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As one of the world’s largest telecommunications companies, connecting 
people is at the heart of everything Telefónica S.A. does. With rapid 
technological change and increasing automation transforming the world of 
business, Telefónica wanted to equip employees with the skills they need to 
adjust to new ways of working. By using cutting-edge cloud, artificial 
intelligence, and machine learning technologies, Telefónica could build a 
reskilling application that enables staff to identify their existing skills and 
explore areas for development. The application would give employees tailored 
recommendations on skill development and future roles and help management 
provision the right training to help staff adjust to technological changes –
ensuring a smooth transition to the digital workplace of the future.

Telefónica: Helping People Adapt to 
the New World of Work



Before: Challenges and Opportunities
• Keep pace with rapid technological change transforming the world of business
• Equip employees with the necessary skills for the future and get the right people into the right roles
• Close the future gap of critical profiles in areas such as robotization, analytics, and business consulting

Why SAP and Stratesys Technology Solutions S.L.
• Integrated portfolio of SAP® solutions encompassing HR, the cloud, AI, and machine learning
• Experience with SAP technology, with SAP SuccessFactors® Human Experience Management Suite 

serving as the foundation for Telefónica’s global HR self-service tool
• Comprehensive guidance and support from SAP Preferred Success services and SAP AI Business Services
• Technical expertise and commitment to innovation from Stratesys

After: Value-Driven Results
• Established an enterprise-wide reskilling program to support transitioning 100,000 employees to a 

digital workplace
• Enabled staff to explore new areas for development and take action to shape their future careers
• Provided intelligent, personalized training recommendations for each employee based on these insights
• Automated matching of employee profiles to vacant positions and new, emerging roles based on skill 

sets and competencies
• Empowered management to make internal recruitment decisions based on skills data, supporting 

smarter resourcing decisions 
• Improved the employee experience and increased workforce loyalty
• Achieved high adoption rate thanks to an intuitive and engaging user experience

Reskilling and Upskilling the Workforce with SAP® Solutions

“With support from SAP, we have been able to extend 
the functionality in SAP SuccessFactors solutions to 
create an innovative solution that helps employees 
identify and develop the skills that will be vital in 
the digital world and the future of our company.” 
Gabriel de Diego, HR Strategy and Transformation Director, Telefónica 
S.A.

91.5%
Of employees use the 
reskilling application

77%
Of talent profiles completed, 
enabling intelligent matching 
of candidates to positions
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Telefónica S.A.
Madrid, Spain
www.telefonica.com

Industry
Telecommunications

Employees
100,000

Revenue
€48,422 million

Products and Services
Fixed and mobile 
connectivity, digital services

Featured Solutions and Services
SAP SuccessFactors Human 
Experience Management Suite, 
SAP AI Business Services,  and 
SAP Preferred Success

http://www.telefonica.com/


New Jobs, New Skills

Whether enabling people to make a call, send a 
text, chat online, or reach out to friends through 
social media, services from Telefónica S.A. help 
make the world more human by connecting lives. 
One of the largest telecommunications companies 
in the world, Telefónica has achieved its leading 
market position by investing in the most advanced 
technologies.

Rapid technological change brings challenges as 
well as opportunities. Increasing automation means 
that more and more work tasks currently performed 
by people will be performed by machines and 
algorithms in the future. The world of work is 
changing and all jobs will be impacted. Some jobs 
will be lost, but many more will be created. These 
emerging roles will require new skills with more 
emphasis on interpersonal and cognitive skills, such 
as leadership, flexibility, social intelligence, and 
creative thinking, as well as digital skills, including 
digital fluency, literacy in new media, and 
computational thinking.

Against this background, Telefónica must invest in 
its workforce to develop their skills and help 
them adjust to new ways of working. “We support 
and empower our people through technology, 
connecting their professional career with the 
objectives of our business,” says Gabriel de Diego, 
HR strategy and transformation director at 
Telefónica S.A.

To equip employees with new knowledge and 
empower them to take charge of their careers, 
Telefónica launched an enterprise-wide reskilling 
and upskilling program.

Telefonica needed to be able to profile existing skill 
levels within the workforce so that it could guide 
employees to complete appropriate training to 
enhance their professional development. The 
company also wanted to improve its ability to assign 
people with the right skills to the right roles.
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Investing in People

Telefónica partnered with Stratesys Technology 
Solutions S.L. to build an innovative reskilling 
application on SAP® Business Technology Platform. 
Drawing on functionality within SAP SuccessFactors®

Human Experience Management (HXM) Suite, the 
application enables employees to identify existing 
skills and explore areas for professional 
development. 

First, employees fill in a skills profile form. Using 
machine learning technology provided by SAP AI 
Business Services, this information is analyzed to 
deliver personalized training recommendations
to each employee. Machine learning algorithms 
also intelligently match employee skills with 
individual job requirements, supporting internal 
recruitment decision-making.

Integrated with Microsoft Azure Cognitive Services 
through SAP Business Technology Platform, 
Telefónica can access pretrained machine learning 
models and cognitive APIs to augment the 
functionality of its reskilling application.

A friendly AI chatbot named “Chip” guides users 
through the process. A young team of interns from 
Telefónica’s Talentum program designed the Chip 
avatar, creating a gender, race, and age neutral 
persona accessible to all. Available in Telefónica’s 
four main business languages, Chip played an 
important role in the high adoption rate of the 
reskilling application, providing an intuitive and 
engaging user experience.

Stratesys provided support in defining the project 
scope, developing the reskilling application, and 
implementing the technology, which created a real 
collaborative effort between the Telefónica Global 
Technology team and Stratesys. Stratesys
presented Telefonica with innovative approaches to 
help make its design a reality and deliver on its 
objectives.

356 million
Customers in 24 countries

170
Countries in which 
Telefónica offers services 
via partner agreements

#1
Fiber network in Europe 
and Latin America
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Closing the Skills Gap

To date, the reskilling application has been 
implemented in Spain, Germany, the United Kingdom, 
Brazil, and other global business units around the 
world and is available to 100,000 employees.

Adoption has been high, enabling Telefónica to 
gather detailed data on the current skill profiles 
within the workforce. This insight helps 
management to identify the areas in which skills 
development is required, enabling them to 
provide the appropriate training opportunities and 
learning resources accordingly. Managers are also 
better able to match internal candidates to job 
vacancies based on skills and competencies. 

The reskilling application is available anytime, 
anywhere through the SAP SuccessFactors Mobile 
app, with the Chip chatbot available 24x7 to answer 
questions and provide guidance. Personalized 
advice and tailored training recommendations 
empower employees to take charge of their own 
development and take the right action to shape their 
future careers. 

Feedback has been very positive, both from 
employees and leaders, and the reskilling 
application has been well received by Telefónica’s 
trade union representatives and works council.

In the face of rapid technological change, trade 
unions are often concerned that people’s skill sets 
may become obsolete. The reskilling application is 
part of a wider investment in helping Telefonica’s 
employees adapt to the new world of work.

Within the next five years, Telefónica is facing a gap 
of critical profiles in areas such as security, 
robotization, analytics, Web development, and 
business consulting. Rather than filling these roles 
with external hires, Telefónica is committed to 
equipping the people it already has with the skills 
required. The reskilling application will play a major 
role in this effort. Helping people forge a strong 
career future path within the company has 
improved employee satisfaction and loyalty.
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Preparing for the Future of Work

Looking to the future, Telefónica plans to 
incorporate new intelligence features into the 
reskilling application. By harnessing cognitive 
services from SAP AI Business Services and 
Microsoft Azure, the company hopes to make its 
AI and machine learning technologies even smarter 
to improve accuracy and provide even more 
personalized development recommendations 
to employees.

The company is also planning to use data captured 
by the reskilling application to inform its succession 
and development planning strategy, compensation 
policy, and more.

“We are looking to integrate reskilling application 
more closely with our wider SAP SuccessFactors 
HXM Suite to extract maximum value from the skills 
profile data,” says de Diego. “This valuable insight 
will enable more intelligent workforce planning.”

He concludes, “SAP solutions help us empower our 
people through technology, prepare them for the 
new world of work, and equip them with the skills 
they – and we – need for future success.”
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© 2021 SAP SE or an SAP affiliate company. All rights reserved.

No part of this publication may be reproduced or transmitted in any form or for any purpose without the express permission of
SAP SE or an SAP affiliate company.

The information contained herein may be changed without prior notice. Some software products marketed by SAP SE and its 
distributors contain proprietary software components of other software vendors. National product specifications may vary.

These materials are provided by SAP SE or an SAP affiliate company for informational purposes only, without representation or
warranty of any kind, and SAP or its affiliated companies shall not be liable for errors or omissions with respect to the materials. 
The only warranties for SAP or SAP affiliate company products and services are those that are set forth in the express warranty 
statements accompanying such products and services, if any. Nothing herein should be construed as constituting an additional 
warranty. 

In particular, SAP SE or its affiliated companies have no obligation to pursue any course of business outlined in this document or 
any related presentation, or to develop or release any functionality mentioned therein. This document, or any related presentation, 
and SAP SE’s or its affiliated companies’ strategy and possible future developments, products, and/or platforms, directions, and
functionality are all subject to change and may be changed by SAP SE or its affiliated companies at any time for any reason 
without notice. The information in this document is not a commitment, promise, or legal obligation to deliver any material, code, or 
functionality. All forward-looking statements are subject to various risks and uncertainties that could cause actual results to differ 
materially from expectations. Readers are cautioned not to place undue reliance on these forward-looking statements, and they 
should not be relied upon in making purchasing decisions.

SAP and other SAP products and services mentioned herein as well as their respective logos are trademarks or registered 
trademarks of SAP SE (or an SAP affiliate company) in Germany and other countries. All other product and service names 
mentioned are the trademarks of their respective companies. 

See http://www.sap.com/trademark for additional trademark information and notices.
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