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1 INTRODUCTION 

1.1 Research Background  

We are living in a time when our world is undergoing economic, digital and social transfor-

mations. These crucial changes influence the workforce landscape. The rise of technolo-

gies and the alterations in the social scene have played a significant role in shifting the 

processes of how employees are being recruited, organized, managed, engaged and 

trained as well as how employees prefer to maneuver in the labor market.  

The present-day era of speeding markets and global competition is reinforced by techno-

logical innovations. To take advantage of these technological advancements corporations 

have started to be greatly contingent on getting knowledgeable workforce. As a conse-

quence of the unavoidable changes, a new corporate setting is developing where busi-

ness executives recognize that flexibility is the chief approach for planning their working 

processes, structuring their organizations and engaging their HR in order to be competi-

tive. (Thompson 1997, 44-45.) 

More and more companies are starting to realize that relying on the standard approach of 

permanent employment alone might be a losing strategy in the current state of scarcity of 

skilled specialists. Executives, as well as HR managers, are beginning to understand the 

potential of employing workers in a more flexible manner.  

Corporates that are integrating a Talent On-Demand approach secure themselves with 

having a constant source of top-level specialists with the most relevant skills, who can be 

acquired just in time when they are needed. This flexible approach provides a necessary 

level of cost and competence optimization and allows companies to regulate their human 

recourse levels in an agile manner. The On-Demand approach gives companies a possi-

bility to seize innovations that skilled workers bring and avoid the trouble of trying to pos-

sess all the human resources available. (Cooksley 2017.) 

The twenty-first century is bringing major changes, and the HR environment is evolving as 

a result of these changes. This research will explore gig economy and the contingent 

workforce and its related current and future trends as well as analyze related statistical re-

ports and data. Moreover, the research will examine the challenges and needs of the con-

tingent talent and HR managers as well as executives of the companies inclined to em-

ploy talents.  
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The case company, Twago, has one of the top platforms for online work in Europe. The 

name Twago is short for “Teamwork Across Global Offices”. Twago is encouraging indi-

viduals and businesses to go online to find experts and collaborate on projects. 

The research will explore one of the company’s products: Twago Talent Pool platform 

which is a white-label solution that combines marketing practices and personal candidate 

relationship management to fill curated talent bases and build long-lasting relationships 

between corporate and contingent talent. The Twago Talent Pool is a sophisticated candi-

date data platform paired with simple and effective talent attraction and acquisition tech-

niques that support companies with engaging and managing a contingent workforce. The 

thesis will examine the existing solution of the case company, investigate how the solution 

is solving the needs and challenges of its customers. Finally, based on the findings of the 

research, some improvements will be suggested.  

1.2 Research Objectives and Questions 

The main aim of the research is to explore how the case company can improve its plat-

form with modern technology solutions in order to better meet the current trends and 

needs of the contingent workforce arena.  

The objectives of the thesis research are to: 
• Explore up-to-date reports from the industry experts and current trends of the field  

• Collect and analyze quantitative data and statistics on the topic  

• Determine and summarize the needs and challenges of contingent talents and HR 

managers of the companies implementing contingent workforce strategy 

• Examine the case company’s solution  

• Collect and analyze case company data 

• Suggest improvements for the case company’s platform 

Research questions are one of the vital elements of the research. They introduce the 

questions that will be answered by the study as well as define chief ideas adopted in it. 

Research questions ascertain that a reader is not deprived of the primary purposes of the 

study. Generally, scholars conducting the research formulate multiple research questions 

rather than a single one so that they are able to explore the subject fully. (Creswell 2012, 

109-111.) 

The main research question of the thesis is the following: 

How can current trends and needs of contingent workforce be met with the help of 

technology? 
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In addition, the following subordinate research questions help focus the study: 

• What are gig economy and contingent workforce? 

• What are the current and future trends in the field of the contingent workforce?  

• What are the needs and challenges of the HR departments and contingent tal-

ents? 

• How can the case company’s digital platform be improved to better meet the 

needs of the company’s HR department and contingent talent and to better sup-

port their interaction and cooperation? 

1.3 Research Limitations 

There are several limitations to this study. Firstly, the study is limited to exploring the solu-

tion of the case company and may not apply to other cases. However, the study can be 

effective for reviewing and analyzing the trends of the field, and some of the conclusions 

can be useful to anyone interested in the topic. Another limitation is the lack of previous 

studies on the topic. Even though the topic is widely discussed and studied by the industry 

experts, it is nevertheless relatively new.  

Finally, the statistical data available on the topic is limited. This is because statistics on 

the matter are private information of the related companies.   

1.4 Research Methodology and Data Collection 

There are numerous methods of conducting research but three common ones are quanti-

tative, qualitative, and mixed methods. Generally, if research questions involve answers 

compelling numerical data, the quantitative approach is applied, if answers require textural 

data, the qualitative approach is employed, and if the combination of both numerical and 

textual data is needed, the mixed methods approach is used. (Williams 2007, 65.) 

The thesis will draw on a deductive research approach and collects data by applying both 

quantitative and qualitative methods. Data will be collected by examining existing statistics 

and by reviewing related papers and publications written by industry experts. In addition, 

case company related data will be collected, and the case company’s digital solution will 

be examined. 

1.5 Thesis Structure  

The thesis consists of six main chapters. Figure 1 demonstrates the structure of the the-

sis. The more detailed description of each chapter is presented below.  
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Figure 1 Thesis structure 

The introductory chapter of the thesis introduces the research topic, research questions, 

objectives, and limitations. 

Chapters 2 and 3 comprise the theoretical part of the thesis. The two chapters consist of 

the literature review and the examination of the available data and statistics as well as re-

lated studies. 

Chapter 4 reviews the case company’s solution. It analyzes the case company’s platform 

and examines related key concepts. 

Chapter 5 includes the empirical part of the thesis. The chapter explains how the case 

company data was gathered as well as analyzes the collected data. Based on all the gath-

ered information as well as reviewed literature and examined statistics and trends, the 

chapter presents suggestions on how the case company could improve the platform. 

Chapter 6 concludes the thesis by answering the research questions and giving sugges-

tions for further research. Finally, chapter 7 presents a summary of the thesis. 
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2 THE GIG ECONOMY AND THE CONTINGENT WORKFORCE 

2.1 Definitions and History 

We are now living in the era of globalization and digitalization. People can work from any 

part of the globe at any time they want using only their mobile phone or a laptop. Techno-

logical and social development has shifted the way people prefer to work. The labor mar-

ket and the economy have started to adapt to those transformations. The concept of the 

“gig economy” is not new. It has been already examined during the past decades. How-

ever, it has become a key discussion topic only during the past few years. 

Developed rapidly, the gig economy now challenges present business models and man-

agement principles and guidelines of the labor market. To get a better understanding of 

the topic, it is crucial to firstly sort out the definition of the gig economy and understand 

what it is.  

The “gig economy” is one of the terms used to define different forms of “gig” work or free-

lance project work. Other definitions that are being employed are “on-demand economy,” 

“collaborative consumption” or “sharing economy.” Definitions of the gig economy vary 

greatly. (SIA 2018, 3.) 

For instance, the Cambridge Dictionary (2019) defines the gig economy as follows: 

A way of working that is based on people having temporary jobs or doing separate 

pieces of work, each paid separately, rather than working for an employer. 

Another definition provided by the Collins English Dictionary (2019) states that gig econ-

omy is: 

An economy in which there are few permanent employees and most jobs are as-

signed to temporary or freelance workers. 

The word “gig” itself is claimed to be originated in the 1920s by jazz musicians. It was re-

ferring to a stage music performance, a recording session or any other music-related one-

time work that was usually paid for. Nowadays, the term is used not only concerning the 

music business but also to describe any kind of paid work or employment. (Victor & 

Dalzell 2007, 288.) 

Now, the term, “gig economy”, is commonly used, for example, in media and business 

contexts. However, to understand the subject better, it is essential to consider the fact that 

the principle of piece-based, temporary work has not emerged just recently but has been 

existing already for several decades. The first rudiments appeared already after World 
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War II. In the 1970s the workers’ previously supreme position was weakened. It happened 

due to outsourcing and offshoring of manufacturing and service processes and the rise of 

non-standard employment relations (Anwar 2018).  

With the rising popularity of the Internet, Craigslist has been created. Craigslist is one of 

the first examples of the digital platform where individuals can find a gig. It was founded in 

1995 and is still used to sell things and post personal and job ads (Business Dictionary 

2019). A few years later, Elance (currently known as Upwork), a global freelancing web-

site, was introduced followed by such currently worldwide known and used services as 

Airbnb and Uber as well as by many other digital platforms that are based on the principle 

of the gig work.  

In addition, to the concept of “gig economy”, the concept of “contingent workforce” should 

be defined here. The U.S. Bureau of Labor Statistics (2019) defines contingent workers as  

People who do not expect their jobs to last or who reported that their jobs are tem-

porary. They do not have an implicit or explicit contract for continuing employment.  

Deloitte (2011, 143), defines contingent workers as: 

People who are not on the company payroll but provide services to an organization, 

such as contractors, consultants, temps, and advisers. 

In the current state of the labor environment, there is a huge scarcity of personnel who 

have advanced skill sets, and companies struggle significantly with growing labor costs, 

and executives are in demand of the specialist who can rapidly adapt to constantly chang-

ing markets (Deloitte 2011, 143). Thus, new types of gig-type contingent work forms 

emerge and could include a wide range of working arrangements.  

The term “freelancer” is typically being associated with a very particular and in many 

cases, rather standard types or work like creating a website or designing a poster. Mean-

while, the term “contingent worker” comprises a significantly broader definition. Some of 

the examples of working arrangements that can be considered contingent might include 

independent contractors, temporary talents, project-based workers, and interns.  

One of the popular misconceptions about the contingent workers is that these types of 

employees are just temporary workers that are provided by an external agency to quickly 

fill in clerical or routine work. The misconception can come from the fact that traditionally 

contingent workers were being associated with the non-critical substitute positions. Hiring 

them was essentially just a quick reaction to an urgent demand when a job had to be done 

but there was no time to proceed with the standard recruitment process. (Spalla 2018.) 
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To understand the concept of contingent workforce better, it is essential to consider the 

fact that contingent workforce comprises in equal measure of both manual or blue-collar 

type of jobs (like taxi drivers or factory workers) and positions where highly skilled profes-

sionals are needed (like project managers or scientists). Originally the freelancing or any 

other non-standard employment was perceived as something temporary, a transitory sub-

stitute before a person can find a permanent “proper” job. 

However, nowadays contingent employment can be a permanent lifestyle for an individ-

ual. People can intentionally prefer contingent employment as a stable source of income 

and a prospective career path. Many employees are considering being employed in a con-

tingent manner for various reasons. For instance, to get the feeling of freedom, to avoid 

commitment, to have the challenge of working on different projects for different companies 

or to have flexible working hours. (Allan 2002, 106.) 

Spalla (2018) names four major advantages in favor of integrating contingent employees 

in the company’s workforce landscape. Those advantages are: acuminating the main 

competencies, adapting rapidly to change, upholding better control over results and insu-

lating the company from talent scarcity. Spalla claims that integration of the contingent 

workforce to the business set-up might be the best tactic that would reinvigorate the com-

pany’s talent strategy, support global goals and in general advance the organization. 

This part of the thesis has introduced and analyzed the concepts of the gig economy and 

the contingent workforce. However, to support the claim that these are indeed growing in 

popularity, related data and statistics will be presented and reviewed in the following sub-

chapter. 

2.2 Statistics and Figures 

Oxford Economics (2019a) claims that 83% of managers worldwide declare that they are 

progressively using contingent, intermittent, seasonal, or consultant employees in their 

companies. It is predicted that the workforce landscape of 2020 will significantly differ from 

one of its forerunners.  

Furthermore, Randstad Sourceright (2019, 14) claims that 25% of large and mid-sized 

firms will transform more permanent jobs into contingent by the end of the year. Compa-

nies see benefits in the agility of contingent hiring. In the modern business pace where 

corporates are forced to deal with organizational crisis, urgent launches and rapidly shift-

ing customer demands the ability to occur desired human resources with as little waste or 
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delay as possible is highly essential. The data collected demonstrates that among the cor-

porate employers of large enterprises who have integrated talent strategies to their stand-

ard set up, 35% state that they did it to reduce the time of filling critical business positions.  

The alterations are noticeable not only on a corporate level but also from the perspective 

of personnel.  

In their study, the Oxford Economics (2019b) have uncovered that a considerable 41% of 

respondents claim that in their company they are increasingly using contingent employees 

such as independent contractors, part-timers, or temporary or leased employees. Moreo-

ver, as Figure 1 demonstrates, the significant 35% are progressively using intermittent or 

seasonal employees and 34% of interviewees are working with consultant employees 

more and more.  

 

Figure 2 The percentage of responders considering statement to be true for their company 

(Oxford Economics 2019b) 

Upwork, the largest global freelancing website, and the Freelancers Union acknowledged 

that 56.7 million Americans were freelancing in 2018 which is 35% of the population of the 

United States and it is 3.7 million more compared to the same index in 2014. Furthermore, 

one of the key findings of their study uncovers that income is not the chief motive why in-

dividuals are choosing freelancing over regular full-time employment. The results of the 

survey reveal that 84% of full-time freelancers prioritize lifestyle over earnings and, mean-

while the percentage the full-time non-freelancers who make the same prioritizations is 

14% 

26% 

34% 

35% 

41% 

Use unpaid interns

Use paid interns

Increasingly using consultant employees

Increasingly using intermittent or 
seasonal employees

Increasingly using contingent employees
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also relatively high (64%), the difference that is 20% can be considered significant. Finally, 

the research emphasized that 77% of full-time freelancers claim that they have a better 

work/life balance when freelancing than being in standard employment. (Upwork 2019.) 

However, it is extremely important to mention that even though presented numbers and 

figures are indicating that alterations towards the contingent workforce set-up are consid-

erable, the standard employment still solely remains dominant in the HR environment. 

While the shifts happening are critical, it is essential to keep in mind that they are only a 

part of a bigger picture. Companies are only starting to very gradually recognize the trans-

formations and move alongside with them. One of the studies discovered that only 42% of 

managers confirm that they understand how to meaningfully process all the available in-

formation on the workforce and how to derive helpful conclusions out of it (Oxford Eco-

nomics 2019b).  

Nevertheless, even though not everyone acknowledges the change, the phenomenon of 

the contingent workforce is yet proceeding to develop and even transform from its original 

state. Many factors and processes impact the evolution of the modern labor market. The 

following sub-chapter will examine the current states of the contingent workforce and re-

lated trends as well as review some of the forecasts for its future. 

2.3 Current and Future Trends 

Modern technologies have all the potentials to transform the workforce, create new jobs 

and shift the old ones. Moreover, they can affect people’s lifestyles. The possible positive 

scenario is that the gig economy would boost productivity, flexibly and funds. Whereas a 

more negative forecast anticipates growing employment insecurity, job losses, and de-

skilling. (de Ruyter et al. 2019, 38.)  

John Thompson (1997, 44) wrote:  

Today, no market is safe from the innovations of sometimes unknown competitors 

who can spring up overnight and quickly render well established products and ser-

vices obsolete.  

More than 20 years have passed since then, but his idea continues to be nothing but the 

truth. 

Thomson stated that one of the main factors that facilities the growing popularity of contin-

gent employment is the aspect that an enormous amount of information is available for 

companies nowadays. This enables them to develop long-term business plans. However, 

longstanding plans generally require continuous short-term alterations. Companies need 
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to keep up with these short-term planning alterations and rapidly respond to the frequent 

and quick changes on the market. Business solutions, related to those needs, depend on 

the HR and operational flexibility. Therefore, corporations are continuously growing their 

outsourcing programs. It would allow them to employ teams and individuals, including the 

ones at a very senior level, on a contract basis. (Thompson 1997, 44.) 

Data is, in fact, an extremely powerful resource. With proper processing, data can derive 

great results. Data-driven algorithms are starting to take control of the human-performed 

processes. They support human workers, for whom it is physically not possible to process 

such enormous amounts of information received daily from millions of sources online and 

offline. Data can be also a great use for the HR sector. Some of the companies are using 

big data to outline what is needed for a specific position and identify where the best candi-

dates for the position are coming from. The process of utilizing data today goes beyond 

analyzing academic alignment, it aims towards more complex matching (Hipps 2018).  

David Weil (2014) when describing supremacy deterioration of the standard employment 

relationship (SER) over the past forty years is claiming that several mechanisms had 

emerged or re-emerged to fissure the relationship between employers and employees. 

Among the factors, Weil considers subcontracting, franchising, labor hire, and disguised 

employment relations. The author claims that all the issues made the job more insecure. 

Furthermore, they eliminated employees that are recognized to perform ‘non-core’ work 

from the major workforce scene. In the current state, it is essential to also add platform-

based ‘gig’ employment to the reasons why the SER setup is decaying. This employment 

adopts digital technology as an intermediary for commissioning, supervision, delivery, and 

compensation of work executed by people on a contingent, piece-work basis. (Flanagan 

2017, 378-379.) 

Another major factor that has enhanced the transformations is millennials entering the 

workforce. “Millennials” is a term used to describe a generation of people born between 

the 1980s and early 2000s. They are widely known for their confident use of technologies 

and overall adaptive capacity.  

According to the statistics presented by Duffin (2019), the highest percentage of freelanc-

ers among the working population in the United States in 2018 is detected amongst the 

people in the age range between 18 and 34, with 42% of working individuals freelancing 

and 58% not freelancing. As can be observed in Figure 2 below, the proportion of free-

lancers and non-freelancers of the mentioned age group out of all age groups is closely 

approaching 50/50 state. Therefore, considering values for other age groups it can be 
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concluded that millennials are more likely than other age groups to prefer freelancing over 

the standard employment.  

 

Figure 3 Freelance participation in the United States as of 2018, by age (Duffin 2019) 

Oxford Economics (2019a) has discovered that millennials coming to the labor market is 

one of the topmost matters among the managers and executives. More and more people 

of this generation are entering the workforce and are becoming the force that facilitates 

contingent set-up. Therefore, to efficiently and accurately plan for the company's HR and 

development strategies employers need to consider the characteristics and traits of the 

millennial generation.  

Furthermore, the future of work is forecasted to be influenced by overall diversity and 

globalization. Internet connection allows people from different parts of the world to work 

together and even pitch together their mutual project to an investor who might be sitting in 

the third faraway location. There are hundreds of examples of multinational companies 

with offices across the globe. Globalization and diversity at the workplace is what is going 

to have a huge impact on the development of the contingent working arrangements. 

Another extremely significant point is that knowledge is decreasing in its value much 

faster than it was decades ago. There is a concept of half-life of knowledge. It represents 

the period in which half of the considered knowledge will be substituted with new ones or 

proven to be false. In other words, the half-life of knowledge is the shelf-life of knowledge. 

With new technological advancement, scientific discoveries and even societal transfor-

mation the knowledge is decaying. 
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In the time of technological advancements, workers who possess knowledge are greatly 

valued. Though, companies may not always have needed workers employed or may not 

have the resources to train hired specialists. Thus, they should seek for needed talents 

outside the company. Contingent workforce and particularly the base of independent con-

sultants are the main sources of recruits with up-to-date knowledge and expertise. 

(Matusik & Hill 1998, 696.) 

Following, it has been reported that HR departments have been experiencing a major tal-

ent shortage. The issue is forecasted to only deteriorate soon. McKinsey expects to have 

a global deficiency of 40 million educated people with a university degree by 2020. Thus, 

already today firms are overstating salaries to guarantee they get a needed candidate. 

Companies are trying to remain successful. However, rising wages are not a viable solu-

tion for the long run. (Hipps 2018.) 

David Bristol (2016) declares:  

It's always a matter of finding the right match. 

Talent scarcity is one of the chief reasons why companies are increasingly utilizing talent 

pools. The term “talent pool” refers to a database of potential job candidates of the com-

pany that is typically created and updated by an HR department.  

Talent pools are believed to be a highly beneficial and helpful recourse for businesses. 

They deliver pre-analyzed and vetted contingent workforce reserves. They offer compa-

nies the advantage of having a base with skilled and verified candidates who are charac-

terized and grouped by needed attributes and can be accessed quickly and effortlessly. 

(Wasley 2016). 

Furthermore, one more motivation for the companies to create and maintain pools of tal-

ents is speed. Randstad Sourceright (2019, 2) suggests: 

Speed is the new business currency. 

With the ever-changing market demand companies are forced to be able to allocate re-

quired resources fast. The right talent in the shortest possible time is an essential part of 

the success. This is one of the reasons in favor of early talent acquisition. Nowadays, it is 

crucial for businesses to build and maintain connections with suitable candidates early on 

(Hipps 2018). Those connections later would allow companies to recruit already vetted 

candidates much quicker. 

Equally important is flexibility. It is essential for keeping up with the modern pace of the 

world and for implementation of the efficient workforce strategy. As revealed by Oxford 



13	

Economics (2019a), a lot of the companies are reported to be less flexible than their work-

ers want them to be. 

Moreover, even the companies that have decided to implement more flexible working set-

ups, struggle with execution. The issue is that the currently existing organizational and HR 

procedures and arrangements are immensely static and rigid. Thus, companies that want 

to obtain all the welfares of the contingent workforce need to adjust their conception of la-

bor. The factors as HR metrics need to be redetermined. (Cooksley 2017.) 

Flexibility in various aspects of HR strategies can allow businesses and their executives to 

realize the maximum potential of the workforce available on the labor market.  

Finally, contingent workforce management requires a contribution to the corporate culture 

to the same degree as it needs technological support. The worker loyalty is widely agreed 

to be a foundation for an effective business's performance. Assuring loyalty and building a 

strong connection between employees and the company in the contingent set-up is partic-

ularly challenging. This is because often contingent workers are considered to be less de-

voted to the company’s culture due to the specifics of their working arrangement. Moreo-

ver, there is an assumption that the company from its side would be less concerned about 

them. (Oxford Economics 2019a.) 

That is why company culture is vital especially for the implementation of the contingent 

workforce. HR managers should put an effort and approach contingent workers with the 

needed level of dedication and build better relations with them. Improving a company cul-

ture continues to be one of the highly challenging issues.  

Summing up, many aspects determine the contingent workforce development direction. 

The predictions for the future can be made. However, as the sub-chapter discusses the 

main thing that the HR field should be prepared to face is a constant change. That is why 

at this point it is highly essential to focus on the needs of the parties involved, as well as 

on the improvements that can be made. The following chapter will focus on the needs and 

challenges that are faced in the contingent workforce today. 



14	

3 CHALLENGES AND NEEDS IN THE CONTINGENT WORKFORCE  

3.1 Employee’s Perspective 

One of the main reasons why people choose to work in contingent set-up is their aim to 

have flexibility in working day and hours so they can devote time and effort to other inter-

ests (Allan 2002, 106). The outcome of this mindset is that people want to have conven-

ience, security and satisfactory experience at every step of their work journey. Although 

contingent workers have a lot of traits, desires, and complications that are similar to the 

ones of employees in the standard set up, many of the issues are unique and require spe-

cial attention. This sub-chapter will focus on determining what are the most crucial needs, 

difficulties and challenges definitive to contingent workers.  

Legal protection and overall law regulations are some of the top issues for the contingent 

workforce. According to the study by the Chartered Institute of Personnel and Develop-

ment (CIPD), 63% of interviewees working in the gig economy set up believe that their 

fundamental employment rights and welfares such as holiday pay should be secured by 

the government (Scott 2017). Governments and labor unions only recently started to re-

lease regulations and guidance that apply to contingent employment and consider all its 

up-to-date features.  

Typically, contingent employees are significantly less likely to obtain health and retirement 

welfares compared to permanent employees. For instance, the majority of contingent 

workers have to get personal health insurance rather than use an employer-sponsored 

one. (Allan 2002, 107.) 

Due to those issues, contingent workers in many ways might fill insecure and even the 

company’s managers realize this problem. Per the study by Oxford Economics (2019c), 

46% of interviewed executives believe that changes are needed in the field of compensa-

tion plans for the contingent employees. 

Furthermore, another essential issue is brand trustworthiness. Job seekers looking for a 

permanent position can spend enough time getting to know the company and the brand. 

For instance, while going through interview phases. Meanwhile, candidates for the contin-

gent position usually don’t have such privilege. That is why the contingent talents must be 

able to be assured in the company and the brand in advance. It would allow them to apply 

for the position or a project with a needed level of confidence.  
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One more important factor is the convenience and ease of the search for the position and 

job application. Any hiring and job-hunting process should be effective and not overcom-

plicated no matter if involves standard employment arrangement or not. However, the is-

sue is especially crucial for those who regularly go through the process of looking for a job 

and applying for it. Contingent workers that are looking for a new gig can go through a 

massive number of applications on a yearly, monthly and even weekly basis depending on 

the type of work they perform. That is why it is highly essentials to provide them with con-

venient, to the possible extent standardized and clear experience of job application. To 

clarify the matter, it is important to mention that it does not mean that the company, for in-

stance, should ease up the selection criteria while looking for a highly-skilled applicant, 

but rather that the organizational process itself, the communication with the job seeker 

and the delivery of information should be transparent and understandable. 

Following the topic of job-seeking, it should be mentioned that while the hiring manager 

needs to know how fitting the candidate for the position will be, the candidate wants to 

know how well the job will fit his needs, career development plans, and abilities. As in 

other issues mentioned before, contingent employment needs a special approach in this 

matter. The standard hiring process involves a deeper level of clarification about the posi-

tion itself and the responsibilities the candidate will have. The contingent employment 

might lack some of the needed clarifications. This is the reason why it is highly important 

to present the position and responsibilities as clearly as possible and use available tech-

nology to match talents to the positions.  

Moreover, one more concern to raise is practical regulatory and organizational matters. 

Paperwork distribution and collection of needed documents are vital parts of onboarding a 

new contingent worker (Parks 2014). Processes such as invoicing, taxation, hours and job 

tracking can be challenging for a contingent worker. As mentioned previously, law regula-

tions and guidelines are some of the weak spots in the area. Contingent employees are 

facing a complex task to organize their paperwork, align their tax payments with existing 

regulations and generally do all the needed arrangements for the regulation of their work. 

Finally, internal contingent employee management within the organization is an equally 

vital subject. The time that contingent employees spend at a company can be considera-

bly less but it should not be the reason to treat them poorly or in general differently. Bristol 

(2016) underlines that the company’s internal employees and contingent employees 

should be managed in the same manner. This is quite crucial for employee performance, 

job satisfaction, and an overall healthy workplace environment.  
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3.2 HR’s perspective 

Nowadays HR specialists very frequently face a challenge to hire fast, so they can keep 

up with the constant request for short-term employment. Due to the necessity of taking 

rapid hiring decisions and protect highly essential human resources, recruiters are forced 

to hasten a lot of crucial processes. (Smith 2018.) 

Lack of tools, absence of experience, financial issue and legal complications are only 

some of the major aspects that can obstruct the embedding of the contingent workforce 

strategies into the company's HR structure. This sub-chapter will focus on the identifica-

tion of the most common needs and challenges that HR specialists can face concerning 

the contingent workforce.  

The first and foremost need for many of the companies and their HR departments nowa-

days is to realize the potentials and benefits of implementing the contingent workforce to 

the company’s HR set-up. Contingent employment is one of the leading trends in the cor-

porate landscape and more and more businesses start to incorporate it into their com-

pany’s structure. However, there is still a common and widespread misconception about it. 

One of the reasons why many executives perceive contingent workforce as something 

negative could arise from the fact that they associate this set-up with the terms “outsourc-

ing” or “offshoring”. Also, there is the assumption that that way they could lose quality 

or/and control (Spalla 2018). 

Unawareness and misunderstanding can be decisive obstructions towards the develop-

ment of a convenient and productive contingent workforce formation. Nevertheless, the 

situation getting improved due to the forces of the field specialist. Many of them are draw-

ing attention and promoting their knowledge and experience through articles, public talks, 

media interviews, and conference presentations. Yet, the corporate landscape is still in 

need of wide-scale knowledge distribution. Big corporations, for instance, can influence 

smaller businesses by reporting on their own experience with contingent employment.  

Secondly, subsequently, when the step of awareness has been passed and the HR de-

partment proposes the new solution to the company’s directors it can be challenging to 

get the needed funding for the integration. According to Oxford Economics (2019b), one of 

the major barriers to implementing the contingent workforce is financial support. Starting a 

contingent employment initiative in most of the cases will require additional expenses. 

This is because many methods and processes differ from the standard hiring and manag-

ing processes and additional tools will be needed to implement them. Due to that de-

mands it might be difficult for the c-suite executives to see why they should allocate extra 
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HR funding for it. Consequently, businesses need cost-effective processes, methods, and 

tools that can support them with the implementation of the contingent workforce strategy.  

Thirdly, as already have been deliberate in the previous sub-chapter, the legal aspect of 

the contingent employments is still very challenging in the current situation not only for the 

contingent employees themselves but also for the companies hiring them. The gig econo-

my's rapid development, characterized by the wide spreading of online platforms and in-

dependent workforces, brings major challenges to conventional models of work regula-

tions (Stewart & Stanford 2017, 421). 

In the current state, there is a lack of rights and regulations for contingent employment 

which is in some cases fueled by the assumption that independent employment can repre-

sent only a second job or a part-time job for students. It even goes so far as to say that, 

the basic employment regulations are not the only ones to be evaded, but correspondingly 

fundamental issues like taxation, social security, and work-related health and safety 

measures are not regulated. (de Ruyter et al. 2019, 44.) 

Current legal guidelines should be modified to meet the changing labor environment. 

Stewart and Stanford (2017, 428-430) suggest five possible options for broadening pre-

sent policies. The first one is to reinforce current laws by expanding the scope of the pre-

vailing legal framework using test cases and precedents. The second option is to refine or 

broaden existing classifications of employment to include new forms of paid work 

emerged during the past decades. The third possibility proposed is to constitute a new 

class of ‘independent workers’ that can be approached with the specific tailor-made regu-

lations suiting newly emerged types of workforces. The fourth and most drastic suggestion 

is to establish rights for workers, rather than employees that will discard a traditional em-

ployment position entirely and concern proper procedures to anyone doing ‘work’. The fi-

nal option advised is to, additionally to the concept of employee, reassess the perception 

of an employer and analyze the various functions he might have. 

Another issue that should be mentioned in this section is the increasing scarcity of expert 

talents. With the development of technologies and overall industrial and social progress, 

the labor market is in demand of the workers with a relatively high set of knowledge, com-

petences, and experience.  

Though the HR industry has managed to predict a lot of the changes, the specialists are 

yet astonished of how rapidly and extremely the market of skilled talents has been con-

stricted. Although the number of job applications and potential candidates for the positions 

has stayed the same, the problem of finding the right match for the is now more aggra-

vated than ever. The obvious solution of raising wages for attracting more experienced 
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and skilled candidates cannot always be applicable due to the limited resources. There-

fore, nowadays companies are forced to come up with elaborate and creative solutions to 

attract and engage highly needed candidates. (Bristol 2016.) 

While there can be several approaches towards the recruitment and retention of the com-

petent workers one of which is the provision of additional expertise training, it is still chal-

lenging for businesses to find effective and cost-efficient ways to engage the right talents 

for the jobs. At this point, technologically advanced tools and solutions can come useful. 

This leads us to the final topic: shortage of those technologies and tools. Since today peo-

ple anticipate to be able to interact with each other and with organizations with utmost ef-

fortlessness and convenience, a digital workforce practices that does not meet the highly 

raised commercial demands and expectations can be extremely frustrating and provide a 

ground for a generally negative workforce experience (Mazor et al. 2019). There are enor-

mously high amounts of data available nowadays, and it cannot be effectively processed 

manually. This and the limited availability of resources on the company’s side together 

create a critical need for the technology solutions that can provide well-organized and effi-

cient maintenance in all steps of the contingent employment. These issues might be the 

most cultivated out of all mentioned previously as many technology tools emerge on the 

market monthly. Nevertheless, there are still countless opportunities for digital companies 

to fill in the gap in the needs of the HR departments with technologically advanced solu-

tions. 

To sum up, in countless businesses today there is a scarcity of the culture as well as tools 

that they need to for employee engagement, performance tracking, and effectiveness 

measuring of HR strategies (Oxford Economics, 2019a). The next chapter will focus on re-

viewing the case company’s solution that meets the demand of contingent employment 

and supports companies with attracting, engaging and hiring contingent employees and 

creates a convenient environment for contingent talents to search and apply for jobs using 

modern technologies and human touch. 

. 
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4 CASE COMPANY STUDY 

4.1 Introduction 

The area of the contingent workforce despite being not fully formed has grown and devel-

oped so drastically. Nowadays it is quite complicated to describe it as a single type of ar-

rangement. During the past years, it has become a complex system that can be divided 

into fundamentally different sectors. It is comprised of diverse processes and therefore re-

quires congruent ways to approach it. 

There are various types of contingent arrangements. Consequently, there are various 

management and recruitment practices as well as approaches how to cooperate with 

workers. Also, there are distinctive requirements for the digital platforms that can support 

their needs.  

For instance, one of the most popular types of arrangement is previously mentioned “typi-

cal freelancing”, some of the types of professions that can illustrate it being a web-devel-

oper, a translator, and a graphic designer. Usually, this kind of job or gigs does not require 

workers to leave the digital environment. Their job can usually be done on a computer and 

can be delivered via the Internet. It does not require any physical interaction between the 

client and the executor. Platforms that aggregate these types of projects and workers are 

called marketplaces. These platforms provide a place where employers can post projects 

and find candidates for it. Freelancers, on the other hand, can find projects to be done. In 

most cases, the aggregator of these projects and freelancers is acting like a middle-man 

between the client and executor ensuring that the cooperation will go well and secure. 

However, marketplaces are made for a niche and represent only one of the types of ar-

rangements. 

SIA (2018, 3) declares that while companies are discovering and rearranging contingent 

work worldwide across marketplaces, the growing attention is caught by the fastest-grow-

ing division of modern technologically advanced gig economy - the Human Cloud. The 

term “Human Cloud” refers to a developing group of models of work intermediation which 

enable establishing and completing different types of work arrangements completely 

through a digital/online platform. Additionally, the services of the platform usually include 

payment arrangements for workers and sometimes even the management and the enact-

ment of work. It is essential to clarify that job boards (like Indeed) or social networks (like 

LinkedIn) are not included in the context of the Human Cloud. Although, both of these tal-
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ent trade kinds of platforms might provide sourcing and recruiting fragments of work ar-

rangements, mostly they do not support further work arrangements like payment of work-

ers, tax filings and so on.  

Nowadays, several digital solutions have already emerged to start filling the gaps in the 

needs of the contingent workforce landscape. More solutions are expected to appear on 

the market in the very near future as the topic is becoming more and more acclaimed and 

the companies worldwide are starting to realize the potential of contingent employment. 

These solutions differ from one another and solve problems in the industry.  

The chapter will firstly explore the solution of the case company and will provide an over-

view of its major functions and processes. In addition, the analysis of the key stakeholders 

of the solution will be done and the product’s chief value propositions will be defined. The 

final part of the chapter will include the analysis of the solution based on The Product-Mar-

ket Fit Pyramid framework. 

4.2 Solution Review 

The Twago solution is comprised of an online platform and additional supportive services.  

The solution is built for the large corporates that recognize the need for the contingent 

workforce. Those companies want to engage workers with their brand, create a database 

of potential pre-checked candidates and fill the positions with the most effectiveness and 

cost savings. The solution is designed to create connections between the client company, 

its brand and different types of contingent talent workforce such as independent contrac-

tors, temporary talents, freelancers, interns, etc. In addition to the contingent workers, the 

solution can be aimed towards the acquisition of interns, seasonal employees, and silver 

medalists. Moreover, the solution allows job seekers to conveniently find and apply for 

projects.  

Twago Talent Pool is a white-label solution, which means that Twago develops a digital 

platform, but the platform is branded as if it was developed by the client company. Twago 

labels the platform’s pages with client logos and designing the landing page in the com-

pany style. In addition, Twago also does the marketing campaigns related to the platform 

on behalf of the client company. White-labeling allows to create a tighter connection be-

tween the contingent worker and the company brand and allows them to engage talents in 

a more personal manner in comparison to the solution where all the jobs would be aggre-

gated under the brand of the recruitment agency.  

Twago provides not only software as a service but also a Managed Service Provider ser-

vice on top of that. Managed Service Providers (MSPs) are recruiters who source and 
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manage candidates for the positions within the platform. They vet candidates for the talent 

pools, source candidates internally and externally on the platform, administer job applica-

tions and select best-suited candidates for the jobs, that later would be reviewed by the 

client company hiring managers. 

One of the chief processes of the platform is talent pooling. As has been discussed previ-

ously, creating a pre-vetted base of potential candidates is vital in the current state of the 

talent scarcity. Creating a database of talents based on certain criteria allows faster and 

more efficient talent sourcing and position filling. A client can define desired parameters 

for the pool, for example, area of expertise, location, level of seniority, and possibility to 

relocate.  

In addition, to the mentioned functionalities Twago Talent Pool also provides marketing 

support. It uses marketing automation to manage internal email campaigns. Furthermore, 

it reaches out to external talent bases and potential candidates with the support of social 

media and email campaigns.  

4.3 Value Proposition 

Anderson et al. (2006, 92-93) elaborate that companies generally adopt one of the three 

approaches towards defining a Value Proposition (VP) of the service or product. The first 

of the approaches is identifying value proposition as all the benefits that a company is 

bringing to the customer. The second one is presenting a VP as an outline of all advanta-

geous points that make the company stand out against the second-best offer on the mar-

ket. The third approach is recognized as the most relevant. It implies that a value proposi-

tion should be perceived as one or two most beneficial properties that will create great 

worth for the customer in the foreseeable future. In the following part, the value proposi-

tions of the case company will be defined.  

One of the main value propositions of the Twago Talent Pools solution is engaging talent 

with the brand and nurturing relationship with talents on behalf of the client company. “Tal-

ent is a family” states Twago. Keeping close connections with the base of pre-vetted can-

didates allows Twago to effectively reach for suitable candidates and match them to the 

vacancies. Twago creates client private pools of talents meaning that only one client 

would have access to the base of pre-checked candidates that have indicated their inter-

est in working with that client company. 
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The second value proposition is cost savings. Going through other types of suppliers such 

as recruitment agencies might place bigger fees on top of the rates allocated for the re-

cruitment. Meanwhile, Twago provides lower fees since many processes that usually per-

formed manually are automated or eliminated. 

4.4 Talent Acquisition Flow 

The Twago Talent Pool solution is a part of a broader flow of talent procurement. It inte-

grates with other relevant platforms and services to ensure that the company has a 

smooth and effective end-to-end process starting from realizing the necessity of hiring a 

contingent talent to the billing and reporting of the employed worker. In the following part, 

the general flows of talent acquisition and the processes within the Twago Talent Pool so-

lution will defined and analyzed. Figure 4 below illustrates the general flow of obtaining a 

talent using a Twago Talent Pool solution. 

 

 

Figure 4 The flow of talent acquisition using Twago Talent Pool solution 
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The flow starts at the client company’s HR department where the position or project is be-

ing formed. The title, the description, the budget, the working period and other relevant in-

formation is being decided and after that, all this data is transmitted to the Vendor Man-

agement System (VMS). VMS is an application, typically web-based, that allows compa-

nies to distribute vacancies, bill contingent workers and track their progress. VMS gener-

ally focus on attaining and managing contingent talent but also can be used to acquire 

permanent workers. From the VMS, the vacancy can be passed to the hiring agencies, in-

dividual recruiters, social networks or to the digital platforms with talent databases such as 

a case company solution. All the instances that deliver candidates to the company are 

called suppliers.  

Once the project posting is received in the Twago Talent Pool the internal process of tal-

ent engagement and candidate selection is starting. Figure 5 below demonstrates the 

main phases of flow within the platform. 

 

Figure 5 The flow within the Twago Talent Pool platform 
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Two major parts of the overall flow within the Twago Talent Pool platform are talent acqui-

sition, sourcing, engagement as well as talent pooling and vacancies’ fulfillment. The first 

chief flow, Talent Pooling, starts with getting new talents to register on the platform. Tal-

ents are attracted to the platform through different channels: reaching the client com-

pany’s talent databases, with the support of various marketing techniques and campaign 

through email and social media. Also, by recruiters looking externally in open databases 

of workers, for instance, on LinkedIn. Once the talent is attracted to the platform, after 

his/her registration talent goes through the vetting process. Once the candidate is 

checked he/she becomes part of one or several Talent Pools based on the criteria set by 

the client company. 

The second flow, offering the candidates for the positions, starts with receiving a job post-

ing from the VMS. After the job posting is received, it is carefully reviewed by MSPs and 

then it becomes available for the talents on the platform. Job postings are usually associ-

ated with particular skills, experience as well as other criteria. That is why job postings are 

generally aimed at the certain Talent Pools, members of which meet the required bench-

marks. Members of those targeted Talent Pools receive notifications that the new oppor-

tunity has been published. Once the job posting is available on the platform, anyone regis-

tered can view it and apply for it. Additionally, MSPs are also searching for candidates 

within the platform and externally. If the matching candidate was found on the platform, a 

recruiter can invite him/her to apply. However, if the candidate is found outside the plat-

form he/she would need first to register and create a profile before applying for the posi-

tion. When MSPs receive job applications they analyze them cautiously and either reject 

the candidate or send the candidate profile back to the VMS platform for the company’s 

hiring manager to review. Later, candidates sent to the hiring managers are notified about 

the status of their hiring (whether they were accepted or rejected). 

Following, once the candidate is hired all the next necessary arrangements, for instance, 

contacting and reporting is done through the VMS system. Additionally, the company usu-

ally resorts to the help of Broker, a party, who arranges the transaction between the em-

ployer and employee, to do billing and invoicing of contingent workers.  

The Twago Talent Pool plays a major role in the process of talent acquisition and engage-

ment and help companies and talents find a right match. The next part will summarize the 

main types of stakeholders of the solution and the actual users of the platform and their 

profiles. 
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4.5 Customers and Stakeholders 

To get a better overview of the product it is essential to determine its customers as well as 

its main stakeholders. The customers are the ones purchasing or receiving the product or 

service, while stakeholders are people or any other instances that have an interest and in-

volvement in the product or service. Figure 6 below illustrates the structure of the stake-

holders of the Twago Talent Pool product. 

 

Figure 6 Stakeholders of the solution 

Globally, the target customer and the stakeholder of the solution is the company that 

wants to adopt the contingent workforce strategies and engage talents with its brand. This 

is the customer who decides whether the solution would be adopted or not. Often one of 

the main stakeholders within the company who influences the decision of whether the so-

lution should be procured or not is the procurement manager. This person is responsible 

for the purchasing strategy of the company. Furthermore, the company is the customer to 

whom the platform performance and overall results should be reported once the solution 

is implemented. 
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Going further, the deeper level of the stakeholder is the department that is responsible for 

the employment of the contingent workers internally within the company. Generally, it is 

the HR department. These are the stakeholders who would continuously and directly inter-

act with people supporting the solution, such as MSPs. Also, with the HR department the 

communication channels will be organized. 

Another stakeholder is an MSP who source candidates and manage job applications. He 

is not a direct customer of the product. However, MSP has its share of interest in the solu-

tion which makes him a stakeholder. MSPs are the ones who support the whole activity of 

the platform and help to connect the company with the talent. 

The final stakeholder and a customer of a platform is the talent that searches and applies 

for positions. He/she is the one actively using the product and bringing value for the client 

company. One of the key goals for the solution is to attract talents and convince them to 

choose to apply for projects of the client company through the platform. 

4.6 User Flow 

It is essential to point out that only MSPs and talents are the direct users of the platform – 

people who interact with it daily. The following part will define the user flow of the talent as 

well as review the fragments of the platform user interfaces. Figure 7 below illustrates the 

flow of a talent user within the platform.  
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Figure 7 The flow of a talent user 

As has been mentioned earlier, various marketing techniques are used to attract new us-

ers. Unregistered talents that come to the platform generally arrive on the landing page 

designed based on the client company’s needs and requirements. There all the infor-

mation on the client company as well as basic information on the aims and functionalities 

of the platform is gathered. In addition to the landing page, unregistered users can view 

job postings that are open to the public view. The access to some of the job postings 

gives a better overview of the example expertise the company demands. New users have 

an option to simply start with creating a profile or they can create a profile and right away 

apply for the job. Picture 1 below showcases the UI for the sign-in page. 
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Picture 1 Sign-In page 

After basic sign in, the talent is creating a profile of him/herself. He/she has a possibility to 

upload a CV that would be scanned to retrieve the needed information for profile fulfill-

ment and then saved as the attachment to the profile. Another option is to fill the profile 

from scratch. The profile consists of basic information such as name, address, contact in-

formation, photo, work experience, and education. In addition, it contains fields such as 

skills, tools, languages, preferred job title, possibility to relocate and work remotely. This 

information allows hiring managers to get a better overview of a candidate. Pictures 2, 3 

and 4 illustrate the user interface of the first onboarding steps. 
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Picture 2 Adding a CV 
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Picture 3 Creating a profile 

 

Picture 4 Filling profile information 

Following, once the profile is created the user is offered to choose the areas of her/his ex-

pertise. The range is limited to the categories of jobs and projects that are offered by the 

company. In the next step, the user is offered to request membership for pools from his 

chosen areas of expertise. After that, the user is landed on the list of all available jobs. 

The last step of onboarding is to activate his/her account via email. Once the user has 

clicked an activation link in the email, his/her account becomes active. Pictures 5 and 6 

demonstrate the user interface of the some of the mentioned steps. 
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Picture 5 Choosing areas of expertise 

 

Picture 6 Requesting membership for talent pools 

After the onboarding is completed the user has full access to the platform where he/she 

can edit the profile, request and cancel pool memberships, search and apply for jobs and 

manage job applications. On Picture 7 below the UI of the profile page can be viewed. 
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Picture 7 Profile page 

One of the key functionalities for the talent user is the job search. The user has access to 

the list of all jobs and projects currently displayed on the platform. He/she can sort the re-

sults using the text search or the number of filters. The user can filter the results based on 

the job pay rate, the pool that the job is associated with, the location where the employee 

would need to work, the number of working hours per week and the duration of the work. 

The talent can combine all the filters and text search to configure desired criteria for the 

jobs. Pictures 8 and 9 below demonstrate the UI for the mentioned functionalities and the 

example of the job posting page. 
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Picture 8 Job filters 

 

Picture 9 Job posting 

Another significant functionality is the job application. Once the user has found a suitable 

vacancy he/she can apply for it on the platform. Depending on the client company require-

ments the steps of the application can vary. Though, typically the application involves the 

following steps: submitting the desired pay rate for the job, attaching the CV for the posi-

tion or selecting the one generated from the user’s profile, adding a motivation letter and 

finally the applicant might be asked to answer a set of the custom questions specified by 

the client company. After the user has submitted the application, he/she would see the 

status of his/her application and track the progress. Picture 10 illustrates the UI of the CV 

upload step of the job application. 
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Picture 10 CV upload and motivation 

Finally, following the job application submission, the process of application tracking takes 

place. The progress of the application can be viewed through the specialized panel. Addi-

tionally, to displaying the status of the application on the platform the talent is notified 

about the application progress and any changes via email notifications. The applicant can 

be contacted by a hiring manager of the company to be invited to the interview. In case of 

successful hiring, the user will be notified via email. In case of rejection, he/she would also 

be notified and receive a rejection reason. Picture 11 below demonstrates the UI of the job 

application tracking panel. 
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Picture 11 Job application tracking panel 

4.7 The Product-Market Fit Pyramid 

To summarize the review of the case company, the company’s product – the Twago Tal-

ent Pool platform will be analyzed based on the framework suggested by Dan Olsen 

(2015, 5). The model is called The Product-Market Fit Pyramid, it analyzes how success-

ful the product is in meeting customer needs thus your way is better than other alterna-

tives on the market. The framework consists of five layers: Target Customer, Underserved 

Needs, Value Proposition, Feature Set and User Experience (UX). The two bottom layers 

are the market while the three top layers represent the product. Based on the suggested 

framework the Product-Market Fit can be perceived as a good resonation between the 

market layers and assumptions and decisions on the product layers. Olsen states that for 

the product to be successful on the market all five layers should be solidly executed. 
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Figure 8 The Product-Market Fit Pyramid (Olsen 2015) 

Target Customers of the Twago Talent Pool are large corporations that want to acquire 

contingent talents. Additionally, the contingent workers themselves can be names as the 

target customers. 

The Underserved Needs of the company are to engage contingent workers to the com-

pany’s brand and create the base of pre-vetted candidates that can be easily and quickly 

accessed. The Underserved Needs of the workers are to connect with the large corpora-

tions and conveniently search and apply for jobs. 

The chief value proposition of the product, as was defined in the previous parts of the 

chapter, is building and nurturing strong relations with the on-demand talents, engaging 

them with the company brand and being cost-efficient.  

Feature set of the product include marketing automation, web-based platform with func-

tionalities such as job posting, job application, application tracking as well as a provision 

of a Managed Service Provider maintenance. 

Lastly, the product is developed to be ease of use and provide a convenient and efficient 

user experience. All the features are designed in a user-friendly manner to meet the 

needs of the customers. 
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5 EMPIRICAL RESEARCH AND DATA ANALYSIS 

This chapter introduces the reader to the empirical research that was conducted for the 

thesis. The purpose of the research is to identify the needs of the platform users and ana-

lyze how the platform can be improved to meet those needs. It starts with a description of 

the data collection process and the methods that were chosen for the gathering of the 

data. After that, the collected data is analyzed and the customer journey of talent that is 

constructed based on the processed information is presented. In the end, the improve-

ments will be suggested based on the reviewed literature, explored needs of the HR de-

partment and contingent talents, examined solution of the case company, collected data 

as well as on the information on the currently available technologies and techniques. 

5.1 Data Collection 

The data for the research was collected among the active users of the platform – the tal-

ents. The target groups included people using the solution tailored for 2 different client 

companies of Twago Talent Pool. The users to observe were selected in the way to make 

sure that the group would include recently registered talents as well as more experienced 

users. All the researches were conducted anonymously in order to provide a sufficient 

level of privacy for the observed ones.  

The data for the research was collected through the following sources: 

• Feedback collection tool that gathers comments from the users on the platform 

• Customer experience data app that captures and analyzes the user interaction 

with the platform 

• Phone call interviews with the users 

Feedback comments were collected as answers to the following open-ended question: 

• What can we do to improve?  

The pop-up window with the question and the text field for the answer would appear ran-

domly on the platform for the users that have been registered on the platform for more 

than 3 months. This limitation was made to make sure that responders would have some 

experience with using all the features. 

The interaction between the platform and the users were examined using a designated 

tool. The researcher carefully observed the following parameters:  

• How much time the basic steps of the flow were taking for the user to complete? 
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• What were the actions that were performed by the user in the manner that was not 

expected from the specialists designing the features? 

• What were the actions that led to the errors in the system or confusion of the user? 

The phone call interviews were conducted among 30 users. The target group was picked 

to include newly registered users as well as people that have been using a platform for a 

long time. The questionnaire for the interview included the following questions: 

• How did you hear about the platform? 

• How was the registration process? Was everything clear?  

• Did you understand right away what is the talent pool and why it is needed? 

• How did you find the project application process? Was everything clear?  

• What do you think about the platform overall?  

• Do you have any complaints, suggestions, suggestions for the features you want 

to see on the platform in the future? 

The mentioned data sources and data collection methods are used by the case company 

to collect customer feedback on a regular basis and were identified as the most suitable 

for the purpose of the research. The Gantt chart below demonstrates the timeframe of the 

data collection and analysis process. 

 

Activity 
June 

2019 

July 

2019 

August 

2019 

September 

2019 

October 

2019 

Collecting comments on 

the platform 

     

Tracking users’ interac-

tions with the platform 

     

Phone call interviews 

 

     

Data Analysis 

 

     

 

Table 1 Gantt chart of the data collection and analysis process 

 

The data collection was done from June until August. During September and October, the 

collected data was analyzed. 
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5.2 Data Analysis and Customer Journey 

The following part summarizes the findings of the research. Firstly, the collected data will 

be grouped in the list of statements and themes that were raised or observed most often. 

Secondly, based on the analyzed data the customer journey of the talent will be created.  

Firstly, all the data gathered was grouped. The first principle for grouping was to present 

the most common answers to the questions of the phone call interviews. The second prin-

ciple was to assemble in topics recurring complains and comments, received in the form 

of comments or as answers to interview questions. In addition, when it was needed to de-

velop or clarify the issue, data gathered from observations of users interacting with the 

platform interface was added. 

The following common themes, opinions, problems, and topics of concern were outlined 

based on the analysis of the collected data: 

• Most of the new users come to the platform because they were referred by a 

friend, a colleague or previously worked at a client company. 

• The registration process is clear. The process of creating a profile on average 

takes between 5 and 25 minutes. 

• Users hesitate on the step of requesting a membership for a Talent Pool. It might 

be complicated to choose the pools to apply for as well as generally understand 

what is the benefit of applying to one.  

• Users want the platform to suggest job postings that would match their profile. 

• The job application process is clear and easy. However, it is not clear when the job 

application will be closed. 

• There are too many email notifications. Users want to have better functionality for 

adjusting email notifications based on their own unique personal requirements. 

• The communication between the platform and the user seems very non-personal 

and standardized.  

• When a candidate is rejected, the rejection reason is generalized and does not 

give any constructive feedback. 

Today great customer experience is the chief concern for the companies. There can be 

numerous channels and touchpoints through which customers interact with the company’s 

product or service. Thus, companies are forced to integrate various business functions 

and external solutions to create positive customer experiences. A Customer Journey is a 

conceptualized representation of customer experience. (Lemon & Verhoef 2018, 69-74.) 
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Based on all the collected and examined data the Customer Journey of the Talent was 

created and visualized in the form of a chart. The formation of the Customer Journey has 

started with identifying journey stages – the identifiable phases of the activity flow of the 

customer. The following 7 stages were outlined: Attraction, On-boarding, Talent Pool Ap-

plication, Job Search, Job Application, Application Tracking, and Feedback Reception. 

Each step was examined and analyzed based on the following parameters: 

• Customer activity – the practical actions that customer is taking during the stage 

• Customer goal – the chief aim that the customer pursues on the stage 

• Touchpoints – any places or channels of interaction between the product and the 

customer 

• Feelings and thinking of the customer at that stage 

• Pain points and frustrations or any difficulties of the customer that he/she might ex-

perience during the examined stage 

To evaluate the defined journey stages based on the selected criteria, user interaction on 

each stage was carefully observed using a specialized tool of capturing users interplay 

with the interface. 40 users’ sessions were observed on each of the established stages. In 

addition, users' feedback which was collected thought the phone interviews and in a form 

of free feedback comments and has a relation to one of the defined journey stages were 

analyzed. The chart below represents the Customer Journey of the Talent that was cre-

ated based on the processed data. 
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Figure 9 Customer Journey of the Talent  

5.3 Improvement Suggestions 

This part suggests some improvements for the case company solution. The recommenda-

tions are based on the examined collection of materials on the topic of contingent work-

force, on the studied articles and reports as well as on the review of the case company so-

lution and the collected and analyzed case company data.  

Firstly, based on the evaluated feedback from the users as well as on overall low aware-

ness about the concept of contingent workforce, and about its benefits for the workers, it 

can be suggested to provide more information and clarification on the mentioned topics on 

the platform. The clear and transparent set of information as well as some guidance on 
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the matters of contingent workforce set-up, law regulations, legal aspects, and welfares 

placed right on the landing pages or on a special info page would provide a necessary 

level of understanding and support for the new users and could even spark an interest for 

the permanent workers to try themselves in the contingent workforce and attract new cus-

tomers.  

Secondly, the collected data has shown that most users come to the platform because 

they were referred by someone or heard about the platform from the client company. Ad-

vertising on social media, doing Search Engine Marketing, video or display ads can attract 

new users and bring additional traffic to the website. 

Thirdly, based on the direct demand of the users as well as overall development and pop-

ularity of machine learning technology, it can be suggested to integrate matching algo-

rithms on the platform that would suggest to the candidate projects and jobs based on the 

information a person has provided in his/her profile. Job suggestions that would be dis-

tinctly marked among other job posting on the platform will make a job search for talents 

significantly easier and convenient.  

Fourthly, one of the most raised issues among the users of the platform as well as gener-

ally among users of many products and services is lack of personalized communication. 

The communication on the platform is established via email, widget which is sending 

emails and, in addition, the phone number is provided. Meanwhile, communication can be 

improved with adopting a live chat widget or software that would be available for the users 

to ask any concerning questions or clarification, express doubts or report a problem and 

get a personalized answer from a person from the customer support in a real-time format. 

That would significantly improve the customer experience and provide an additional level 

of human touch, which is one of the values of the case company product. 

Finally, another issue that can be a concern for both companies and workers is the career 

development and skills enhancement. As have been discussed previously, companies re-

quire highly skilled and experienced workers. It is a benefit for both talents and employees 

to agree on paths for future development and skills enhancement that would bring both 

parties to the route of improvement. Thus, it can be suggested to integrate on the platform 

career development and training plans, recommendations for the candidates for the skills 

improvement and learning opportunities. The plans on the mentioned topic can be gener-

ated from analysis of the talent’s profiles and needs of the company as well as it can 

come directly from the inquiries and demands of the company. 
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6 CONCLUSIONS 

This chapter concludes the thesis. Firstly, the chapter provides the answers to the re-

search questions defined in chapter 1. Secondly, the reliability and validity of the research 

are stated. Finally, the chapter contains suggestions for further research. 

6.1 Answers to the Research Questions 

The aim of the thesis was to analyze how the case company can improve its platform with 

modern technology solutions to better meet the current trends and needs of the contingent 

workforce arena. Below answers for the research questions are provided. The main re-

search question is answered after the sub-questions.  

The sub-questions of the research were: 

What are gig economy and contingent workforce? 

Gig-economy is a kind of arrangement in which companies contract independent workers 

for short-term or project-based work instead of hiring them for a permanent position.  

The contingent workforce is the labor group that consists of workers who provide tempo-

rary services for an organization on an on-demand basis. 

What are the current and future trends in the field of the contingent workforce?  

Some of the major contingent workforce trends are the growing amount of available data, 

millennials entering the workforce, diversity at workplace, faster decay of knowledge 

value, increasing talent scarcity, the need to be fast and flexible in processes and deci-

sions, increasing attention to the company culture.  

What are the needs and challenges of the HR departments of companies and con-
tingent talents? 

The challenges of contingent workers are lack of legal protection, imprecise law regula-

tions, deficiency of support in regulatory issues such as invoicing and taxation, poor con-

tingent employee management within the organization. They need easy and convenient 

tools to search and apply for jobs and want to ensure that a company that they are apply-

ing to is trustworthy.  

Companies’ HR departments are challenged with a lack of funding, legal aspects, scarcity 

of skilled talents, shortage of technologies and tools. They need to recognize the potential 

of contingent employment and realize its benefits.  
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How can the case company’s digital platform be improved to better meet the needs 
of the company’s HR department and contingent talent and to better support their 
interaction and cooperation?? 

The following improvements can be suggested for the case company solution: 

• Provide more information and guidance on the contingent employment 

• Advertise the platform more through social media, doing Search Engine Marketing, 

or displaying video or static ads 

• Integrate data algorithms to match jobs to the candidates and visibly display sug-

gestions on the platform  

• Enhance communication and customer experience with the use of a live chat 

widget or a software  

• Suggest career development and training plans, provide recommendations for the 

candidates for the skills improvement and learning opportunities 

The main research question was: 

How can current trends and needs of contingent workforce be met with the help of 
technology? 

Digitalization of business operations, automatization of manual processes, and data algo-

rithms can provide contingent workers and HR departments intending to hire them with 

the needed level of speed and flexibility. Moreover, technology can offer additional com-

munication channels and improve accessibility. 

6.2 Reliability and Validity 

The thesis used secondary and primary data sources. Secondary sources were books, 

peer-reviewed articles and online publications from the experts of the field. Primary data 

was collected by the means of phone call interviews, capturing and analyzing the user in-

teraction and collecting feedback comments. The objectives of the research were met and 

the research questions were answered based on the literature review, case study, and pri-

mary data analysis. Thus, the research can be considered valid. 

The general findings of the research have a high reliability at the current time. However, 

the field is developing and transforming rapidly, so the outcomes of the research might be 

different if the research will be conducted later. The results of the case study and data 

analysis are reliable for the case company. However, they cannot reflect the situation for 

other companies. 
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6.3 Suggestions for Future Research 

As have been mentioned earlier, the contingent workforce is currently undergoing rapid 

development, so further observation of the trends and transformations in the area is sug-

gested. The review of the statistics, studies, and publication on the topic repeated in 2-3 

years might uncover new insights and ways for improvement.  

The collection of the case company data was made among the contingent workers. A fur-

ther data collection among the HR specialist and companies’ executives can provide a 

new perceptive on the subject. 
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7 SUMMARY 

Today the human resource environment is developing and transforming rapidly. Execu-

tives and HR experts begin to understand the potential of employing workforces in a con-

tingent way. However, contingent workers and companies hiring them need tools and 

technologies to solve their needs and challenges.  

The main aim of the research was to study how the case company can improve its plat-

form with modern technology solutions to better meet the current trends and needs of the 

contingent workforce arena. 

Chapter 1 introduced the aim and objectives of the thesis. It stated the research questions 

and discusses the research limitations, methodology, and structure. 

Chapters 2 discussed the topics of the gig economy and the contingent workforce. The 

chapter provided the definitions and history of these two concepts, reviewed statistics 

available on the subjects and analyzed the current and future trends in the contingent 

workforce. 

Chapter 3 outlined the needs and challenges in the contingent workforce. It provided an 

overview of the worker’s and HR department’s perspectives.   

Chapter 4 comprised of the case company study. The chapter reviewed the case com-

pany digital platform for the contingent workforce market, analyzed the company value 

proposition and customers, and examined some of the platform functionalities and pro-

cesses.  

Chapter 5 contained empirical research and data collection. It described how the primary 

data for the research was collected. Moreover, the collected data was analyzed and in the 

end improvements for the case company were suggested. 

Chapter 6 provided the conclusions of the thesis. The chapter presented answers to the 

research questions. Besides, it discussed the validity and reliability of the research. Fi-

nally, suggestions for further research were provided. 
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