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INTRODUCTION
The contingent workforce is becoming increasingly more
important in today’s marketplace as a source of talent.
Contingent workers are moving from company to company
and from role to role. An individual who is a contingent
worker today might be a full-time team member tomorrow,
and vice versa. Given the size and fluidity of this workforce,
it’s important for organizations to deeply understand their
needs for different types of workers and adapt their
operational model so they can utilize contingent resources
effectively and appropriately. At Dropbox, we successfully
transformed our contingent workforce program by enabling
self-service and thoughtful contingent worker experience
across the globe.
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CHANGE LEADERSHIP:

BEING THE BRIDGE
In order for change of this scale to work, it’s necessary
to build the case for change across the organization for
what matters most—for Dropbox that is user-experience,
thoughtful contingent worker experience, and strong
data-driven recommendations. The individual business
units or teams typically approach this area from their own
perspectives—and their solutions don’t necessarily apply
across the organization.
Dropbox choose to get ahead of things for a company
our size at the time, identifying a leader to rise above the
day-to-day minutiae and define a strategy that bridges the
needs of the whole organization. This individual or team
needs to understand the overarching business problems,
articulate thoughtful solutions, build the case for change,
and ultimately rally the stakeholders to accomplish the end
outcome. Our Global HR Operations team took
on this role and, due to our ability to see the problems
and solutions across the organization, we were able to
bring 99 percent of the contingent workforce in the U.S.
into the new program in under one year (once the partner
was selected).
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TRANSFORMING THE CONTINGENT WORKFORCE PROGRAM
Our objective was to ensure that the entire program was managed through
manager self-service, supported by a centralized team, and consisted of a
well-defined process. There were three reasons for this:
First, we wanted to manage the scale and avoid having to deal with manual work and spreadsheets.
At the beginning of our work we were opening individual POs and managers were approving
invoices for each contingent worker. It was alot of work for finance and managers.
Second, we wanted our contingent workers to feel like valued partners. For this reason, we included
a cultural component in the onboarding, provided an onsite representative to answer questions, and
established collaborative workspaces where contingent talent worked side-by-side with full-time
employees. In short, we aimed to make the contingent worker experience as close to the full-time
employee experience as possible.
Third, we wanted to provide maximum flexibility for the business, making the contingent program
primarily for short-term needs or faster engagement of resources when necessary.

MANAGING SCALE

WORKER EXPERIENCE

MAXIMUM FLEXIBILITY

Technology and data played important roles in the
transformation process.
When we were selecting our VMS platform, we applied
design thinking to focus on the unique requirements that
best aligned with our business needs. We also brought
in end users early on in the process to review each
solution. By doing so, we were able to simultaneously
select an effective solution and help to support strong
user adoption of the new VMS technology because it was
selected with users’ specific needs in mind. Similarly,
we leveraged data to present the business case to
the various units as to why it made sense to bring their
suppliers into the program. Using the data in this manner
allowed us to start dialogues that helped us understand
their perspectives and where necessary, make
any adjustments.

A THOUGHTFUL TRANSITION
Ultimately, our experience taught us that in order to
make this kind of transformation, you need to make
the transition a thoughtful one. Start with a great user
experience for internal stakeholders and contingent
workers by ensuring technology is easy to use and
enables managers do their job efficiently. We’ve seen
scores in the 90th percentile for both contingent worker
and manager feedback each quarter since the transition
began, a true sign of success for this initiative!
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