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Keeping a business on course in normal times is tough enough, but 
steering it through crisis and chaos takes serious planning. The 
current rate of change and transformation has compelled intuitive 
responsiveness and greater decision-making at a faster pace, 
putting several organisations at the edge. Simply put, it’s like 
planning for change and predicting events even before you know 
what’s actually going to happen. 

The VUCA world (Volatility, Unpredictability, Complexity & 
Ambiguity) outlines complicated paradigms affecting 21st century 
organisations. That’s why businesses need to stay alert and adopt 
practical frameworks to optimise risk and guard them from future 
eventualities. This not only means better profits, but also a chance 
to take advantage of opportunities much earlier than competitors.

Optimism & Preparedness  
in the VUCA World

“It’s not that we need new ideas, but we need to stop having 
old ideas.”- Edwin H Land, Inventor 
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KPMG’s Future of HR 2020 survey reveals that 3 in 5 of their 
respondents who were decisionmakers in leading MNCs believed 
that HR function would rapidly become irrelevant if it didn’t modernise 
its approach to understanding and planning for the future needs of 
the workforce. This leads one to ask - so, why all this fuss just for 
HR?

Read on and we’ll tell you why.

In this e-book, we’ll take you through the contours of experiential HR 
functions - payroll in particular - and tell you why it’s turning into one 
of the most indomitable functions in the HR segment today. By 
making the right decisions, we can help your business stay relevant 
and resilient even in the toughest of times. Not just that, we also 
enhance your payroll delivery to stay one step ahead of industry 
benchmark. 
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The 2020 pandemic set the stage for a headlong race: big and small 
companies scurrying impatiently to balance both growth and 
challenges with never-seen-before fervour. The sudden shift to 
remote-working had put the onus on decision-makers themselves to 
detect processes-related blind spots on their own without 
compromising on workflow and stability. 

However, not everyone passed this test. 

Many of them straggled behind, failing to streamline human capital 
management interests mainly due to departure from on-site 
environments as a result of the pandemic. Even as companies went 
about their day-to-day businesses, compensation and employee 
welfare needs were skipped till problems started surfacing. Lack of 
visibility to employee needs was met with silence and confusion, 
delaying financial services at the crucial moment. 

Balancing Growth & 
Challenges

“Growth is never by mere chance; it is the result of forces working 
together.” - James Cash Penney, Entrepreneur
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Growth is contributed by two factors: by those who build your 
products and those who buy your products. Any mismatch in the 
way you serve these contributors is bound to create faultlines in 
the business structure as a whole. Payroll as a service has a huge 
bearing on both these contributing factors. If you don’t pay your 
employees on time, it directly impacts their morale to function and 
build products for your customers. 
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Irregularity in pay patterns and tax compliance calls for 
supplementary aid especially as payroll cannot be managed in-
house during a crisis. Deloitte’s Payroll Benchmarking Survey 
reveals that Technology Limitations (67%), Resource Capacity 
(13%) and Change Management (8%) are “the most pressing 
service delivery issues facing most companies”. Outsourcing payroll 
services strengthens these areas without having to face the 
complexities that are beyond business capacity.

SOURCE: Deloitte Payroll Operations Survey 2018



Prioritising Payroll For 
Your Talents 

What makes an employer 
relevant? What’s the key to 
happy employees? Of course, a 
spectrum of reasons make up 
the answer, but if one were to 
look for a sure-enough reason, it 
would be an efficient payroll 
system. 
Today, employee experience 
dominates the race to HR 
transformation. An efficient 
payroll system is not just about 
payday alerts, it’s also giving 
talents uninterrupted access to 
data via integrated systems.

KPMG’s latest survey finds that “95 percent of respondents are 
prioritizing employee experience (EX) as a focus area and 
pathfinding HR organizations were almost 3x more likely to 
“strongly agree” that employee experience is a strategic priority for 
the entire organization”. Tapping into this space is vital for 
companies looking to turn payroll from drab to dextrous.
In the APAC region alone, Deloitte reveals 78% of organisations 
have outsourced one form of payroll service or the other, with 
“financial services, energy and resources, and technology, media, 
and telecommunications being the most likely organisations to 
outsource”. 
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“The greatest asset of a company is its people.”
- Jorge Paulo Lemann, Co-founder, Banco Garantia
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However, there’s still a greater gap that needs to be filled as many 
organisations are still struggling with fragmented payroll data that 
is completely or partially unattended. Organisations have a long 
way to go before payroll broadens as a holistic service that runs 
parallel to core business processes.

By Region
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SOURCE: Deloitte Payroll Benchmarking Survey
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Before you take the payroll plunge, it is essential to have a clear idea 
of what kind of payroll services your company needs. The payroll 
outsourcing landscape is filled with a vast array of vendors focusing 
on different kind of payroll and HR needs. Global companies with 
operations across continents need to be aware of country-wise 
regulations affecting payroll, something single payroll providers may 
not be capable of providing. 

Where Should You Start?

“Without data, you're just another person with an opinion.”
 W. Edwards Deming, Management Thinker
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Research is paramount while choosing the right payroll partner. 
Here are some of the key features you might need to keep in mind:
• Knowing your industry type, the payroll features you’d like and 

how many employees you have.
• What your pay cycle is like and how you’d like reporting to 

happen. 
• Taxes and compliance form other high-risk areas that you need to 

focus on without entangling your business in legal tussles and 
penalties. 
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An end-to-end payroll provider should offer you maximum 
transparency while at the same time helping you meet mandated 
compliance requirements in the locations you are operating. If you 
are a business that supports a huge contingent workforce, then you 
will need to zero-in on payroll partners who can provide you with 
employee mobility solutions services as well. 

Time & Attendance Payroll

Tax Filing Leave Management

Expense Claims Mobile

Employee Mobility solutions companies offer a plethora of services 
starting from immigration clearances, employment contracts, visa 
application, employee subsistence aid, onboarding and even 
departure assistance. In the case of contractual workforce, services 
also include invoicing, project payroll and other off-cycle payments. 
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SOURCE: 2019 EY Global Payroll Survey



The Process –  
Proposal & Migration

Payroll outsourcing is all about bringing structure to your payroll 
data. Deloitte’s survey points out that 68% of its global respondents 
are going through an HR transformation or payroll transformation. 
This has been further accentuated by remote working which has 
taken a drastic shift since 2020 and may be well considered the 
order of future work patterns. 

Getting the payroll process started isn’t as complicated as you 
think. Once a payroll partner has been decided upon, a ‘Request 
for Information’ document will be drafted to help providers 
customise payroll for them. This is followed by a system demo on a 
diverse portfolio of cloud and mobile payroll solutions. 
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“Stop doing what is easy. Start doing what is right.”
Roy T. Bennett, Author
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This is also the stage where discussions on data migration, data 
privacy, security and fees come to the table. The proposal is a 
conclusive document that outlines all these parameters – including 
the pay cycle and payroll modules chosen. Most proposals go 
through an intensive two-month review period before it gets 
approved and signed. 

After giving clients the agenda and setting project timelines, vendors 
take some time to review current tax policies and regulatory laws. 
Once data is collected and migrated to the system, they also do an 
audit to ensure compliance. A parallel run is soon carried out to rule 
out inaccuracies and glitches. Payroll, in itself, goes live within 90 
days, but in specific cases, it is also done in 30 to 60 days, 
depending on the client. 
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Business Requirement Study 
(BRS) is performed initially to 
determine and document the 

scope of client requirements and 
“BRS Document” for the client to 

sign.

Testing, configuring and 
implementing the required 

functionalities of the system as set 
forth in BRS document.

Live parallel run using live data from 
client for processing and comparison. 

Data conversion and migration for 
year-to-date history only from 
client’s current system(s) to 

Propay’s system(s).

‘User Acceptance Testing’ (“UAT”) 
for clients as documented in the 

project plan

Provide standard in-depth training to users 
as designated by client, if this function is 

subscribed by the client



Your first customers are not those 
at the end of the supply chain, it’s 
always your employees. Employee 
experience (EX) platforms have a 
direct bearing on employer brand 
value and is one of the most 
sought-after human capital 
management solutions (HCM) in 
the market today. Companies are 
doing everything in their capacity to 
simplify user interfaces and deliver 
seamless HR over all kinds of 
devices. 

Employee Self Service 
Modules – What to Buy?

“You can’t sell it outside if you can’t sell it inside.”  
Stan Slap, Management Consultant
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E-Human Resource Information System: Auto email alerts 
on career progression, comprehensive reporting, staff turnover 
analytic report, employee profile management, e-letter 
generator & inter-company transfer.

E-Payroll Management System: Full Statutory Compliance 
(EPF, SOCSO, IRB etc.), seamless integration with e-Leave 
and e-Attendance, consolidated group payroll report, user 
accessible payroll audit trial, multi-currency payroll & e-
banking.

11 

Trending ESS Modules
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HR on Mobile Apps  

View payslip and company announcement, snap picture of 
receipt to submit expense claim, snap pic of medical certificate 
to apply leave, access duty roster on demand, approve/reject 
overtime, time entry at your fingertips & real time notification.
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E-Expense Claim Management System: 
Comprehensive expense claim limit control by year/
month/number of incidents, different claim types with 
different approving officers, definable expense claim 
layout by type, unlimited expense claim group/types, 
advance claims, D.I.Y Expense claims, customisable GL 
Integration.

Employee/Manager Self Service: Employee self-update 
personal information, apply/cancel/approve/reject leave 
and expense claim, approve/reject overtime, approve 
leave on behalf of other employee, view personal/
subordinate calendar and time entry, update duty roster, 
TP1 & TP3 submission, view payslip and EA form. 

E-Leave Management System: DIY leave report, 
replacement leave, definable leave policy, apply leave on 
behalf, unlimited leave/group type, flexible approving 
workflow (max 5 levels) & workforce control (limiting 
number of employees taking leave on same days).

E-Attendance Management System: Real time 
attendance record/monitoring, fully compatible with most 
Biometric & Proximity card readers, email alert on lateness/
absenteeism, definable/unlimited shift setting, definable 
overtime policy, clocking from anywhere and anytime & 
cross day policy.

Mobile Attendance Clocking: Clock with GPS location 
logged, clocking history on-the-go, easy deployment, 
immediate notification sent to superior or HR if clocking is 
out of range.



Tax Compliance & 
Employee Mobility

Compliance is complicated when you have a varied workforce as 
well as unfamiliar regional legislations to adhere to. Deloitte’s 
2018 Payroll Operations Survey shows that ‘Compliance and 
Controls’ topped the key areas for focus or improvement relating 
to outsourced payroll vendor services. Computing taxes may be 
manageable but can result in oversight and errors in the long run.

Mitigating risks and broadening due diligence in tax computation 
is a priority if organisations want to stay top on the compliance 
agenda. Missed deadlines and penalties can be a huge dent to 
reputation as well as workforce management. This is especially 
true if you have employees under different tax brackets as well as 
employees posted in foreign countries on special assignments. 
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“The hardest thing in the world to understand is the income tax.”
Albert Einstein, Physicist
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SOURCE: Deloitte Payroll Benchmarking Survey

SOURCE: PWC Moving People With Purpose, Mobility Survey 2014
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Software as a Service (SaaS) dominates the HR landscape as payroll 
management systems gets hosted on the cloud – offering businesses 
versatile options to deal with data and its unlimited usage. The Cloud 
has redefined ‘service delivery’ by endowing users with on-the-go 
options to access, use and manage data on their own regardless of 
where they are located. 

HR management has hit a transitory phase with the arrival of cloud-
harboured subscription models. These subscription models function 
on pay-per-use rates and have a great advantage when it comes to 
balancing costs and accessing latest technology at the same time. 

Cloud: Experience Next-
Gen Tech in HR

“The cloud is about how you do computing, not where you do 
computing.” - Paul Maritz, former CEO of VMware & Pivotal
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According to a 2020 report by 
Allied Market Research, “the 
Covid-19 pandemic is anticipated 
to have positive impact on the 
growth of cloud-based payroll 
software due to growing adoption 
of this technology for productive 
and efficient management of the 
workforce”. The report also 
highlights SMEs broadening their 
adoption of cloud payroll software.

Propay Partners’ E-HR on Cloud offers users simple and effective 
solutions to track HR essentials from dashboards to mobile screens. 
Our robust payroll and employee data management services helps 
consolidate, identify, screen and download information without 
manual intervention. 

$6.37 billion 
payroll software generated in 2016

$10.33 billion  
estimated to reach in 2023

SOURCE: 2019 EY Global Payroll Survey
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CASE STUDY 9
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       PRESENTING PROBLEM 

Turner International, an international construction services company 
building complex projects across commercial, aviation, retail, 
healthcare and education segments was left high and dry when their 
HR officer (also the payroll manager) had suddenly quit his job. With 
large projects sanctioned across Malaysia, the North-American 
construction giant was looking at filling the gap with a payroll 
outsourcing partner who could commence operations at the earliest.


Turner International had approximately 70 employees under its care 
and with the sudden restrictions posed by Covid-19, the company 
was at a crucial turning point. Besides wanting a flexi-approach to 
keep its operations balanced, the company wanted to keep its core 
payroll function under a managed service platform to ensure 
business continuity. 


TURNER INTERNATIONAL STEADIES 
UP POST PAYROLL WOES  
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       PAIN POINTS 

One personnel handling the entire workforce’s payroll

Absence of cutting-edge payroll delivery platform

Unreliable payroll support & engagement

Needed People Team to focus on Strategic HR instead of 
administrative tasks

       OUR SOLUTION 

Propay Partners had met the Turner International team a few years 
ago during a business development drive. Recommendations from a 
previous client had steered meaningful conversations towards a solid 
contractual obligation. That, and a five-star rating by our referee 
helped us gain a positive edge over regional payroll players. We also 
made sure continuous engagement with the COO placed the much-
needed trust between us.


Within three months of taking over the company’s human resources 
data, Propay Partners was able to optimise their cloud payroll 
solutions and e-leave application process. They were happy that they 
no longer had to depend on in-house executives to deal with payroll 
issues and worry about salaries being credited on time. Their sole 
demand was carefree services and that was efficiently met. 19 



       RESULT 

Turner International’s payroll exercise happened during the pandemic 
when the CMCO was in place. The entire payroll migration and 
processing was carried out virtually within a 90-day window. During 
the bid, we promised the team the highest level of service and they 
say we’ve not breached that promise to date. The company is happy 
that their HR team is now more focussed on talent-based initiatives 
than having to worry over complicated pay routines.
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“Our initial decision to sign Propay Partners as our payroll partner was 

aligned with Turner’s interest to work with a company of good 

reputation that provides exceptional service. Propay Partners stepped in 

just when we needed them. The most valuable service that they provide 

is “peace of mind”. We know that once our payroll information is 

submitted, our team will receive their payroll on time. They have been 

consistently prompt, accurate and professional. Whenever we had an 

issue, help has been consistent and immediate, with confident handling 

and swift resolution. They consider us a partner rather than a client, and 

truly listen if we have an idea rather than just saying, “we are the payroll 

experts and this is how it should work”. They continuously work with us 

to ensure great functionality. One of their greatest strengths is their team 

which ensures us that our payroll will always be secure with Propay Partners.”

Wilson Lee   

Country Manager

TURNER INTERNATIONAL TESTIMONIAL



Risk Management & Compliance
Handling payroll data demands authorised data security systems to 
track breaches and errors instantaneously. In the wake of Covid-19, 
systems, workers and data have also shifted to remote operation, 
creating wide-spread concern for IT infrastructure and external 
software applications.

Payroll data, essentially reams of yearly financial data, is a vulnerable 
segment that can jeopardise stakeholders from all corners of the 
globe, consequently invoking GDPR or PDPA non-compliance 
allegation.

Staying Ahead of the Game

“Technology trust is a good thing, but control is a better one.”
Stéphane Nappo, VP, Global CISO Groupe SEB

10
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Smart choices are borne out of smart decisions. We, at Propay 
Partners, have been serving a multitude of clients for two 
decades,creating visible success stories everywhere in payroll and 
employee mobility. By redefining the way HR functions, we’ve 
proven to be reliable partners instrategising employee experiences 
in payroll for our clients.
• ISO27001 certification across its Information Security 

Management Systems to limit risks and crisis in HR and payroll 
information handling.

• Migration audits once payroll data is stepped up for transfer into 
internal systems.

• Confidentiality, protection and security under regulations 
specified under GDPR and PDPA Acts for foreign and local client 
workforce.

Lean Management in Payroll & HR
Lean principles in payroll management offers work-flow 
streamlining to yield smoother processes by pumping up efficiency. 
Starting 2021, Propay Partners plans to adopt lean structures to 
maximise business value for our vast range of clients. By ensuring 
operational excellence in HR performance, Lean will ensure that 
users get access to premium HR & payroll services built on fewer 
resources, quicker response times and updated information. 

Lead models focus on:

Optimise Lead time

Cohesive Teams

Simpler Processes

Greater Eficiency 

Broadening Scale

Open Communication  
Channels

Greater Output

Lesser Resources

Customer-focused 
services

Quick Action

22 



SOURCE: McKinsey Covid 19 Crisis Shifts Cybersecurity Priorities And Budgets

Source: Deloitte, Lean, Agile State of the Nation
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Making Smart Choices 
“Wherever you see a successful business, someone once made 

a courageous decision.” - Peter Drucker, Management Consultant
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Making bold decisions in the face of uncertain situations is a 
challenge we have all been faced with. This pandemic season has 
given us opportunities to reach out more to our workforce, make 
remote working easier, prioritise employee experience, streamline 
HCM services on personal devices and protect our data from cyber 
theft.

Smart choices are borne out of smart decisions. We, at Propay 
Partners, have been serving a multitude of clients for two decades, 
creating visible success stories everywhere in payroll and employee 
mobility. By redefining the way HR functions, we’ve proven to be 
reliable partners in strategising employee experiences in payroll for 
our clients. 
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As a digital horizon spreads out before us, it is crucial to integrate HR to 
achieve more flexibility and relevance. Heightened stakeholder 
expectations, on-demand services and data consumption are huge 
turning points that will revolutionise businesses in this phase of 
transformation. 

“It all depends how you choose to look at payroll.  

Today, it’s far from a monthly routine. In fact, most of the time there is 

no routine at all - pay is now off-cycle and on-demand as well.  

As HR transforms massively right under our eyes, we are committed to 

modernising HR by creating customer-facing digital platforms that 

provide personalised experiences in every respect.” 

Propay Partners Sdn Bhd is a leading payroll and employee-mobility 
solutions company offering multi-country payroll, cloud HR technology, tax 
advisory, workforce mobility and expatriate management solutions. The 
company is headquartered in Kuala Lumpur, Malaysia with operations across 
Singapore & Thailand. The company builds comprehensive HR services by 
countering domestic regulation, legal complexities and altering employee 
contract requirements by ensuring a no-risk experience throughout the 
employee life-cycle. To learn more about outsourcing services, please visit 
www.propaypartners.com

Manish Mehta   

Co-founder / Business Director
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