Trish  0:00  
The HR Happy Hour Network is sponsored by Workhuman.  AI is everywhere. But here’s what most headlines miss: AI is only as good as the data that feeds it. Workhuman has built the world’s deepest well of recognition data. Peer-to-peer messages celebrating real achievements in the workplace. Now, they’re using AI to transform this data into actionable people insights. For the first time ever, companies can discover hidden skills across departments. Spot quiet leaders. Identify who needs support, and understand their people dynamics at scale. It’s called Human Intelligence, and it’s so powerful that Workhuman guarantees measurable culture improvements that drive real business results. Head over to workhuman.com to learn more. Workhuman, a proud supporter of the HR Happy Hour Network. Thanks for joining us.

Steve  1:14  
Welcome to the HR Happy Hour podcast, the longest running and top downloaded HR podcast for 18, 16, 17 incredible years. Last year...

Trish  1:22  
17

Steve  1:23  
We're 4 million listens in. I know 1000 episodes something like that. Hey, I'm super excited to be here. My name is Steve Boese and I'm with Trish Steed. Trish, how are you?

Trish  1:33  
I'm fantastic. We're live at HR Tech. Of course, it's great.

Steve  1:36  
We are and we're going to be talking to a couple of really cool guys on an important topic, which is the frontline worker, the frontline worker experience, how technology can support that. I'm stoked to talk about this. So let's welcome our guest. First, we have Tom Horne. He's the Director of Partnerships at Harri. Tom, welcome. How are you?

Tom Horne  1:55  
 I'm fantastic. It's good to be back at HR Tech. 

Steve  1:57  
Good to see you, man. And we have Jayson Saba, old friend of the show, but in a new role. Jayson is the Head of Marketing at Harri. Jayson, how are you?

Jayson Saba  2:05  
Thank you for having me. I'm super excited. This is like, my 18th or 20th HR Tech I lost count. This is the only industry I know. So I'm really excited to be here, my favorite event of the year.

Steve  2:17  
Yeah, but you do know the industry, right? It makes sense for to have you on a show like this. So I mean, you've seen it all.

Jayson Saba  2:23  
Yes, I've worked as a analyst, as a practitioner, as a services vendor and also as a technology vendor. So yes, I have seen it all, The good, the bad, and the ugly.

Trish  2:35  
I have to admit. So leaving practitioner world after 20 years, becoming an analyst, it was actually Jayson that I was emulating. I don't know if I've ever told you that, but seriously, I mean, you had to have someone to sort of look to in terms of, who knows the market, who knows how this is done? And it was Jayson. So it's kind of a nice full circle moment that you're back with us on the show.

Jayson Saba  2:54  
I love it. I got to work with some of the best companies as fast growing companies. And I'm so excited about about Harri. It's my week five and the job, and I think we're the best kept secret when it comes to HR workforce management and talent acquisition in our space.

Steve  3:11  
Well, let's, let's try to unpack that secret and maybe make it not so much a secret. I'll throw it to you, Jayson or Tom, tell us a little bit about Harri and the mission of Harri. 

Tom Horne  3:20  
We're focused on the frontline employee, and it takes a very specific approach to reach that frontline employee. They're not at a desk. They don't always have the resources. So the real focus is them, creating heroes of your employees so they can take care of the customer, and the way to do that is be in their flow at work, right? Like they're on the front lines. You have to reach them on the front lines. And that's why Harri is so different than a lot of the other platforms. And I'm in partnership. So I love all the platforms here, and we work with so many people, but that front line approach, that in the stream of work, is really where Harri wins.

Trish  3:59  
I can tell you just having, you know, worked in those type of companies, it is hard when you're taking a solution that's not specifically designed for them and trying to make that work for people that may not have computer access or that may not be that familiar with that, even if you give them access. So Jayson, I'd love to hear maybe a little bit more about the that approach and what you're hearing different from either your customers and or prospects who are interested in this really dramatic new way of thinking about HR.

Jayson Saba  4:28  
I think you nailed it. I think the companies that are really going to succeed, in my opinion, is it wants to truly understand their customers. And I love talking about this because I started my career as product market, in Product Marketing, after I made the from the vendor side, and they have to understand how they use it every day. They have to understand what their flow of work is every day. And for company like Harri, because we only focus on that slice of the frontline worker in restaurants and hospitality, and we're very vertically focused, we know to the. Level of detail to the minute, what kind of skill do you need for how many you know, how many minutes? For how many shifts? Because we started with the employee and we worked our way up. So when you talk about the usability of technology in the flow of work, it has to be very easy. It has to be in one place for the employee you have. You have to also remember that the managers are also employees, so the same technology that they use to manage their employees should be easy to them, to Matt, to use themselves as employees, and it all comes from deep customer research, understanding our customers and the type of workers that they hire. I mean in hospitality, we all know turnover is over 150% in some cases. And yes, it is, you know, frontline worker is a heart of our economy. 70% of our workforce is frontline worker. Hospitality is a big slice of that, I think, second after retail.

Steve  5:50  
Yeah, leisure and hospitality huge, huge vertical for employment in the US, huge, millions of employees.

Jayson Saba  5:55  
Absolutely. And we have to make sure that that technology is used to serve them and that used to take them away from, you know, from from the from their guests, from from their customer, from their product, and all of these things.

Trish  6:07  
That's really unique, too, I think. And Tom, I was going to throw it to you, because when you think about that type of work environment so very fast paced, there are other frontline workers that is a little bit slower pace than than what you're dealing with. So could you maybe talk a little bit about how the product really helps the people keep up with the pace of work, the flow of work. So I think that's where a lot of us get stuck, right? We don't understand or have technology to support how fast we need things to be happening.

Tom Horne  6:34  
So we are really debuting our agentic AI here at this and it's going to be the next level. And I know we didn't, you didn't team me up to go there, but no, that's fine. We're always a system of record. You know, one of the things I love about Harri is our CEO was an operator, and he solved his own problems and then started solving the industry's problems. We've built this organically, nothing against growing through acquisition, but we've built our product, and it started talent acquisition, and we just followed the path all the way down, and by doing so, we were very close to every step of what we did. So the next step was always very clear to us of where to go, and that's in front of the employee. So we have a Harri app where you can see your shifts, where managers can see how their schedules tracking to forecasts. There's communication within the platform so managers can send out communication to their teams. The team's not going to text whatever. You know, you heard a lot about these.

Steve  7:35  
Sure, a lot of folks maybe are not even comfortable giving out their text phone number right to random work colleagues. 

Tom Horne  7:41  
Absolutely, It centralizes that. Yeah. So everything centralizes so we've got some great partnerships, and a lot of the best partnerships are because we can talk about what they do in our platform, and we're 100% open to do that, because that's what it takes to support these employees. And above the employees, it's the managers, right? They're the most stressed out, they're the most overworked. They're the most burnout in a lot of industries, if not all the industries, but especially in this space. So getting them the resources, and then with the agentic, it's it's like having your best manager pulling your data for you and getting into all of your managers in real time. And when that happens in real time, you go from a system of record to a system of action. Really, really making a difference right now. 

Trish  8:28  
Love that.

Jayson Saba  8:28  
I just want to add and to go back to your to your question. Trish, if there's one system an employee uses at frequency and at velocity, it's that workforce management, scheduling times, yeah, we've all worked in retail. I work at Walmart, I work at Dunkin Donuts.

Steve  8:45  
Shout out Dunkin Donuts!

Jayson Saba  8:48  
They're also a Harriy customer, just like you know, top 10 franchises in the on the planet, there are customers. So you punch in, you punch out, you check your schedule, you swap shifts, you take your lunch, there's no part of our HCM technology ecosystem that is used at the frequency and the velocity that our workforce management capabilities are being used by the employees and managers now you serve things like they need their access to their own wages, if they need to take learning in the flow of work, if they want to refer their colleagues to come in, which is the best source of referrals. We carry that through the talent acquisition piece. We do pulse surveys at the clock. How was your shift today? How you know, did you because was it high? Because the data may be telling you something out of your point of sale systems, but the employee might be telling you what it was so crazy and stressful. Well, now let's try to understand why. Because the employee you want to keep those people right?

Steve  9:44  
Yeah, and there's a lot of power there for an organization to be able to look at both sides of that data, right, the point of sale, stuff, the customer traffic, stuff, just the flow, right? Customer ratings, if you're getting that, if you're taking customer feedback from some other source, like a Qualtrics or something, and. Then see, what are my employees saying? What are they doing, and mirroring that up, right? That's really powerful insight. You can, you can, you can drive.

Tom Horne  10:07  
And when it comes to engagement, it's about participation rates, right? It's your capture rate, small group, small data, yeah, but when you're going to clock out and it says, How was your shift today? And it's right there, and you one to five it before you clock out. The participation rate your data set is extremely strong. Yeah, just one example of how it works.

Trish  10:27  
Well, and I think it sounds like too it gives you that sort of vision of having someone care about you, even though it's not a human asking you sure shift, but just knowing that your company cares about that and that they're going to use that data for some good purpose, right? Again, we're not asking our employees often enough about what they're feeling about their work day to day. So I think especially you mentioned the high turnover rate like that to me, I feel like that would definitely bring that down. Are you seeing that in the results?

Jayson Saba  10:56  
Absolutely, seeing that in the results. So, you know, Tom sneak peaked, the AI piece, a little bit. I think the vendors who are going to win this race are the vendors who are going to deliver the perfect shift. Now you ask what a perfect shift is, and perfect, you know, everybody has their own definition, yeah. But really, a perfect shift takes into account all of these variables. From what do you need to you know, from a labor standpoint, are you over staffed or understaffed? Check if you're perfectly staffed. All right. Did you feel stressed out at work? The employee feedback. Do you like the people you are working with? Jayson, how do you handle peak time? Maybe not well. Tom handles in really well. Your compliance box, you gotta check that piece, your manager feedback. How was it? Then you have the guest surveys that come from the, you know, the front that the front of house, systems on the guest experience. And how is that you take all of these things into account the vendor that figures out how to use this, all of that data first, and to create that perfect shift is the vendor is going to win for us. Right now we're doing all of this on the scheduling, on the labor forecasting, on the compliance side, we're about to launch our employee, our engaged 360 product that's more than just surveys, it's things like, well, which employee is more likely to take shifts, rewards and recognition network, like all of that will develop the perfect shift. Now the manager might change this shift. That's where AI comes in and start learning and learning and learning, you're going to have some brands optimizing for the guest experience versus others who are optimizing for labor savings, yeah, versus others who are optimizing for the employee experience. And that changes, and that's where the AI keeps learning to deliver that. That's where we're going to believe us. That's where we're heading as Harri and this, I think that's what's going to set us. Set us apart from everyone in our space. 

Steve  12:49  
I almost envision this. And I'm not saying it works this way. I don't know. But like, like, almost like sliders you could move. Okay, Let's optimize more for customer experience. Let's, you know, a little bit less for the like. But it seems like that's the kind of control in capabilities that that operators will have.

Jayson Saba  13:00  
Absolutely I mean, you have some brands that are making over five, 6 million, $8 million a year in annual an annual unit volume. They may not care much as much about labor costs they want making sure they the guest experience is 4.7 4.81, because two extra transactions a month from this guest that makes a lot of difference, and so making sure you have the right person and the right team working to elevate that guest experience, that's how you use the power of data. That's how you use the power of AI. Right now, everyone's talking about how much AI is going to save you in terms of labor and money, but it's not all about that. It's how do I save the time for my managers, for my employees, so they're taking care of the guests, to make sure that, you know, the tables are clean, the bathrooms are clean, the drive through is efficient. That's what they're excited about. And we have our open beta to invite all of our customers to use Harri agentic AI, actually, we announced it at this event. We are closed beta. That's what it's telling us. These managers want the time to go and spend it on their guests, on their locations, with their employees. And it's not just about, you know, saving the money on on labor costs.

Trish  14:12  
And I feel like no matter what industry you're in, but especially in your industries that you're covering, these are people who you normally work in a silo, you only care about the metrics that are important to your silo right your portion of the business. I love how you're sort of approaching it very holistically. You're sort of weaving everything together and showing them that it's not just pushing or pulling a lever right one lever, it's all these different moving pieces, and when they're all working together, you're going to come out with a much better results. So I haven't heard a lot of people talk about technology in that way, so I think that's pretty unique, especially for frontline.

Jayson Saba  14:46  
And it's make it easy to bring the data and your previous guest, I you know, or, you know, I heard some people talking about, well, there's a big ecosystem of integration to make sure the systems work together. That shouldn't exist, right? You should be able to trust. That data, you should be able to bring that data in real time, and so AI can do what it does best, which is learning and adapting and learning and adapting and recommending. Oh, hey, I can give you enough coverage.

Steve  15:11  
I think this is really awesome Jayson and Tom, but I want to talk for a second, not about AI, and talk about something else which is interesting to me. And since it's our show, I'm gonna say this. Well, here's this. I think we've allowed ourselves in the US to have this idea that there's good jobs, there's okay jobs, and there's jobs that aren't so great, there may be bad jobs or crappy jobs, or lower prestige jobs, and I kind of don't like that, right? I think it's important to elevate all jobs, right? Elevate the value of all jobs. Elevate the value and how we appreciate people who do every job right, and all jobs, and whether it's retail, whether it's hospitality, lots of frontline jobs, right? Just have for a long time, had that stigma of, wow, okay, that's kind of a crappy job. You get the hours you get. You show up when you show up, and maybe you know you'll get treated poorly if you're lucky, horribly if you you know if it goes really wrong. So I like what the focus on the frontline worker in industries that haven't always been focused on, because I do believe there's something here about elevating the value of those jobs, elevating the people who are in those jobs, because everybody deserves a really good experience at work. You talked about the perfect shift, Jayson, that was a great, great way to sum it up. And I just love for you guys, maybe talk a little bit more just abstractly about why the frontline worker is so important, and why you guys are just so focused on that.

Tom Horne  16:36  
Imagine a world where you could not go out to eat, right, right? You couldn't go out to eat, you couldn't go to a grocery store. You can't get like, what's that world look like? And then think about how many people it takes to make that world that we take for granted and come in and out of. And I love what you were saying, because, you know, Dunkin, for example, I'm following a lot of Dunkin folks. You see, they're in the stores. These people are happy. They're taking pictures like, it's not like they're all just slogging at their butts kicked all the time, right? Well, they are, but they're also having fun. They're also really good jobs. And there's lots of people that love and choose to do that, yeah, millions of people that choose these jobs because they love it, and those are the ones that have to be supported. It's not just that I have to take the job, to take it. There's some of that. There's some of that everywhere, right? There's, there's executive versions of that.

Trish  17:29  
Well, I think we've, we've seen, there were definitely years where, and maybe it still exists somewhat, is that you feel like these are replaceable people, and they're not, if you, if you really value each individual for what they bring to the organization. But I think again, back to we, I don't think we've had technology to call that out, specifically in hospitality, and so yes, if you're showing them that that they are important, because it's not just about taking an order or giving you a plate of food, it's about the experience of the customer, experience of the worker and all of that has to be present for it to to be an experience, right? It's, it's, you can't just have one without the other. 

Jayson Saba  18:08  
Exactly. Steve, this question I love. Remember it was 2013 or 2014 The New York Times expose that followed this woman who closed the store. I don't want to name the company, yeah, only to be told five hours later you have to come in and open and find and the term clopening came around, yeah. And as you start pulling on that thread, and you'll see how these hourly workers are, drop everything. I need coverage. Come in, or you're going to lose your job, or, you know, I'm going to change your schedule the day of, and you're, you know, you're going to take this shift. So because of that, they call the San Francisco Retail Bill of Rights. Retail worker bill of rights came around, and that evolved into something today called the Fair Work Week. And the Fair Work Week is California, New York City, Washington State. And there are components and versions of it in states like Massachusetts, Minnesota and others. So that is really meant to protect that worker. So some of the components of that is like, you can't change the schedule outside of the inside of the 14 day, two week period without the employees consent. In some cases, you have to, if you're closer, you have to pay shift premiums, because you know you're if they take this shift, you can't have someone work seven days without rest. So there's some different components for that. Now, what we had our customers came to us and say, Well, how can we configure this fair work week? Because we want to be an employer of choice, right? So my state doesn't have a fair work week, but this is the type of stuff we should be doing for the employees, right? So we took components of that in our configuration. We have something called the employer of choice, literally in that it's you are in a non compliance market. But we're going to give you the this, the ability to do that, support the front, the frontline worker, and at the same time, teach the manager, you know, give them the best practices, how to support them. And how to, you know, take care of them at work. And we're starting to hear that from a lot of the customers. And believe it or not, it's the brands that are growing the most. Yeah, it's the brand that just sold for $8 billion to a private equity that we all kind of heard about. It's called Raising Canes. It's the Dave's Hot Chicken that went from zero to a billion dollars out of a parking lot in in LA, it's the, it's a brand called Swig that is, like the fastest growing franchise in the US today that they do, you know the dirty soda company? Well, that's it's those brands that are growing because they're taking care of the people.

Tom Horne  20:35  
Sorry to talk over, but like, that's the transition, right? We talked about employees this whole time, because that's what we should talk about. But at the end of the day, when you're talking regulations, it is hard for these companies to operate properly and to support so we have to support the employees, but we also have to support these large organizations that have very wide employees over multiple states with all kinds of different employee law, employment laws that are constantly changing. So as employee centric as we are, we are company centric as well, because we help them have that base of operations so their managers are doing better, so there's better product, better representation, and then they can grow and be a bigger, better company.

Steve  21:16  
Guys, that's awesome. I'm glad I snuck that question in, Jayson, I'm glad you got a chance to answer it, because I can tell you're passionate about it. I am as well, and I I'd love to circle back with you guys. Maybe down the line we'll get, we'll get one of those customers on board, get them on the podcast, and have a conversation about that.

Jayson Saba  21:31  
Absolutely, I'd love to be back. I'm going to tell you about what, what next time, about my my first job here in the US at Walmart, and how that's what really pulled me into workforce management. This is the reason why I'm passionate reason why I'm passionate about it. I'll save that story.

Trish  21:45  
I love that he's giving his own teaser for the next episode!

Steve  21:51  
That's good marketing. Very well played. All right. This has been a great conversation with Jayson Saba and Tom Horne of Harri. Folks can go where Harri's website to learn more. 

Tom Horne  21:59  
Yep, Harri.com to learn more. 

Steve  22:01  
H, A, R, R, I, the record. 

Tom Horne  22:04  
I, and fun fact are our interface with our AI is called Salli, because of the movie When Harry Met Sally. So yes, harri.com Come find us. And if you're at the show and you'll be at the show, you can come see us at the botth. 

Steve  22:23  
Awesome, great stuff. Awesome Trish, great stuff. I'll let you close this out.

Trish  22:28  
I love it. I just want everyone to follow us online and also check out our podcast and the whole entire network of podcasts@hrhappyhour.net or wherever you get your favorite podcasts, right? 

Steve  22:40  
We'll see you next time. Bye for now.

Trish  22:42  
Bye for now.
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