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What We Did
N=10, in-depth interviews with Employers

Range of sizes 50-10,000+ 

(3, 50-99; 2, 100-249, 3, 250-499; 2, 3000+)

Range of industry 

(Science & tech, Manufacturing, Prof Services, Nonprofit, 

Transportation, Wholesale, Construction, Healthcare)

Range of geography 

All offer medical, dental, vision, life, disability, and voluntary
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Benefits Technology Overview
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Technology has transformed benefits.

• Technology has fundamentally transformed benefits administration over 

the past decade:

• HRIS that integrate payroll and benefits administration

• Reduced administrative burden

• Transition from paper-based systems to automated platforms

• Electronic enrollment

• Automated file feeds

• Real-time reporting
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Telemedicine, Carrier use of AI

Key Benefits Challenges

Costs, costs, and costs

• Some challenges seem unrelated to technology, but employers still see a role 

for technology in helping to solve them.

Employee education/ utilization

Bandwidth/ resources

Administrative burden

Errors/mistakes

Decision support tools (AI)

AI, 

More/better integrated systems
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Cost dominates carrier selection, but 
technology can differentiate.

There is a baseline level of 

technology that is considered 

table stakes.

Beyond that it is a second-

tier decision-making factor 

and can differentiate when 

cost is equal. 

It is seen as more important 

for medical carriers.
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Key Elements of 
Benefits Technology
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HRIS/Ben Admin

• The most important technology employers use is their Ben Admin system, 

usually part of an HRIS. These systems serve as the central hub for 

employee data and benefits management. 

✓ Successful systems have seamless 

integration among functions and with file 

feeds, comprehensive benefits 

functionality and user-friendly interfaces.

× Common issues include lack of 

functionality, poor reporting functionality, 

complex interfaces, and poor customer 

support.

Payroll

Benefits management

Enrollment

Hiring

Performance
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HRIS/Ben Admin

Mixed feedback – payroll functionality is 
great; HR and benefits functionality is 
lacking

Mostly negative – lack of robust 
benefits functionality, poor reporting

High satisfaction with integration and 
automation, including file feeds
Can have tech issues with open 
enrollment

Praise tech-forward capabilities and 
experience, including integration 
and AI 

Cost effective but limited functionality; 
generally used with smaller companies

Mostly negative feedback – lacks out-
of-the-box functionality, requires 
customization

Seen as older and more basic
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Portals and apps
• Employers prioritize employee portals/apps

• The employee experience is critical

• Employers want employees to self service 

(with a human backstop)

• Some use carrier apps, some use 

HRIS/Ben admin apps

• Many employers use portals minimally (check 

statuses, add/terms, billing etc.)

• Much of the reporting, etc. is done by 

brokers or in the HRIS system

“They are with their 

phones, and if they have 

an app (we use Paylocity), 

I push as much as I can if 

it's possible, because they 

will do everything on their 

app.”
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File feeds can be a game changer.
• All employers use automated file feed integration

• APIs are preferred to EDIs

• Most attribute problems to HRIS vs. carrier

When it works, it saves time 

and improves accuracy

When it doesn’t 

work it causes 

major headaches
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File Feeds
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Opportunities in Technology
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Employers see an important role for AI.

• Most employers not using AI for benefits currently

• A few use it to help write materials/communications 

• One uses a decision support tool with AI

• Most see value in having carriers implement AI:

• Decision support tools integrating past claims

• Claims processing and adjudication

• Fraud detection

• Predictive analytics

• Guiding healthcare decisions
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Carriers should talk about leveraging AI

• Most see carrier use of AI as a positive 

and want carriers to talk about how they 

are leveraging it; they see AI as a way of 

lowering costs long term.

I think it's a positive, because 

anything that streamlines and makes 

things more efficient for carriers to  

be able to lower their costs that could 

help benefit us as companies,  

because the hope would be that that 

would come back downhill.

“

”
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Must address 

privacy concerns

Compare plans

Allow employees to ask 

specific questions/make 

requests

Use employee claims and 

demographic information

Educate employees

AI-driven decision support tools

Make personalized 

recommendations
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Leveraging AI and telemedicine for Care 

Employers are 

looking for 

technology 

solutions to help 

drive down costs 

overall

They are looking for ways to drive 

employees to telemedicine 

solutions more often

They would welcome AI tools to 

guide employees on where to 

seek care – pointing them to lower 

cost options when appropriate
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Claims integration holds immense value.

• A few are familiar with claims integration 

and only one has it (on a limited basis) 

and another is planning on it

• Nearly all employers are very 

enthusiastic about the idea of integration 

– they see immense value and view it as 

a differentiator

• Some express skepticism that carriers 

could work together
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Claims 
Integration
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Happy to talk 
more, so feel free 
to reach out!

Amy Rey
amy@zeldisresearch.com
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