

This will go a long way in demonstrating a culture of care, improving benefits 
utilization, and yielding a positive ROI. 
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Conclusion

A 2022 Global Talent Trends report by LinkedIn describes the kind of human-centric work culture 
that employees want from their employers as one of flexibility, trust, belonging, and a holistic focus 
on well-being.24 

When leaders truly listen with empathy to what their employees need and strategically work with 
brokers and benefits solution providers to thoughtfully address those needs, they’re embodying 
the above four factors in a very practical and tangible way. This is where changing the model of 
open enrollment makes all the difference. As companies and HR leaders examine and evolve their 
organizational cultures to become more “human-centric” and empathetic— and look to improve 
engagement and retention, they need to consider the importance of benefits in the overall employee 
experience. That includes the benefits offered themselves as well as the process of employee 
participation and engagement to ensure alignment with employees’ lives and needs. 

Making open enrollment part of an ongoing, dynamic cycle — that entails actively listening to 
employees, responding to their feedback, and continually refining and adjusting year over year — 
is what builds that commitment and trust. Targeting the diverse needs of various demographics 
and generations promotes belonging. And blending traditional and innovative benefits into a 
multidimensional array of offerings achieves a holistic focus on well-being. 

For today’s employers, this combination of empathy, thoughtfulness, technology and 
communication, extended into an ongoing cycle, will bring employees to the table, and enable them 
to feel heard, valued, and supported. 
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