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Rewriting the rules for the digital age

PREFACE

WELCOME to Deloitte’s fifth annual Global Human Capital Trends report and survey. This year’s 
report takes stock of the challenges ahead for business and HR leaders in a dramatically changing 
digital, economic, demographic, and social landscape. In an age of disruption, business and HR 

leaders are being pressed to rewrite the rules for how they organize, recruit, develop, manage, and engage the 
21st-century workforce. 

This workforce is changing. It’s more digital, more global, diverse, automation-savvy, and social media- 
proficient. At the same time, business expectations, needs, and demands are evolving faster than ever before. 
While some view this as a challenge, we see it as an opportunity. An opportunity to reimagine HR, talent, and 
organizational practices. An opportunity to create platforms, processes, and tools that will continue to evolve 
and sustain their value over time. An opportunity to take the lead in what will likely be among the most signifi-
cant changes to the workforce that we have seen.   

Hence, our call for new rules for HR in the digital age.

The 2017 report began last summer with us reaching out to hundreds of organizations, academics, and practi-
tioners around the world. This year, it includes a survey of more than 10,000 HR and business leaders across 
140 countries. The report reveals how leaders are turning to new organizational models that highlight the 
networked nature of today’s world of work; innovation-based HR platforms; learning and career programs 
driven by social and cognitive technologies; and employee experience strategies that put the workforce at the 
center. The report closes with a discussion of the future of work amid the changes being driven by advances in 
automation and an expanded definition of the workforce.

We are pleased to present this year’s Global Human Capital Trends report and survey and look forward to 
your comments. 2017 is positioned to be a year of change as we all manage new levels of transformation and 
disruption. The only question now is: Are you ready?

Brett Walsh
Global leader, Human Capital
Deloitte LLP

Erica Volini
US leader, Human Capital
Deloitte Consulting LLP



CONTENTS

Introduction: 5HZULWLQJ�WKH�UXOHV�IRU�WKH�GLJLWDO�DJHɅ_Ʌ�

7KH�RUJDQL]DWLRQ�RI�WKH�IXWXUH��$UULYLQJ�QRZɅ_Ʌ��

&DUHHUV�DQG�OHDUQLQJ��5HDO�WLPH��DOO�WKH�WLPHɅ_Ʌ��

7DOHQW�DFTXLVLWLRQ��(QWHU�WKH�FRJQLWLYH�UHFUXLWHUɅ_Ʌ��

7KH�HPSOR\HH�H[SHULHQFH��&XOWXUH��HQJDJHPHQW��DQG�EH\RQGɅ_Ʌ��

3HUIRUPDQFH�PDQDJHPHQW��3OD\�D�ZLQQLQJ�KDQGɅ_Ʌ��

/HDGHUVKLS�GLVUXSWHG��3XVKLQJ�WKH�ERXQGDULHVɅ_Ʌ��

'LJLWDO�+5��3ODWIRUPV��SHRSOH��DQG�ZRUNɅ_Ʌ��

3HRSOH�DQDO\WLFV��5HFDOFXODWLQJ�WKH�URXWHɅ_Ʌ��

'LYHUVLW\�DQG�LQFOXVLRQ��7KH�UHDOLW\�JDSɅ_Ʌ���

7KH�IXWXUH�RI�ZRUN��7KH�DXJPHQWHG�ZRUNIRUFHɅ_Ʌ���

2017 Deloitte Global Human Capital Trends

�



Rewriting the rules for the digital age

The 2017 Deloitte Global Human Capital Trends 
UHSRUW�UHȵHFWV�VHLVPLF�FKDQJHV�LQ�WKH�ZRUOG�
of business. This new era, often called 
the Fourth Industrial Revolution1—or, as 
we have earlier labeled it, the Big Shift2—
has fundamentally transformed busi-
ness, the broader economy, and society.

WE WLWOH� WKLV� \HDU¶V� UHSRUW� Rewriting the 
rules for the digital age� EHFDXVH� D�SULQ-
FLSDO�FKDUDFWHULVWLF�RI�WKH�QHZ�HUD�LV�QRW�

PHUHO\� FKDQJH��EXW� FKDQJH�DW� DQ�DFFHOHUDWLQJ� UDWH��
ZKLFK� FUHDWHV� QHZ� UXOHV� IRU� EXVLQHVV� DQG� IRU� +5��
2UJDQL]DWLRQV� IDFH� D� UDGLFDOO\� VKLIWLQJ� FRQWH[W� IRU�
WKH�ZRUNIRUFH��WKH�ZRUNSODFH��DQG�WKH�ZRUOG�RI�ZRUN��
7KHVH� VKLIWV� KDYH� FKDQJHG� WKH� UXOHV� IRU� QHDUO\� HY-
HU\�RUJDQL]DWLRQDO�SHRSOH�SUDFWLFH��IURP�OHDUQLQJ�WR�
PDQDJHPHQW�WR�WKH�GH¿QLWLRQ�RI�ZRUN�LWVHOI��

$OO� EXVLQHVV� OHDGHUV� KDYH� H[SHULHQFHG� WKHVH� VKLIWV��
IRU� JRRG� RU� IRU� LOO�� LQ� ERWK� WKHLU� EXVLQHVV� DQG�SHU-
VRQDO� OLYHV��5DSLG�FKDQJH�LV�QRW� OLPLWHG�WR�WHFKQRO-
RJ\��EXW�HQFRPSDVVHV�VRFLHW\�DQG�GHPRJUDSKLFV�DV�
ZHOO�� %XVLQHVV� DQG�+5� OHDGHUV� FDQ� QR� ORQJHU� FRQ-
WLQXH� WR�RSHUDWH�DFFRUGLQJ�WR�ROG�SDUDGLJPV��7KH\�
PXVW�QRZ�HPEUDFH�QHZ�ZD\V�RI�WKLQNLQJ�DERXW�WKHLU�
FRPSDQLHV��WKHLU�WDOHQW��DQG�WKHLU�UROH�LQ�JOREDO�VR-
FLDO�LVVXHV�

:H� KDYH� GHYHORSHG� D� ³QHZ� VHW� RI� UXOHV´� WR� PDNH�
VHQVH�RI�WKLV�FKDQJLQJ�ODQGVFDSH��7KHVH�UXOHV�UHÀHFW�
WKH�VKLIWV�LQ�PLQG�VHW�DQG�EHKDYLRU�WKDW�ZH�EHOLHYH�
DUH� UHTXLUHG� WR� OHDG�� RUJDQL]H�� PRWLYDWH�� PDQDJH��
DQG�HQJDJH�WKH���VW�FHQWXU\�ZRUNIRUFH��:KLOH�LW� LV�

KDUG�WR�SUHGLFW�ZKLFK�HPHUJLQJ�EXVLQHVV�SUDFWLFHV�
ZLOO�HQGXUH�� LW� LV� LPSRVVLEOH�WR� LJQRUH�WKH�QHHG�IRU�
FKDQJH��7KLV� UHSRUW� LV� D� FDOO� WR� DFWLRQ� IRU�+5�DQG�
EXVLQHVV�OHDGHUV��ZKR�PXVW�XQGHUVWDQG�WKH�LPSDFW�
RI�FKDQJH�DQG�GHYHORS�QHZ�UXOHV� IRU�SHRSOH��ZRUN��
DQG�RUJDQL]DWLRQV��

7KLV� UHSRUW�PDUNV� WKH� ¿IWK� DQQLYHUVDU\� RI� RXU� DQ-
QXDO�GHHS�GLYH�LQWR�KXPDQ�FDSLWDO�WUHQGV��7KLV�\HDU��
RXU�VXUYH\�LQFOXGHG�PRUH�WKDQ��������UHVSRQGHQWV�
IURP� ���� FRXQWULHV�� IXHOLQJ� RXU� DQDO\VLV� RI� WKH� VR-
FLDO��HFRQRPLF��SROLWLFDO��WHFKQRORJLFDO��DQG�FXOWXUDO�
LVVXHV�IDFLQJ�EXVLQHVV�DQG�+5�OHDGHUV�DQG�HPSOR\-
HHV�ZRUOGZLGH�

Forces for change driven 
by the digital revolution
:H� IRXQG� D� IDVFLQDWLQJ� WDSHVWU\� RI� LVVXHV� DV� ZH�
ORRNHG� DW� WKH� VXUYH\�GDWD�� VSRNH�ZLWK� FOLHQWV�� DQG�
LQWHUYLHZHG�EXVLQHVV�OHDGHUV�DURXQG�WKH�ZRUOG��

,W�LV�DEXQGDQWO\�FOHDU�WKDW�WHFKQRORJ\�LV�DGYDQFLQJ�
DW�DQ�XQSUHFHGHQWHG�UDWH��7HFKQRORJLHV�VXFK�DV�DU-
WL¿FLDO� LQWHOOLJHQFH��$,���PRELOH�SODWIRUPV��VHQVRUV��
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DQG� VRFLDO� FROODERUDWLRQ� V\VWHPV� KDYH� UHYROXWLRQ-
L]HG�WKH�ZD\�ZH�OLYH��ZRUN��DQG�FRPPXQLFDWH²DQG�
WKH� SDFH� LV� RQO\� DFFHOHUDWLQJ�� 7KLV� FDXVHV� VWUHVV�
IRU�LQGLYLGXDOV�DV�ZHOO�DV�VRFLHWLHV��UHVHDUFK�VKRZV�
WKDW� HPSOR\HHV�DQG�RUJDQL]DWLRQV�DUH�PRUH� ³RYHU-
ZKHOPHG´�WKDQ�HYHU�3 

%XVLQHVV�SURGXFWLYLW\�KDV�QRW�NHSW�SDFH�ZLWK�WHFK-
QRORJLFDO�SURJUHVV��'DWD�IURP�WKH�86�%XUHDX�RI�/D-
ERU�6WDWLVWLFV�DQG�RWKHU�VRXUFHV�VKRZ�WKDW�SURGXF-
WLYLW\�JURZWK�UHPDLQV�ORZ�GHVSLWH�WKH�LQWURGXFWLRQ�
RI�QHZ� WHFKQRORJ\� LQWR� WKH�EXVLQHVV�HQYLURQPHQW��
,Q� IDFW�� VLQFH� WKH� ����� UHFHVVLRQ�� JURZWK� LQ� EXVL-
QHVV�SURGXFWLYLW\��JURVV�GRPHVWLF�SURGXFW�SHU�KRXU�
ZRUNHG�� VWDQGV� DW� LWV� ORZHVW� UDWH� VLQFH� WKH� HDUO\�
����V� �����SHUFHQW��4�$W� WKH�VDPH� WLPH��FRPSDQLHV�
WKHPVHOYHV� DUH� EHLQJ� GLVUXSWHG�PRUH� TXLFNO\�� )RU�
H[DPSOH��RQO\� ���SHUFHQW�RI� WKH�Fortune� ����FRP-
SDQLHV�IURP������DUH�VWLOO�LQ�EXVLQHVV��DQG�ODVW�\HDU�
DORQH�����SHUFHQW�IHOO�R̆�WKH�OLVW�

7KH�SUREOHP�� LOOXVWUDWHG� LQ�¿JXUH� ��� LV� WKH� HYHU�LQ-
FUHDVLQJ� JDS� EHWZHHQ� WHFKQRORJLFDO� VRSKLVWLFDWLRQ�
DQG� WKH� DPRXQW� RI� ZRUN� DFWXDOO\� SHUIRUPHG�� 7KH�
UHVXOW� LV� LQFRPH� LQHTXDOLW\�� ZDJH� VWDJQDWLRQ�� DQG�
VRFLDO�DQG�SROLWLFDO�XQUHVW�DURXQG� WKH�ZRUOG��&RP-
SDQLHV� ZLWK� ORZ� SURGXFWLYLW\� QRZ� ORVH� TXLFNO\� WR�
FRPSHWLWRUV�� DV�PRVW� VWRFN�PDUNHW� YDOXDWLRQV� DUH�

GULYHQ�E\�,3�DQG�VHUYLFHV��QRW�E\�SK\VLFDO�RU�FDSLWDO�
JRRGV��

:KDW� FDXVHV� WKLV� JDS"� :H� EHOLHYH� WKH� SUREOHP�
FRPHV�GRZQ�WR�KXPDQ�FDSLWDO�VWUDWHJLHV²KRZ�EXVL-
QHVVHV�RUJDQL]H��PDQDJH��GHYHORS��DQG�DOLJQ�SHRSOH�
DW�ZRUN��

,Q�KLV������ERRN�Thank You for Being Late��7KRP-
DV�)ULHGPDQ�UHIHUV�WR�D�JUDSK�FUHDWHG�E\�(ULF�³$VWUR´�
7HOOHU��&(2�RI�$OSKDEHW¶V�*RRJOH�;�GLYLVLRQ��ZKLFK�
VXJJHVWV� WKDW� WHFKQRORJ\� LV� LQFUHDVLQJ� DW� DQ� HYHU�
IDVWHU�UDWH�ZKLOH�KXPDQ�DGDSWDELOLW\�ULVHV�RQO\�DW�D�
VORZHU�� OLQHDU� UDWH�5�:KLOH�ZH� SDUWLDOO\� DJUHH�ZLWK�

Deloitte University Press  |  dupress.deloitte.com
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Figure 1. What appears to be happening 

Organizations face a 
radically shifting context 

for the workforce, 
the workplace, and 
the world of work. 
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Rewriting the rules for the digital age

KLV� FRQFOXVLRQ� �ZH�EHOLHYH� LQGLYLGXDOV�GR� DQG�ZLOO�
DGDSW�WR�WHFKQRORJ\�YHU\�TXLFNO\���ZH�WKLQN�WKDW�LW�LV�
DOVR�FULWLFDO� WR�XQGHUVWDQG� WKH� UHODWLRQVKLS�DPRQJ�
WKH�IRXU�LQWHUORFNLQJ�LVVXHV�VKRZQ�LQ�¿JXUH���

,Q�¿JXUH����FXUYH���LOOXVWUDWHV�WKH�H[SRQHQWLDO�UDWH�RI�
WHFKQRORJLFDO�FKDQJH��0RUH�WKDQ����\HDUV�DIWHU�WKH�
IRUPXODWLRQ�RI�0RRUH¶V�ODZ²ZKLFK�KROGV�WKDW�FRP-
SXWLQJ�SRZHU�GRXEOHV� LQ� FDSDELOLW\� HYHU\� ��� WR� ���
PRQWKV²PRELOH�GHYLFHV��VHQVRUV��$,��DQG�URERWLFV�
D̆HFW�RXU�OLYHV�PRUH�TXLFNO\�DQG�PRUH�SHUYDVLYHO\�
WKDQ�HYHU�EHIRUH��

&XUYH���SRVLWV�WKDW� LQGLYLGXDOV�DUH�UHODWLYHO\�TXLFN�
DQG�DGHSW�DW�DGRSWLQJ�QHZ�LQQRYDWLRQV��'HORLWWH�UH-
VHDUFK��IRU�H[DPSOH��¿QGV�WKDW�86�FLWL]HQV�QRZ�ORRN�
DW� WKHLU�PRELOH�SKRQHV���ELOOLRQ�WLPHV�D�GD\��� IRUF-
LQJ�LQGXVWULHV�VXFK�DV�PHGLD��UHWDLO��WUDQVSRUWDWLRQ��
DQG�HYHQ�UHVWDXUDQWV�WR�EXLOG�GLJLWDO�SURGXFWV�DQG�
VHUYLFHV�WR�FDSWXUH�LQGLYLGXDOV¶�WLPH�DQG�DWWHQWLRQ��

$V� VKRZQ� LQ� FXUYH� ��� KRZHYHU�� ZKLOH� LQGLYLGXDOV�
DGDSW� WR� WHFKQRORJ\� UHODWLYHO\� UDSLGO\�� EXVLQHVVHV�
DQG�RUJDQL]DWLRQV�PRYH�DW�D�VORZHU�SDFH��7KH�EXVL-
QHVV�SUDFWLFHV�RI�FRUSRUDWH�SODQQLQJ��RUJDQL]DWLRQDO�
VWUXFWXUH�� MRE� GHVLJQ�� JRDO�VHWWLQJ�� DQG� PDQDJH-
PHQW�ZHUH�ODUJHO\�GHYHORSHG�LQ�WKH��¿UVW��LQGXVWULDO�

DJH��DQG�FRPSDQLHV�PXVW�FRQVWDQWO\�UHYLVH�WKHP�WR�
NHHS�XS��7KH�JDSV�EHWZHHQ�FXUYHV�������DQG���VKRZ�
WKH� QHHG� IRU� RUJDQL]DWLRQV� WR� DGDSW� WR� WHFKQRORJ\�
DQG�OLIHVW\OH�FKDQJHV��7KH\�DUH�D�PDMRU�IRFXV�RI�WKH�
WUHQGV�GLVFXVVHG�LQ�WKLV�\HDU¶V�UHSRUW��

)LQDOO\�� FXUYH� �� UHSUHVHQWV� SXEOLF� SROLF\�� LQFOXG-
LQJ� SROLFLHV� DURXQG� LQFRPH� LQHTXDOLW\�� XQHPSOR\-
PHQW��LPPLJUDWLRQ��DQG�WUDGH��7KHVH�LVVXHV��ZKLFK�
GLUHFWO\�D̆HFW�EXVLQHVVHV�WKURXJK�UHJXODWLRQ��WD[HV��
DQG�OHJLVODWLRQ��DGDSW�DW�DQ�HYHQ�VORZHU�SDFH��/DZV�
DQG�SROLFLHV�RQ�WRSLFV�VXFK�DV�PLQLPXP�ZDJH��WUDGH�
WDUL̆V�� LPPLJUDWLRQ�� DQG� HGXFDWLRQ� RQO\� VKLIW� DI-
WHU�\HDUV�RI�SXEOLF�GHEDWH��7KH�JDS�EHWZHHQ�SXEOLF�
SROLF\�DQG�WKH�RWKHU�WKUHH�GRPDLQV�UHVXOWV�LQ�LPEDO-
DQFHV�DQG�FKDOOHQJHV�IRU�EXVLQHVV�DQG�+5�OHDGHUV��

8QGHUVWDQGLQJ�WKHVH� IRXU�FXUYHV��DQG�WKH�JURZLQJ�
JDSV� DPRQJ� WHFKQRORJ\�� LQGLYLGXDOV�� EXVLQHVVHV��
DQG�SXEOLF�SROLF\��LV�QRZ�HVVHQWLDO�WR�H̆HFWLYHO\�QDY-
LJDWLQJ�WKH�ZRUOG�RI�KXPDQ�FDSLWDO��+5�KDV�D�XQLTXH�
UROH� WR�SOD\�� ,W� FDQ�KHOS� OHDGHUV�DQG�RUJDQL]DWLRQV�
DGDSW�WR�WHFKQRORJ\��KHOS�SHRSOH�DGDSW�WR�QHZ�PRG-
HOV�RI�ZRUN�DQG�FDUHHUV�� DQG�KHOS� WKH� FRPSDQ\�DV�
D�ZKROH�DGDSW�WR�DQG�HQFRXUDJH�FKDQJHV�LQ�VRFLHW\��
UHJXODWLRQ��DQG�SXEOLF�SROLF\�

Deloitte University Press  |  dupress.deloitte.com
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Figure 2. What is really happening
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OUR GLOBAL RESEARCH
The 2017 survey is our largest and most extensive to date, with input from more 
than 10,400 business and HR leaders across 140 countries. Twenty-two percent of 
respondents were from large companies (more than 10,000 employees), 29 percent 
from medium-sized companies (1,000–10,000 employees), and 49 percent from 
small companies (fewer than 1,000 employees). Respondents from the Americas 
accounted for 31 percent of the total; Europe, Middle East, and Africa contributed 51 
SHUFHQW��DQG�$VLD�3DFLȴF����SHUFHQW��5HVSRQGHQWV�UHSUHVHQWHG�D�EURDG�FURVV�VHFWLRQ�
RI�LQGXVWULHV��LQFOXGLQJ�ȴQDQFLDO�VHUYLFHV��FRQVXPHU�EXVLQHVV��WHFKQRORJ\��PHGLD��DQG�
telecommunications; and manufacturing. Sixty-three percent of the respondents 
were HR professionals, with other business executives comprising 37 percent. C-level 
executives accounted for 30 percent (more than 3,100) of the respondents. 

The appendix contains additional details on respondent demographics.

RAPID AND DISRUPTIVE 
CHANGE IS NOT NEW

7KH�FXUUHQW�XQHDVLQHVV�ZLWK�WKH�SDFH�RI�WHFKQRORJL-
FDO�FKDQJH�LV�QRW�QHZ��7KH�����V��IRU�LQVWDQFH��VDZ�
D�UDSLG�ULVH�LQ�FRPSXWLQJ�SRZHU�WKDW�UHVXOWHG�LQ�DX-
WRPDWHG�WHOOHU�PDFKLQHV��RQOLQH�V\VWHPV��DQG�WKH�,7�
LQGXVWU\¶V�UDSLG�JURZWK��7KH�ZRUOG�DGDSWHG�ZHOO�DV�
SHRSOH�JDLQHG�QHZ�VNLOOV�DQG�QHZ�MREV�

7RGD\�� D� QHZ� VHW� RI� GLJLWDO� EXVLQHVV� DQG� ZRUNLQJ�
VNLOOV�LV�QHHGHG��$V�ZH�GLVFXVV�LQ�WKLV�UHSRUW��FRPSD-
QLHV�VKRXOG�IRFXV�PRUH�KHDYLO\�RQ�FDUHHU�VWUDWHJLHV��
WDOHQW�PRELOLW\��DQG�RUJDQL]DWLRQDO�HFRV\VWHPV�DQG�
QHWZRUNV�WR�IDFLOLWDWH�ERWK�LQGLYLGXDO�DQG�RUJDQL]D-
WLRQDO�UHLQYHQWLRQ��7KH�SUREOHP�LV�QRW�VLPSO\�RQH�RI�
³UHVNLOOLQJ´�RU�SODQQLQJ�QHZ�DQG�EHWWHU� FDUHHUV�� ,Q-
VWHDG��RUJDQL]DWLRQV�PXVW�ORRN�DW�OHDGHUVKLS��VWUXF-
WXUHV��GLYHUVLW\��WHFKQRORJ\��DQG�WKH�RYHUDOO�HPSOR\-
HH�H[SHULHQFH�LQ�QHZ�DQG�H[FLWLQJ�ZD\V�

The 10 human capital trends
7KH�WUHQGV�LQ�WKLV�\HDU¶V�UHSRUW�LGHQWLI\����DUHDV�LQ�
ZKLFK� RUJDQL]DWLRQV�ZLOO� QHHG� WR� FORVH� WKH� JDS� EH-
WZHHQ�WKH�SDFH�RI�FKDQJH�DQG�WKH�FKDOOHQJHV�RI�ZRUN�
DQG�WDOHQW�PDQDJHPHQW��¿JXUH�����

TREND 1. THE ORGANIZATION OF 
THE FUTURE: ARRIVING NOW

*LYHQ�WKH�SDFH�RI�FKDQJH�DQG�WKH�FRQVWDQW�SUHVVXUH�
WR�DGDSW�� LW� LV�QRW�VXUSULVLQJ�WKDW�H[HFXWLYHV�LGHQWL-
¿HG�EXLOGLQJ� WKH� RUJDQL]DWLRQ�RI� WKH� IXWXUH� DV� WKH�
PRVW� LPSRUWDQW� FKDOOHQJH� IRU� ������ ,Q� WKLV� \HDU¶V�
VXUYH\��QHDUO\����SHUFHQW�RI�UHVSRQGHQWV�UDWHG�WKLV�
SUREOHP�DV�YHU\�LPSRUWDQW��DQG����SHUFHQW�UDWHG�LW�
DV�LPSRUWDQW�RU�YHU\�LPSRUWDQW��7KLV�OHYHO�RI� LQWHU-
HVW�VLJQDOV�D�VKLIW�IURP�GHVLJQLQJ�WKH�QHZ�RUJDQL]D-
WLRQ�WR�actively building�RUJDQL]DWLRQDO�HFRV\VWHPV�
DQG� QHWZRUNV�� $JLOLW\� SOD\V� D� FHQWUDO� UROH� LQ� WKH�
RUJDQL]DWLRQ�RI�WKH�IXWXUH��DV�FRPSDQLHV�UDFH�WR�UH-
SODFH�VWUXFWXUDO�KLHUDUFKLHV�ZLWK�QHWZRUNV�RI�WHDPV�
HPSRZHUHG�WR�WDNH�DFWLRQ��

2017 Deloitte Global Human Capital Trends
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TREND 2. CAREERS AND LEARNING: 
REAL TIME, ALL THE TIME

7KH� FRQFHSW� RI� D� ³FDUHHU´� LV� EHLQJ� VKDNHQ� WR� LWV�
FRUH��GULYLQJ� FRPSDQLHV� WRZDUG� ³DOZD\V�RQ´� OHDUQ-
LQJ�H[SHULHQFHV�WKDW�DOORZ�HPSOR\HHV�WR�EXLOG�VNLOOV�
TXLFNO\�� HDVLO\�� DQG�RQ� WKHLU� RZQ� WHUPV��7KLV� \HDU��
FDUHHUV�DQG� OHDUQLQJ�URVH� WR�VHFRQG�SODFH� LQ�UDWHG�
LPSRUWDQFH��ZLWK����SHUFHQW�RI�H[HFXWLYHV�LGHQWLI\-
LQJ�WKHVH�LVVXHV�DV�LPSRUWDQW�RU�YHU\�LPSRUWDQW��$W�
OHDGLQJ� FRPSDQLHV�� +5� RUJDQL]DWLRQV� DUH� KHOSLQJ�
HPSOR\HHV�JURZ�DQG� WKULYH�DV� WKH\�DGRSW� WKH� UDGL-
FDO� FRQFHSW�RI� D� FDUHHU�GHVFULEHG� LQ�The 100-Year 
Life���1HZ�OHDUQLQJ�PRGHOV�ERWK�FKDOOHQJH�WKH�LGHD�
RI�D�VWDWLF�FDUHHU�DQG�UHÀHFW�WKH�GHFOLQLQJ�KDOI�OLIH�RI�
VNLOOV�FULWLFDO�WR�WKH���VW�FHQWXU\�RUJDQL]DWLRQ�

TREND 3. TALENT ACQUISITION: 
ENTER THE COGNITIVE RECRUITER

$V� MREV� DQG� VNLOOV� FKDQJH�� ¿QGLQJ� DQG� UHFUXLWLQJ�
WKH�ULJKW�SHRSOH�EHFRPH�PRUH�LPSRUWDQW�WKDQ�HYHU��
7DOHQW�DFTXLVLWLRQ�LV�QRZ�WKH�WKLUG�PRVW�LPSRUWDQW�
FKDOOHQJH� FRPSDQLHV� IDFH�� ZLWK� ��� SHUFHQW� RI� UH-
VSRQGHQWV� FDOOLQJ� LW� LPSRUWDQW� RU� YHU\� LPSRUWDQW���
2XU� FKDSWHU� RQ� WDOHQW� DFTXLVLWLRQ� KLJKOLJKWV� KRZ�
OHDGLQJ�RUJDQL]DWLRQV�XVH�VRFLDO�QHWZRUNLQJ��DQDO\W-
LFV��DQG�FRJQLWLYH�WRROV�WR�¿QG�SHRSOH�LQ�QHZ�ZD\V��
DWWUDFW�WKHP�WKURXJK�D�JOREDO�EUDQG��DQG�GHWHUPLQH�
ZKR�ZLOO�EHVW�¿W�WKH�MRE��WHDP��DQG�FRPSDQ\��$�QHZ�
EUHHG� RI� FRJQLWLYH� WHFKQRORJLHV� LV� UDGLFDOO\� WUDQV-
IRUPLQJ�UHFUXLWLQJ��ZKLFK�VWDQGV�DW�WKH�HDUO\�VWDJHV�
RI�D�UHYROXWLRQ�
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Organization of the future 

Careers and learning

Talent acquisition

Employee experience

Performance management

Leadership

Digital HR

People analytics

Diversity and inclusion

The augmented workforce

Robotics, cognitive computing, and AI

Percentage of total responses

Not/somewhat important Important/very important

Note: Ratings for “The augmented workforce” and “Robotics, cognitive computing, and AI” both relate to the broader trend 
on “The future of work” discussed in this report.

Figure 3. The 2017 trends by importance
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TREND 4. THE EMPLOYEE EXPERIENCE: 
CULTURE, ENGAGEMENT, AND BEYOND

&XOWXUH� DQG� HQJDJHPHQW� DUH� YLWDO� SDUWV� RI� WKH� HP-
SOR\HH� H[SHULHQFH�� DQG� OHDGLQJ� RUJDQL]DWLRQV� DUH�
EURDGHQLQJ� WKHLU� IRFXV� WR� LQFOXGH� D� SHUVRQ¶V� ¿UVW�
FRQWDFW� ZLWK� D� SRWHQWLDO� HPSOR\HU� WKURXJK� UHWLUH-
PHQW� DQG� EH\RQG�� 7RGD\�� FRPSDQLHV� DUH� ORRNLQJ�
DW� HPSOR\HH� MRXUQH\V�� VWXG\LQJ� WKH� QHHGV� RI� WKHLU�
ZRUNIRUFH��DQG�XVLQJ�QHW�SURPRWHU�VFRUHV�WR�XQGHU-
VWDQG�WKH�HPSOR\HH�H[SHULHQFH��:RUNSODFH�UHGHVLJQ��
ZHOO�EHLQJ�� DQG� ZRUN� SURGXFWLYLW\� V\VWHPV� DUH� DOO�
EHFRPLQJ�SDUW�RI�WKH�PDQGDWH�IRU�+5��

TREND 5. PERFORMANCE 
MANAGEMENT: PLAY A WINNING HAND

)RU�WKH�ODVW�¿YH�\HDUV��FRPSDQLHV�KDYH�EHHQ�H[SHUL-
PHQWLQJ� ZLWK� QHZ� SHUIRUPDQFH� PDQDJHPHQW� DS-
SURDFKHV�WKDW�HPSKDVL]H�FRQWLQXRXV�IHHGEDFN�DQG�
FRDFKLQJ��UHGXFLQJ�WKH�IRFXV�RQ�DSSUDLVDO��7KLV�\HDU��
FRPSDQLHV�DUH�PRYLQJ�EH\RQG�H[SHULPHQWDWLRQ� WR�
GHSOR\� QHZ�PRGHOV� RQ� D�ZLGH� VFDOH�� (YHQ� WKRXJK�
+5�WHFKQRORJ\�WRROV�KDYH�QRW�TXLWH�FDXJKW�XS��QHZ�
DSSURDFKHV�WR�SHUIRUPDQFH�PDQDJHPHQW�DUH�ZRUN-
LQJ��DQG�WKH\�DUH�LQFUHDVLQJ�SURGXFWLYLW\�DQG�FKDQJ-
LQJ�FRUSRUDWH�FXOWXUH�

TREND 6. LEADERSHIP DISRUPTED: 
PUSHING THE BOUNDARIES

$V�FRPSDQLHV�WUDQVIRUP�DQG�GLJLWDO�RUJDQL]DWLRQDO�
PRGHOV� HPHUJH�� OHDGHUVKLS� QHHGV� FKDQJH� DV� ZHOO��
(LJKW\�SHUFHQW� RI� RXU� UHVSRQGHQWV� VD\� WKDW� OHDGHU-
VKLS�LV�DQ�LPSRUWDQW�LVVXH��DQG����SHUFHQW�FDOO�LW�YHU\�
LPSRUWDQW�� 2UJDQL]DWLRQV� DUH� FODPRULQJ� IRU� PRUH�
DJLOH��GLYHUVH��DQG�\RXQJHU� OHDGHUV��DV�ZHOO�DV�QHZ�
OHDGHUVKLS�PRGHOV�WKDW�FDSWXUH�WKH�³GLJLWDO�ZD\´�WR�
UXQ�EXVLQHVVHV��:KLOH� WKH� OHDGHUVKLS�GHYHORSPHQW�
LQGXVWU\�FRQWLQXHV�WR�VWUXJJOH��FRPSDQLHV�DUH�SXVK-
LQJ�WKH�ERXQGDULHV�RI�WKHLU�WUDGLWLRQDO�OHDGHUVKLS�KL-
HUDUFKLHV��HPSRZHULQJ�D�QHZ�EUHHG�RI�OHDGHUV�ZKR�
FDQ�WKULYH�LQ�D�UDSLGO\�FKDQJLQJ�QHWZRUN�

TREND 7. DIGITAL HR: PLATFORMS, 
PEOPLE, AND WORK

$V� WKH� HQWHUSULVH� DV� D� ZKROH� EHFRPHV� GLJLWDO�� +5�
PXVW� EHFRPH� D� OHDGHU� LQ� WKH� GLJLWDO� RUJDQL]DWLRQ��
7KLV�PHDQV�JRLQJ�EH\RQG�GLJLWL]LQJ�+5�SODWIRUPV�
WR� GHYHORSLQJ� GLJLWDO� ZRUNSODFHV� DQG� GLJLWDO� ZRUN-
IRUFHV�� DQG� WR� GHSOR\LQJ� WHFKQRORJ\� WKDW� FKDQJHV�
KRZ�SHRSOH�ZRUN� DQG� WKH�ZD\� WKH\� UHODWH� WR� HDFK�
RWKHU�DW�ZRUN��)RUWXQDWHO\�� WKH�SDWK� WR�GLJLWDO�+5�
LV� EHFRPLQJ� FOHDUHU�� ZLWK� H[SDQGHG� RSWLRQV�� QHZ�
SODWIRUPV��DQG�D�ZLGH�YDULHW\�RI� WRROV� WR�EXLOG� WKH�
��VW�FHQWXU\� GLJLWDO� RUJDQL]DWLRQ�� ZRUNIRUFH�� DQG�
ZRUNSODFH��

75(1'����3(23/(�$1$/<7Ζ&6��
RECALCULATING THE ROUTE

'DWD�DERXW�SHRSOH�DW�ZRUN�KDV�EHFRPH�PRUH�LPSRU-
WDQW�WKDQ�HYHU��EXW�WKH�IRFXV�RI�SHRSOH�DQDO\WLFV�KDV�
FKDQJHG��)RUPHUO\�D�WHFKQLFDO�GLVFLSOLQH�RZQHG�E\�
GDWD�VSHFLDOLVWV��SHRSOH�DQDO\WLFV�LV�QRZ�D�EXVLQHVV�
GLVFLSOLQH�� VXSSRUWLQJ� HYHU\WKLQJ� IURP� RSHUDWLRQV�
DQG�PDQDJHPHQW�WR�WDOHQW�DFTXLVLWLRQ�DQG�¿QDQFLDO�
SHUIRUPDQFH��5HDGLQHVV�WR�FDSLWDOL]H�RQ�SHRSOH�DQD-
O\WLFV�UHPDLQV�D�FKDOOHQJH��KRZHYHU��2QO\���SHUFHQW�
RI�RUJDQL]DWLRQV�UHSRUW�WKH\�KDYH�XVDEOH�GDWD��ZKLOH�
RQO\���SHUFHQW�EHOLHYH�WKH\�KDYH�D�JRRG�XQGHUVWDQG-
LQJ�RI�WKH�WDOHQW�IDFWRUV�WKDW�GULYH�SHUIRUPDQFH�

TREND 9. DIVERSITY AND 
INCLUSION: THE REALITY GAP

)DLUQHVV�� HTXLW\�� DQG� LQFOXVLRQ�DUH�QRZ�&(2�OHYHO�
LVVXHV�DURXQG�WKH�ZRUOG��([HFXWLYHV�FDQ�QR� ORQJHU�
DEGLFDWH�GLYHUVLW\� VWUDWHJLHV� WR� WKH�&+52�RU� FKLHI�
GLYHUVLW\� ṘFHU�� $� QHZ� IRFXV� RQ� DFFRXQWDELOLW\��
GDWD��WUDQVSDUHQF\��DQG�³GLYHUVLW\�WKURXJK�SURFHVV´�
LV�GULYLQJ�H̆RUWV�DURXQG�XQFRQVFLRXV�ELDV�WUDLQLQJ�
DQG�HGXFDWLRQ�WKURXJKRXW�WKH�EXVLQHVV�FRPPXQLW\��
'HVSLWH�WKHVH�H̆RUWV��KRZHYHU��ZH�VHH�D�UHDOLW\�JDS��
,VVXHV�DURXQG�GLYHUVLW\�DQG�LQFOXVLRQ�FRQWLQXH�WR�EH�
IUXVWUDWLQJ�DQG�FKDOOHQJLQJ�IRU�PDQ\�RUJDQL]DWLRQV��
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How we redesign the organization and 
its leadership for the future

TREND 1
The organization
of the future: 
Arriving now

TREND 6
Leadership 
disrupted: Pushing 
the boundaries

How we build a new management 
system to empower and engage the 
teams

TREND 5
Performance 
management: Play a 
winning hand

TREND 9
Diversity and 
inclusion: The reality 
gapHow we design the employee 

experience for engagement, 
productivity, and growth

TREND 4
The employee 
experience: Culture, 
engagement, and 
beyond

How we build a culture of continuous 
learning, adaptability, growth, and 
personal development

How we leverage digital technology to 
design and improve work, the workplace, 
and the workforce

How we leverage data, cognitive 
technologies, and AI to improve the 
organization and its teams

TREND 3
Talent acquisition: 
Enter the cognitive 
recruiter

TREND 8
People analytics: 
Recalculating the 
route

n

TREND 7
Digital HR: 
Platforms, people, 
and work

TREND 10
The future of work: 
The augmented 
workforce

Figure 4. Rewriting the rules for the digital age 
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TREND 10. THE FUTURE OF WORK: 
THE AUGMENTED WORKFORCE

5RERWLFV�� $,�� VHQVRUV�� DQG� FRJQLWLYH� FRPSXWLQJ�
KDYH�JRQH�PDLQVWUHDP��DORQJ�ZLWK�WKH�RSHQ�WDOHQW�
HFRQRP\��&RPSDQLHV�FDQ�QR� ORQJHU�FRQVLGHU� WKHLU�
ZRUNIRUFH�WR�EH�RQO\�WKH�HPSOR\HHV�RQ�WKHLU�EDODQFH�
VKHHW��EXW�PXVW� LQFOXGH� IUHHODQFHUV�� ³JLJ�HFRQRP\´�
ZRUNHUV�� DQG� FURZGV�� 7KHVH� RQ�� DQG� R̆�EDODQFH�
VKHHW�ZRUNHUV�DUH�EHLQJ�DXJPHQWHG�ZLWK�PDFKLQHV�
DQG�VRIWZDUH��7RJHWKHU�� WKHVH� WUHQGV�ZLOO� UHVXOW� LQ�
WKH� UHGHVLJQ�RI�DOPRVW�HYHU\� MRE��DV�ZHOO� DV�D�QHZ�
ZD\�RI�WKLQNLQJ�DERXW�ZRUNIRUFH�SODQQLQJ�DQG�WKH�
QDWXUH�RI�ZRUN��&KDQJH� LV�DOUHDG\�WDNLQJ�SODFH��,Q�
WKLV� \HDU¶V� VXUYH\�� ��� SHUFHQW� RI� RXU� UHVSRQGHQWV�
KDYH�HLWKHU� IXOO\� LPSOHPHQWHG�RU�PDGH� VLJQL¿FDQW�
SURFHVV� LQ�DGRSWLQJ� FRJQLWLYH�DQG�$,� WHFKQRORJLHV��
DQG�DQRWKHU����SHUFHQW�UHSRUW�SLORW�SURJUDPV�

New game, new rules
7KH� JDPH� KDV� FKDQJHG�� DQG� VR� KDYH� WKH� UXOHV�� ,Q�
WKLV� \HDU¶V� Global Human Capital Trends� UHSRUW��
ZH�VXSSOHPHQW�HDFK�FKDSWHU�ZLWK�D�WDEOH�KLJKOLJKW-
LQJ�WKH�VKLIW�IURP�ROG�UXOHV��ZKLFK�GRPLQDWHG�SDVW�
WKLQNLQJ�DERXW�KRZ�WR�UXQ�DQ�RUJDQL]DWLRQ��WR�D�VHW�
RI�QHZ�UXOHV��ZKLFK�GH¿QH�KRZ�OHDGLQJ�FRPSDQLHV�
QRZ�WKLQN�DQG�RSHUDWH��7KHVH�QHZ�UXOHV�UHÀHFW�QRW�
RQO\� LQVLJKWV� IURP� RXU� VXUYH\�� EXW� DOVR� RXU� ZRUN�
ZLWK� FRPSDQLHV� DURXQG� WKH�ZRUOG� WKDW� DUH� VHWWLQJ�
WKH�EDU�IRU�SHUIRUPDQFH�LQ�WRGD\¶V�JOREDO�HFRQRP\��
7KH\�DUH�WKH�UHVXOW�RI�\HDUV�RI�WKRXJKW�DQG�SUDFWLFH��
DV�ZHOO�DV�RXU�REVHUYDWLRQV�RI�OHDGLQJ�FRPSDQLHV�LQ�
HYHU\�LQGXVWU\��JHRJUDSK\��DQG�VL]H�

Deloitte University Press  |  dupress.deloitte.com

Scale used: Excellent (4), Good (3), Adequate (2), Getting by (1), Underperforming (0) 

2015 2016 2017

The proportion of respondents rating their HR capabilities as “Getting 
by” and “Adequate” has marginally increased, and that rating their 

capabilities as “Good” has marginally decreased, since 2016
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22%

32% 31%

5%
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21%

32% 33%
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9%

21%

34%

30%

5%
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15%

20%

25%

30%

35%

40%

Underperforming Getting by Adequate Good Excellent

GPA (grade)

2015 2016 2017

2.0 (C) 2.0 (C)2.1 (C+)

Figure 5. HR performance scorecard, 2015–2017
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3XW�GLUHFWO\��$Q\�RUJDQL]DWLRQ�WKDW�LV�QRW�SOD\LQJ�E\�
WKH�QHZ�UXOHV�ZLOO�OLNHO\�IDOO�EHKLQG��:H�KRSH�WKHVH�
LQVLJKWV�FDQ�VHUYH�DV�D�VWUDWHJLF�URDGPDS�WR�KHOS�RU-
JDQL]DWLRQV�WR�QRW�VLPSO\�DGDSW��EXW�WR�WKULYH�LQ�WKH�
HPHUJLQJ�EXVLQHVV�HQYLURQPHQW��

HR scorecard: How well 
is HR keeping up?
(DFK�RI�WKH����WUHQGV�ZH�GLVFXVV�D̆HFWV�WKH�UROH�RI�
+5��ZKLFK�LQ�WXUQV�OHDGV�WR�D�VHULRXV�TXHVWLRQ��+RZ�
ZHOO�LV�+5�NHHSLQJ�XS"�

2YHU� WKH�SDVW�¿YH�\HDUV��ZH�KDYH�WUDFNHG�ZKDW�ZH�
WHUP�WKH�³+5�VFRUHFDUG�´�ZKLFK�PHDVXUHV�KRZ�ZHOO�
+5�H[HFXWLYHV�EHOLHYH�WKHLU�WHDPV�FDQ�DGGUHVV�WKH�
WDOHQW� LVVXHV� DURXQG� WKHP��7KLV� \HDU��+5� LV� VWUXJ-
JOLQJ��/DVW�\HDU�����SHUFHQW�RI�+5�WHDPV� IHOW� WKHLU�
FDSDELOLWLHV� ZHUH� JRRG� RU� H[FHOOHQW�� EXW� WKLV� \HDU�
WKDW� SURSRUWLRQ�KDV�GURSSHG� WR����SHUFHQW�� EHORZ�
WKH�FDSDELOLW\�ZH�PHDVXUHG�LQ�������¿JXUH����

:K\�WKH�VOLS�EDFNZDUGV"

:H�EHOLHYH�WKDW�WKH�+5�IXQFWLRQ�LV�LQ�WKH�PLGGOH�RI�D�
VLJQL¿FDQW�LGHQWLW\�FKDQJH��1RW�RQO\�GR�+5�RUJDQL-
]DWLRQV�QHHG�WR�VWUXFWXUH�WKHPVHOYHV�IRU�VHUYLFH�GH-
OLYHU\�ḢFLHQF\�DQG�H[FHOOHQFH� LQ� WDOHQW�SURJUDPV��
EXW�WKH\�PXVW�QRZ�DOVR�IRFXV�RQ�WKH�HPSOR\HH�H[SH-

ULHQFH��HPSOR\HH�SURGXFWLYLW\��DQG�WKH�HQWLUH�UHDOP�
RI�ZRUN�� MRE��DQG�VWUXFWXUDO�GHVLJQ��7KH�QHZ�UXOHV�
SURYLGH� D�PDQGDWH� IRU�PDQ\�+5� RUJDQL]DWLRQV� WR�
UHRULHQW� WKHPVHOYHV� DQG� IRFXV� WKHLU�SHRSOH�RQ� WKH�
FKDQJLQJ�KXPDQ�FDSLWDO�LVVXHV�WKHLU�FRPSDQLHV�IDFH��

+5�OHDGHUV�DUH�FOHDUO\�EHLQJ�DVNHG�WR�VWHS�XS�WR�WKH�
FKDOOHQJH�� 7KH� SURIHVVLRQ� LV� OLJKWLQJ� XS� ZLWK� QHZ�
LGHDV��DQG�+5�WHDPV�DUH�UDSLGO\�XVLQJ�WKH�QHZ�UXOHV�
LQ�VRPH�RI�WKH�PRVW�LQQRYDWLYH�ZD\V�ZH�KDYH�VHHQ�
LQ�\HDUV��

Join us: Riding the 
wave to its crest
+XPDQV�DUH�PDUYHORXVO\�DGDSWDEOH��:H�KDYH�HYHU\�
FRQ¿GHQFH�WKDW�HYHQ�LQ�WKHVH�GD\V�RI�UDSLG�FKDQJH��
OHDGHUV�DQG�ZRUNHUV�ZLOO�DGDSW��DV�WKH\�KDYH�LQ�WKH�
SDVW�� 7KH� TXHVWLRQ� LV��:LOO� RUJDQL]DWLRQV� ULGH� WKLV�
ZDYH�RU�ZDWFK�LW�FUDVK�RYHU�WKHPVHOYHV"

7KH� RSSRUWXQLW\� IRU� OHDGLQJ� RUJDQL]DWLRQV� LV� QRW�
RQO\� WR�XVH� WKHVH� WUHQGV� WR�JXLGH�EXVLQHVV�VXFFHVV��
EXW�WR�KHOS�SXOO�VRFLHW\�WRZDUG�WKH�FUHVW�RI�WKH�WHFK-
QRORJLFDO�ZDYH²DQ� LPSRUWDQW� FRQVLGHUDWLRQ�ZKHQ�
EXVLQHVV� LV� LQFUHDVLQJO\� LQYLWHG� WR�SOD\� D� VRFLDO� DV�
ZHOO�DV�DQ�HFRQRPLF�UROH��:H�LQYLWH�\RX�WR� MRLQ�XV�
RQ�WKLV�MRXUQH\�
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Non-HR (GPA: 1.8) HR (GPA: 2.1)

Excellent

Good

Adequate

Getting by

Underperforming

5%

25%

33%

23%

14%

5%

33%

35%

20%
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Figure 6. 2017 HR scorecard by job function
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Appendix

Note: Figures represent the percentage of respondents rating each trend “important” or “very important.” Ratings for 
“The augmented workforce” and “Robotics, cognitive computing, and AI” both relate to the broader trend on “The future 
of work” discussed in this report.

Lower %Higher %
'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP

)LJXUH����7UHQG�LPSRUWDQFH�UDWLQJV�E\�UHJLRQ 

AMERICAS EUROPE, MIDDLE EAST, & AFRICA ASIA PACIFIC

Region Global
Latin & 
South 

America

North 
America Africa

Central 
and 

Eastern 
Europe

Middle 
East

Nordic 
countries

Western 
Europe Asia Oceania

Organization 
of the future �� �� �� �� �� �� �� �� �� ��

Careers and 
learning �� �� �� �� �� �� �� �� �� ��

Talent acquisition �� �� �� �� �� �� �� �� �� ��

Employee 
experience �� �� �� �� �� �� �� �� �� ��

Performance 
management �� �� �� �� �� �� �� �� �� ��

Leadership �� �� �� �� �� �� �� �� �� ��

Digital HR �� �� �� �� �� �� �� �� �� ��

People analytics �� �� �� �� �� �� �� �� �� ��

Diversity and 
inclusion �� �� �� �� �� �� �� �� �� ��

The augmented 
workforce �� �� �� �� �� �� �� �� �� ��

Robotics, cognitive 
computing, and AI �� �� �� �� �� �� �� �� �� ��
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Rewriting the rules for the digital age

)LJXUH����7UHQG�LPSRUWDQFH�UDWLQJV�E\�LQGXVWU\

Trend in order 
of global 

importance
Global Consumer 

business
Energy & 
resources

Financial 
services

Life 
sciences & 
health care

Manu-
facturing

Pro- 
fessional 
services

Public 
sector

Real  
estate

Technology, 
media, & 

telecommuni- 
cations

Organization 
of the future �� 88 85 92 87 83 90 85 81 94

Careers and 
learning �� 81 80 83 82 82 86 73 81 84

Talent 
acquisition �� 82 76 82 82 82 84 76 83 84

Employee 
experience �� 79 77 79 80 76 83 72 79 83

Performance 
management �� 81 80 80 77 81 77 68 83 80

Leadership �� 75 74 82 74 75 80 73 74 85

Digital HR �� 74 75 74 75 72 75 72 68 76

People 
analytics �� 72 69 71 75 68 72 67 67 74

Diversity and 
inclusion �� 69 70 71 69 68 70 68 65 67

The 
augmented 
workforce

�� 59 63 61 63 59 73 63 62 62

Robotics, 
cognitive 
computing, 
and AI

�� 34 37 41 38 44 45 34 28 46

Note: Figures represent the percentage of respondents rating each trend “important” or “very important.” Ratings for 
“The augmented workforce” and “Robotics, cognitive computing, and AI” both relate to the broader trend on “The future 
of work” discussed in this report.

Lower %Higher %
'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP
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)LJXUH����7UHQG�LPSRUWDQFH�UDQNLQJV�E\�RUJDQL]DWLRQ�VL]H 

Trend in order of global importance Global Large  
(10,000+)

Medium (1,001 
to 10,000)

Small  
(1 to 1,000)

Organization of the future �� �� �� ��

Careers and learning �� �� �� ��

Talent acquisition �� �� �� ��

Employee experience �� �� �� ��

Performance management �� �� �� ��

Leadership �� �� �� ��

Digital HR �� �� �� ��

People analytics �� �� �� ��

Diversity and inclusion �� �� �� ��

The augmented workforce �� �� �� ��

Robotics, cognitive 
computing, and AI �� �� �� ��

Note: Figures represent the percentage of respondents rating each trend “important” or “very important.” Ratings for 
“The augmented workforce” and “Robotics, cognitive computing, and AI” both relate to the broader trend on “The future 
of work” discussed in this report.

Lower %Higher %
'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP
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Our survey includes data from 10,447 business and HR leaders

Region

Country

Western Europe

Latin & South America

Asia

North America

Africa

Central & Eastern Europe

Nordic countries

Oceania

Middle East

25%

17%

15%

14%

10%

8%

7%

3%

2%

Industry

Professional services

Financial services

Consumer business
Technology, media, 

& telecommunications
Manufacturing

Public sector

Energy & resources

Life sciences & health care

Real estate

16%

13%

13%

12%

Other 12%

11%

8%

7%

6%

1%

Respondent job function

63%
37%

HR

Non-HR

Respondent job level

51%

20%

30%

Mid-level

Individual
contributor

C-suite

Organization size (employees)

49%
22%

29%

Small
(1 to 1,000)

Large
(10,001+)

Medium
(1,001 to 10,000)

United States
Belgium

India
Norway

China
Canada
France

South Africa
Mexico

Costa Rica
Colombia

Spain
Germany

United Kingdom
Japan

Australia
Ireland
Poland
Finland

Kenya
Brazil

Russia
Netherlands

Greece
Peru

Uruguay
Switzerland

Portugal
Denmark

Ecuador
Austria
Turkey

1,115
779
616
379
351
318
299
295
281
262
245
235
229
215
205
197
196
188
182
181
159
156
142
136
136
134
126
123
111
101

98
97

Singapore
Nigeria

Guatemala
Argentina

Serbia
United Arab Emirates

New Zealand
Ukraine

El Salvador
Italy

Tunisia
Chile

Romania
Cyprus

Luxembourg
Malaysia

Indonesia
Angola

Senegal
Namibia

Ivory Coast
Zimbabwe

Czech Republic
Ethiopia

Hong Kong
Thailand

Dutch Caribbean
Panama

Venezuela
Korea

Sweden
All others

94
89
88
78
78
77
76
74
72
72
72
68
68
58
53
53
52
48
48
47
46
46
45
45
42
42
34
33
31
30
30

371

Figure 10. Survey demographics
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High-performing organizations operate as empowered networks, coordinated 
through culture, information systems, and talent mobility. Companies are focused on 
redesigning the organization itself, with nearly half actively studying and developing 
new models. And many organizations are not only designing but also building this 
new organization. As networks and ecosystems replace organizational hierarchies, 
the traditional question “For whom do you work?” has been replaced by “With whom 
do you work?”

• )XOO\����SHUFHQW�RI�WKLV�\HDUȇV�VXUYH\�UHVSRQGHQWV�EHOLHYH�WKDW�EXLOGLQJ�WKH�RUJDQL-
zation of the future is an important or very important issue. 

• 0RUH�WKDQ�WKUHH�LQ�ȴYH�����SHUFHQW��VD\�WKH�LVVXH�LV�YHU\�LPSRUWDQWȃD���SHUFHQW�
increase from last year.

• Yet challenges remain: Only 11 percent of survey respondents believe they under-
stand how to build the organization of the future.

The organization of the future
Arriving now

WHY KDV� RUJDQL]DWLRQDO� GHVLJQ� ]RRPHG�
WR� WKH� WRS�RI� WKH� OLVW� DV� WKH�PRVW� LPSRU-
WDQW�WUHQG�LQ�WKH�Global Human Capital 

Trends� VXUYH\�IRU�WZR�\HDUV� LQ�D�URZ"�7KH�DQVZHU�
LV� VLPSOH��7KH�ZD\�KLJK�SHUIRUPLQJ� RUJDQL]DWLRQV�
RSHUDWH� WRGD\� LV� UDGLFDOO\�GL̆HUHQW� IURP�KRZ� WKH\�
RSHUDWHG� ��� \HDUV� DJR�� <HW� PDQ\� RWKHU� RUJDQL]D-
WLRQV� FRQWLQXH� WR� RSHUDWH� DFFRUGLQJ� WR� LQGXVWULDO�
DJH�PRGHOV�WKDW�DUH�����\HDUV�ROG�RU�PRUH��ZHLJKHG�
GRZQ� E\� OHJDF\� SUDFWLFHV�� V\VWHPV�� DQG� EHKDYLRUV�
WKDW�PXVW�EH�FRQIURQWHG�DQG�GLVFDUGHG�EHIRUH�WUXH�
FKDQJH�FDQ�WDNH�KROG��

$V� RUJDQL]DWLRQV� EHFRPH�PRUH� GLJLWDO�� WKH\� IDFH� D�
JURZLQJ�LPSHUDWLYH�WR�UHGHVLJQ�WKHPVHOYHV�WR�PRYH�
IDVWHU��DGDSW�PRUH�TXLFNO\��IDFLOLWDWH�UDSLG�OHDUQLQJ��
DQG�HPEUDFH�WKH�G\QDPLF�FDUHHU�GHPDQGV�RI�WKHLU�
SHRSOH��7KLV�\HDU��OHDGLQJ�RUJDQL]DWLRQV�DUH�PRYLQJ�

SDVW�WKH�GHVLJQ�SKDVH�DQG�DFWLYHO\�EXLOGLQJ�WKLV�QHZ�
RUJDQL]DWLRQ��6WLOO��PDQ\�EXVLQHVV� OHDGHUV� VHHP� WR�
KDYH�OLWWOH�FRQ¿GHQFH�WKH\�ZLOO�JHW�WKH�SURFHVV�ULJKW��

7KLV� FRQFHUQ� LV� ZDUUDQWHG�� 2UJDQL]DWLRQDO� GHVLJQ�
DQG� FKDQJH� DUH� FRPSOH[�� 0DQ\� RUJDQL]DWLRQDO� UH-
GHVLJQV�IDLO�EHFDXVH�WKH\�DUH�UHGXFHG�WR�DQ�H[HUFLVH�
WR� FXW� FRVWV��2WKHUV� IDFH� UHVLVWDQFH� IURP�FRPSDQ\�
OHDGHUVKLS��,Q�IDFW��PDQ\�FRQVXOWLQJ�¿UPV�DQHFGRW-
DOO\�UHSRUW�WKDW�XS�WR����SHUFHQW�RI�UHRUJDQL]DWLRQV�
IDOO� VKRUW� EHFDXVH� RI� ³FUHDWLYH� GLVREHGLHQFH´� IURP�
WKH�H[HFXWLYH�WHDP�

)UXVWUDWLRQ� LV� DOVR� FRPPRQ��'HVLJQLQJ� WKH�RUJDQL-
]DWLRQ�RI�WKH�IXWXUH�LV�D�GL̇FXOW��VRPHWLPHV�PHVV\�
SURMHFW�RI�WULDO�DQG�HUURU��QRW�DQ�H[HUFLVH�RQ�SDSHU��
,W�LV�D�FRQWLQXRXV��G\QDPLF��DQG��LQ�D�VHQVH��QHYHU�
HQGLQJ�SURFHVV��<HW� IRU�FRPSDQLHV� WKDW� ULVH� WR� WKH�
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FKDOOHQJH�� WKH� SD\R̆� FDQ� EH� LPPHQVH� LQ� WHUPV� RI�
¿QDQFLDO� SHUIRUPDQFH�� SURGXFWLYLW\�� HPSOR\HH� HQ-
JDJHPHQW��DQG�D�KRVW�RI�RWKHU�EHQH¿WV�

ORGANIZING FOR SPEED, 
AGILITY, AND ADAPTABILITY

,Q� WKH� SDVW��PRVW� RUJDQL]DWLRQV�ZHUH� GHVLJQHG� IRU�
ḢFLHQF\�DQG�H̆HFWLYHQHVV��OHDGLQJ�WR�FRPSOLFDWHG�
DQG� VLORHG� RUJDQL]DWLRQV�� 7KH� UHVXOWLQJ� EXVLQHVV�
PRGHOV��ZKLFK�ZHUH�EDVHG�RQ�SUHGLFWDEOH�FRPPHU-
FLDO� SDWWHUQV�� DUH� XQVXLWHG� WR� DQ� HUD� RI� XQSUHGLFW-
DELOLW\� DQG� GLVUXSWLRQ�� ,QVWHDG� RI� PHUH� ḢFLHQF\��
VXFFHVVIXO�RUJDQL]DWLRQV�PXVW�EH�GHVLJQHG�IRU�VSHHG��
DJLOLW\��DQG�DGDSWDELOLW\�WR�HQDEOH�WKHP�WR�FRPSHWH�
DQG�ZLQ�LQ�WRGD\¶V�JOREDO�EXVLQHVV�HQYLURQPHQW�

THE POWER OF NETWORKS OF TEAMS

$Q�LPSRUWDQW�SDUW�RI�GHVLJQLQJ�IRU�DGDSWDELOLW\�LV�D�
VKLIW� DZD\� IURP� KLHUDUFKLFDO� RUJDQL]DWLRQDO� VWUXF-
WXUHV�WRZDUG�PRGHOV�ZKHUH�ZRUN�LV�DFFRPSOLVKHG�LQ�
WHDPV��,QGHHG��RQO\����SHUFHQW�RI�H[HFXWLYHV�EHOLHYH�
WKDW� WKH� WUDGLWLRQDO� RUJDQL]DWLRQDO� PRGHO²ZLWK�
KLHUDUFKLFDO� MRE� OHYHOV�EDVHG�RQ�H[SHUWLVH� LQ�D� VSH-
FL¿F�DUHD²PDNHV�WKHLU�RUJDQL]DWLRQ�KLJKO\�H̆HFWLYH��
,QVWHDG�� OHDGLQJ� FRPSDQLHV� DUH� SXVKLQJ� WRZDUG� D�
PRUH�ÀH[LEOH��WHDP�FHQWULF�PRGHO��

$V�RUJDQL]DWLRQV�PDNH�WKLV�WUDQVLWLRQ��WKH\�¿QG�WKDW�
VPDOOHU�WHDPV�DUH�D�QDWXUDO�ZD\�IRU�KXPDQV�WR�ZRUN��
5HVHDUFK�VKRZV�WKDW�ZH�VSHQG�WZR�RUGHUV�RI�PDJQL-
WXGH�PRUH�WLPH�ZLWK�SHRSOH�QHDU�RXU�GHVN�WKDQ�ZLWK�
WKRVH�PRUH� WKDQ� ���PHWHUV� DZD\�1�:KDWHYHU� D� KL-

Percentages by region:

Latin & South
America

North
America

Americas
92 87

Asia Oceania

$VLD�3DFLȴF
89 85

Africa Central & 
Eastern Europe

Middle East Nordic
countries

Western
Europe

Europe, Middle East, and Africa
87 83 83 90 87

Italy  89

 UK  88

Canada  87
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  85  Netherlands

Spain  91

74  South Africa
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Mexico  89

95  Brazil
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96  India

France  88

Germany  90  70  Japan

Figure 1. Organization of the future: Percentage of respondents rating this trend “important”
 or “very important”
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HUDUFKLFDO�RUJDQL]DWLRQ�FKDUW�VD\V��UHDO��GD\�WR�GD\�
ZRUN�JHWV�GRQH� LQ�QHWZRUNV��7KLV� LV�ZK\� WKH�RUJD-
QL]DWLRQ�RI� WKH�IXWXUH� LV�D�³QHWZRUN�RI� WHDPV´��VHH�
¿JXUH�����

7RS� FRPSDQLHV� DUH� EXLOW� DURXQG� V\VWHPV� WKDW� HQ-
FRXUDJH� WHDPV�DQG� LQGLYLGXDOV� WR�PHHW�HDFK�RWKHU��
VKDUH� LQIRUPDWLRQ� WUDQVSDUHQWO\�� DQG� PRYH� IURP�
WHDP� WR� WHDP� GHSHQGLQJ� RQ� WKH� LVVXH� WR� EH� DG-
GUHVVHG�� 'L̆HUHQW� QHWZRUNV� FDQ� KDYH� GL̆HUHQW�
VSHFLDOWLHV��VXFK�DV�LQQRYDWLRQ�RU�JHWWLQJ�WR�PDUNHW�
TXLFNO\��EXW�WKH�SULQFLSOH�LV�WKH�VDPH�

)RU�D�FRPSDQ\�WR�VWD\�DJLOH��WHDPV�PXVW�EH�IRUPHG�
DQG� GLVEDQGHG� TXLFNO\�� +LJK�SHUIRUPLQJ� FRPSD-
QLHV�WRGD\�PD\�EXLOG�D�³GLJLWDO�FXVWRPHU�H[SHULHQFH´�
JURXS��VHOHFW�LQGLYLGXDOV�IRU�WKH�WHDP��DQG�DVN�WKHP�
WR�GHVLJQ� DQG�EXLOG� D�QHZ�SURGXFW� RU� VHUYLFH� LQ� D�
\HDU�RU�WZR��$IWHUZDUG��WKH�WHDP�GLVSHUVHV�DV�WHDP�
PHPEHUV�PRYH� RQ� WR� QHZ�SURMHFWV� 7KLV� DELOLW\� WR�
PRYH�EHWZHHQ�WHDPV�ZLWKRXW�ULVN�LV�D�FULWLFDO�DWWUL-
EXWH�RI�WRGD\¶V�KLJK�SHUIRUPLQJ�FRPSDQLHV�

5HFHQWO\��D�OHDGLQJ�1RUWK�$PHULFDQ�EDQN�XQGHUWRRN�
DQ�LQLWLDWLYH�WR�GHVLJQ�D�QHZ�ZD\�RI�ZRUNLQJ�WR�GH-
OLYHU�VROXWLRQV�IDVWHU�ZKLOH�FRPSHWLQJ�ZLWK�¿QWHFKV�
DQG� RWKHU� XQFRQYHQWLRQDO� SOD\HUV� WKDW� FRPSHWH�
EDVHG� RQ� FXVWRPHU� H[SHULHQFH�� GLJLWDO� LQWHUIDFHV��
DQG�UDSLG�WLPH�WR�PDUNHW� LQ�SURGXFW�GHOLYHU\��7KH�
SURSRVHG� RSHUDWLQJ�PRGHO� IRFXVHG� RQ� HPEHGGLQJ�
DJLOH�SUDFWLFHV�DQG�XVLQJ�QHWZRUNHG�FURVV�IXQFWLRQ-
DO� WHDPV� RI� GHYHORSHUV�� FRGHUV�� EXVLQHVV� DQDO\VWV��
DQG�XVHU�GHVLJQ�H[SHUWV�IRFXVHG�RQ�D�VSHFL¿F�SURG-
XFW�RXWFRPH��$IWHU�¿QLVKLQJ�ZRUN�LQ�RQH�DUHD��WHDPV�
ZRXOG�EH�UHGLVWULEXWHG�DQG�WKH�QH[W�SURMHFW�EHJXQ��
,Q�LQLWLDO�SLORWV��WKH�EDQN�SURYHG�WKDW�WKLV�W\SH�RI�RU-
JDQL]DWLRQDO�DSSURDFK�FRXOG� UDGLFDOO\� LQFUHDVH� WKH�
VSHHG�RI�WKH�GHYHORSPHQW�F\FOH��LW�SODQV�WR�VFDOH�WKH�
PRGHO�DFURVV�WKH�RUJDQL]DWLRQ�RYHU�WLPH��

STARTING AT THE EDGE

1HDUO\�DOO�VXUYH\HG�FRPSDQLHV�����SHUFHQW��UHSRUW�
WKDW�³DJLOLW\�DQG�FROODERUDWLRQ´�DUH�FULWLFDO� WR�WKHLU�
RUJDQL]DWLRQ¶V� VXFFHVV�� \HW� RQO\���SHUFHQW� VD\� WKDW�
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How things were

A
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How things are
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How things work

• Shared values and culture
• Transparent goals and projects
ȏ�)UHH�ȵRZ�RI�LQIRUPDWLRQ�DQG��IHHGEDFN
ȏ�3HRSOH�UHZDUGHG�IRU�WKHLU�VNLOOV�DQG�DELOLWLHV��
���QRW�SRVLWLRQ

Figure 2. A network of teams
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WKH\� DUH� ³KLJKO\� DJLOH� WRGD\´�� ��� SHUFHQW� GHVFULEH�
WKHPVHOYHV�DV�³QRW�DJLOH�´�)RUWXQDWHO\�� WKHUH� LV� WUH-
PHQGRXV� SURJUHVV� LQ� WKLV� DUHD��$PRQJ� WKLV� \HDU¶V�
VXUYH\� UHVSRQGHQWV�� ��� SHUFHQW� VD\� WKDW� WKH\� DUH�
QRZ�GHVLJQLQJ�WKHLU�RUJDQL]DWLRQ�WR�EH�PRUH�DGDSW-
DEOH�DQG�WHDP�FHQWULF�

+LJK�SHUIRUPLQJ� FRPSDQLHV� RIWHQ� ¿UVW� GHYHORS�
WKHVH�ÀH[LEOH�PRGHOV�DW�WKH�³HGJH´�RI�WKH�FRPSDQ\��
7R�PDNH�IXUWKHU�SURJUHVV��WKH\�IRFXV�RQ�EXLOGLQJ�D�
QHZ� OHDGHUVKLS�PLQG�VHW� WKDW� UHZDUGV� LQQRYDWLRQ��
H[SHULPHQWDWLRQ�� OHDUQLQJ�� DQG� FXVWRPHU�FHQWULF�
GHVLJQ�WKLQNLQJ�2�,Q�VKRUW��LI�ZKDW�D�FRPSDQ\�QHHGV�
WR�NQRZ�DQG�GR�LV�FRQVWDQWO\�FKDQJLQJ��WKHQ�WKH�RU-
JDQL]DWLRQ¶V�VWUXFWXUH�PXVW�FKDQJH�DV�ZHOO��

NEXT STEP: BUILDING THE 
ORGANIZATION OF THE FUTURE

0DQ\�QHZ�WRROV�DQG�WHFKQLTXHV�R̆HU�YDOXDEOH�FRQ-
WULEXWLRQV�WR�EXLOGLQJ�WKH�RUJDQL]DWLRQ�RI�WKH�IXWXUH��

2QH�SURPLVLQJ�WHFKQLTXH�LV�RUJDQL]DWLRQDO�QHWZRUN�
DQDO\VLV� �21$��� ZKLFK� XVHV� VSHFLDOL]HG� VRIWZDUH�
DQG�PHWKRGRORJLHV� WR�KHOS� FRPSDQLHV� VWXG\� ³ZKR�
LV� WDONLQJ� WR� ZKRP�´� 7KLV� W\SH� RI� DQDO\VLV�� ZKLFK�
FDQ�XVH�SDWWHUQV�LQ�HPDLOV��LQVWDQW�PHVVDJHV��SK\VL-
FDO�SUR[LPLW\��DQG�RWKHU�GDWD��DOORZV�OHDGHUV�WR�VHH�
TXLFNO\�ZKDW�QHWZRUNV�DUH�LQ�SODFH�DQG�LGHQWLI\�WKH�
FRQQHFWRUV�DQG�H[SHUWV��

2QO\���SHUFHQW�RI� FRPSDQLHV� LQ� WKLV� \HDU¶V�Global 
Human Capital Trends�VXUYH\�DUH�XVLQJ�21$�WRGD\��
EXW�XVDJH�LV�JURZLQJ�UDSLGO\��ZLWK�DQ�DGGLWLRQDO����
SHUFHQW� RI� FRPSDQLHV� H[SHULPHQWLQJ� ZLWK� WKHVH�
WRROV��2QH�FRPSDQ\�XVHG�WKLV�WHFKQLTXH�WR�UHGHVLJQ�
LWV�VDOHV�RUJDQL]DWLRQ�DQG�IRXQG�WKDW�PDQ\�H[SHUWV�
ZHUH�XQGHUXWLOL]HG��$IWHU�DGRSWLQJ�D�QHZ�WHDP�FHQ-
WULF�PRGHO�� WRWDO� UHYHQXH�JHQHUDWLRQ� URVH�E\�PRUH�
WKDQ����SHUFHQW�3 

6LPSOL¿FDWLRQ�RI�ZRUN�SUDFWLFHV�DQG�QHZ�ZRUN�WRROV�
DUH�FULWLFDO�DV�ZHOO��:KLOH�D�QHWZRUNHG�RUJDQL]DWLRQ�
PDNHV�VHQVH�IRU�DJLOLW\�DQG�UHVSRQVLYHQHVV�� LW�DOVR�
LQFUHDVHV� WKH� QHHG� WR� FRRUGLQDWH� WHDPV� DQG� FDQ�

OHDG� WR� DQ� RYHUZKHOPLQJ� QXPEHU� RI� PHHW-
LQJV�� HPDLOV�� DQG� FRPPXQLFDWLRQV� FKDQQHOV��
&RJQLWLYH� RYHUORDG� FDQ� GUDPDWLFDOO\� UHGXFH�
SURGXFWLYLW\��

1HZ� RUJDQL]DWLRQDO� PRGHOV� DOVR� UHTXLUH� D�
QHZ� DSSURDFK� WR� OHDGHUVKLS�� /HDGHUV� RI� QHW-
ZRUNHG� WHDPV� LQ�DJLOH�RUJDQL]DWLRQV�UHTXLUH�
VNLOOV�VXFK�DV�QHJRWLDWLRQ��UHVLOLHQFH��DQG�V\V-
WHPV�WKLQNLQJ��,Q�VRPH�FDVHV��WKH�PRVW�H[SH-
ULHQFHG�OHDGHUV�DQG�EXVLQHVV�XQLW�KHDGV�PD\�
EH�WKH�ZURQJ�SHRSOH�WR�WDNH�FKDUJH�RI�GLJLWDO��
DJLOH��QHWZRUNHG�WHDPV��$V�ZH�GLVFXVV�LQ�RXU�
FKDSWHU� RQ� OHDGHUVKLS�� H̆HFWLYH� OHDGHUV� LQ� D�
QHWZRUNHG�HQYLURQPHQW�PXVW�KDYH�D�KLJK�GH-
JUHH�RI�QHWZRUN�LQWHOOLJHQFH��JHWWLQJ�WR�NQRZ�
ZKDW¶V� JRLQJ� RQ� WKURXJKRXW� WKHLU� FRPSDQ\��
WKURXJKRXW� WKHLU� LQGXVWU\�� DQG� WKURXJKRXW�
WKH�FXVWRPHU�PDUNHWSODFH�

Among this year’s 
survey respondents, 
32 percent say that 

they are now designing 
their organization to 
be more adaptable 
and team-centric.
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$V� QHWZRUNHG� RUJDQL]DWLRQV� FRQWLQXH� WR� HPHUJH��
QHZ�WRROV�DUH�VWDUWLQJ�WR�PDNH�FROODERUDWLRQ�HDVLHU��
)DFHERRN¶V�:RUNSODFH��6ODFN��*RRJOH�7HDP�'ULYHV��
$WODVVLDQ� &RQÀXHQFH�� 0LFURVRIW� 6N\SH�� DQG� KXQ-
GUHGV� RI� RWKHUV� DUH�KHOSLQJ� WR� IDFLOLWDWH� WKH� WUDQVL-
WLRQ�WR�QHWZRUNV�RI�WHDPV��1HDUO\�WKUHH�TXDUWHUV�RI�
FRPSDQLHV�����SHUFHQW��DUH�QRZ�H[SHULPHQWLQJ�ZLWK�
WKHVH�WRROV²DQG�EHQH¿WLQJ�LQ�XQLTXH�ZD\V�4�)RU�LQ-
VWDQFH��D�SXEOLF�PXVHXP� LQ�6\GQH\�QRZ�XVHV�-LUD��
DQ�DJLOH�PDQDJHPHQW�WRRO��WR�NHHS�WUDFN�RI�EXUQHG�
RXW� OLJKW�EXOEV��$Q�DXWR�GLVWULEXWRU� LQ�0DLQH�XVHV�
+LS&KDW�WR�PRQLWRU�WLUH�SUHVVXUHV�DQG�UHSDLU�LWHPV�
LQ�LWV�ZDUHKRXVHV�5

BUILDING IN ACCOUNTABILITY

(PSRZHULQJ� SHRSOH� WR� PDNH� GHFLVLRQV� DQG� UHO\-
LQJ�RQ�QHWZRUNV�RI�LQWHUDFWLRQV�GRHV�QRW�PHDQ�WKDW�
SHRSOH�DUH�QR�ORQJHU�DFFRXQWDEOH�IRU�UHVXOWV��,Q�IDFW��
RQH�REMHFWLYH�RI�DQ�DJLOH�QHWZRUN�LV�WR�XVH�JRDO�VHW-
WLQJ�WR�VXSSRUW�VXFFHVV��

,Q� WHDPV�� DFFRXQWDELOLW\� EHFRPHV� PRUH� WUDQVSDU-
HQW��,QGLYLGXDO�DQG�WHDP�JRDOV�DQG�PHWULFV�VKRXOG�
EH�VKDUHG�IRU�HYHU\RQH�WR�VHH��7KH�VHQVH�RI�DFFRXQW-
DELOLW\�WKLV�FDQ�FUHDWH�LV�FULWLFDO�WR�WHDP�DQG�FRUSR-
UDWH�H̆HFWLYHQHVV��,QGHHG��DPRQJ����WRS�SUDFWLFHV�LQ�
KLJK�LPSDFW�OHDGHUVKLS��DQ�RUJDQL]DWLRQ¶V�DELOLW\�WR�
FOHDUO\�GH¿QH�GHFLVLRQ�PDNLQJ�SUDFWLFHV�DQG�FODULI\�
DFFRXQWDELOLW\� IHDWXUHG� DPRQJ� WKH� WRS� GULYHUV� RI�
RXWVWDQGLQJ�¿QDQFLDO�RXWFRPHV��

)RU�LQVWDQFH��D�ODUJH�WHOHFRPPXQLFDWLRQV�FRPSDQ\�
LQ� $VLD� KDV� HPEUDFHG� UHDO�WLPH� GDVKERDUGV� WKDW�
PHDVXUH� FXVWRPHU� DFTXLVLWLRQ�� FXVWRPHU� VDWLVIDF-
WLRQ�� KLULQJ�� HPSOR\HH� VDWLVIDFWLRQ�� DQG� ¿QDQFLDO�
SUR¿WDELOLW\� DFURVV� DOO� ������ RI� LWV� VPDOO� EXVLQHVV�
WHDPV��7KLV� LQIUDVWUXFWXUH�� EXLOW� RQ� WRS�RI� LWV� 6$3�
EDFNERQH�� JLYHV� WKH� HQWLUH� FRPSDQ\� WUDQVSDUHQF\��
DFFRXQWDELOLW\��DQG�WKH�DELOLW\�WR�DGDSW�TXLFNO\�� 

3KLOLSV� /LJKWLQJ� FRQGXFWHG� D� VHULHV� RI� ZRUNVKRSV�
DURXQG�WKH�ZRUOG� WR�KHOS� WKH�FRPSDQ\� LGHQWLI\� LWV�
WUDGLWLRQDO� FXUUHQW� DQG� IXWXUH� YDOXHV� LQ� RUGHU� WR�
EXLOG� DOLJQPHQW� DURXQG� D� QHZ�� PRUH� LQQRYDWLYH�
FXOWXUH��7KH�FRPSDQ\�FUHDWHG�D�FRPPRQ�PDQLIHVWR�
DURXQG�IRXU�QHZ�FXOWXUDO�YDOXHV��3LRQHHULQJ��&DULQJ��
)DVW��DQG�([WHUQDO�)RFXV��WR�KHOS�WKH�FRPSDQ\�HP-
SRZHU�WHDPV��UDSLGO\�LQQRYDWH��DQG�PRYH�LQWR�OLJKW-

LQJ� VHUYLFHV� DQG� D� QHZ�PDUNHW� IRU� ,QWHUQHW�EDVHG�
ODPLQDWLRQ�� 

Lessons from the front lines
2QH�NH\�FDSDELOLW\�RI�WKH�RUJDQL]DWLRQ�RI�WKH�IXWXUH�
LV�WKH�DELOLW\�WR�IRUP�WHDPV�UDSLGO\��7KLV�UHTXLUHV�D�
FOHDU�XQGHUVWDQGLQJ�RI�HDFK�HPSOR\HH¶V�VNLOOV��2QH�
KXJH�RUJDQL]DWLRQ�WKDW�KDV�PDVWHUHG�WKLV�FDSDELOLW\�
LV�WKH�86�'HSDUWPHQW�RI�'HIHQVH��'2'��9 

'2'¶V�PLOLWDU\�SRSXODWLRQ� LQFOXGHV�RYHU���PLOOLRQ�
SHUVRQQHO� RQ� DFWLYH�� JXDUG�� DQG� UHVHUYH� GXW\�� LQ-
FOXGLQJ� 5HWLUHG�5HDG\� 5HVHUYH� SHUVRQQHO� VXEMHFW�
WR� FDOOEDFN²DQG�� GHVSLWH� LWV�PDVVLYH� VL]H�� KDV� FUH-
DWHG�RQH�RI�WKH�PRVW�FRPSOHWH��GHWDLOHG�YLHZV�RI�LWV�
ZRUNIRUFH� WKDW�DQ\�RUJDQL]DWLRQ�KDV�DFKLHYHG��)RU�
HYHU\�VROGLHU��'2'�JUDGHV�KLV�RU�KHU�OHDGHUVKLS�H[-
SHULHQFH� DQG� VNLOOV�� FDSWXUHV� RFFXSDWLRQDO� VSHFLDO-
WLHV�ZLWK� GHWDLOV� RQ� OHYHOV� RI� H[SHULHQFH�� DQG� FRP-
SLOHV� D� FRPSOHWH� VHUYLFH� KLVWRU\� WKDW� HQFRPSDVVHV�
ERWK�'2'�DQG�QRQ�'2'� VNLOOV�� LQFOXGLQJ�GHJUHHV�
DQG�FHUWL¿FDWLRQV�

:LWK�WKLV�LQIRUPDWLRQ��'2'�FDQ�PDNH�DJLOH��KLJKO\�
WDUJHWHG� GHSOR\PHQWV²LQ� HVVHQFH�� WHDPV� RU� QHW-
ZRUNV� RI� WHDPV²IURP� LWV� SRSXODWLRQ� RI� �� PLOOLRQ��
2YHU�WKH�ODVW�GHFDGH��'2'�KDV�GHYHORSHG�WKH�FDSD-
ELOLW\� WR�GHSOR\� HLWKHU� D� VLQJOH� LQGLYLGXDO� RU� D� VSH-
FL¿FDOO\� FKRVHQ�JURXS�DQ\ZKHUH� LQ� WKH�ZRUOG�ZLWK�
UHODWLYH�HDVH�

)RU� EXVLQHVV�� '2'¶V� H[DPSOH� R̆HUV� FOHDU� OHVVRQV��
2UJDQL]DWLRQV�VKRXOG�FUHDWH�D�EDVLF�IUDPHZRUN�IRU�
XQGHUVWDQGLQJ� DQG� PHDVXULQJ� LWV� FRPSOHPHQW� RI�
VNLOOV� DFURVV� WKH� HQWHUSULVH�� 0RVW� RUJDQL]DWLRQV�
KDYH� QRW� LQYHVWHG� LQ� D� FRPPRQ� IUDPHZRUN�� ZLWK-
RXW� LW�� D� FOHDU� XQGHUVWDQGLQJ� RI� FDSDELOLWLHV� LV� LP-
SRVVLEOH��%XW�D�IUDPHZRUN�DORQH�LVQ¶W�HQRXJK��7KH�
V\VWHP�RQO\�ZRUNV�LI�WKH�GDWD�DUH�FXUUHQW�DQG�HDVLO\�
DFFHVVLEOH��

$QRWKHU�H[DPSOH�RI�RUJDQL]DWLRQDO�DJLOLW\�LV�D�OHDG-
LQJ�1RUWK�$PHULFDQ� LQVXUDQFH� SURYLGHU¶V� FUHDWLRQ�
RI�D�GLJLWDO�LQVXUDQFH�SODWIRUP�WKDW�DOORZV�FRQVXP-
HUV�WR�EX\�SROLFLHV�RQOLQH�LQ�D�IHZ�VLPSOH�VWHSV�

$VLGH� IURP� WKH� OHJDO� DQG� UHJXODWRU\� FKDOOHQJHV� WR�
GHSOR\LQJ�VXFK�D�SODWIRUP��WKH�FRPSDQ\�KDG�QR�H[-
SHULHQFH�ZLWK� DJLOH�SURJUDPV�� ,W� KDG� WR� WUDQVIRUP�
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LWVHOI� DQG� OHDUQ� QHZ�ZD\V� RI�ZRUNLQJ� DW� WKH� VDPH�
WLPH�� 0RVW� IXQGDPHQWDOO\�� WKH� RUJDQL]DWLRQ� KDG�
WR�UHVWUXFWXUH�LWVHOI�WR�HQDEOH�JUHDWHU�FROODERUDWLRQ��
FRPPXQLFDWLRQ�� HPSOR\HH� HPSRZHUPHQW�� DQG� LQ-
IRUPDWLRQ�ÀRZ��

7KH�VWUXFWXUH�RI�WKH�OHJDF\�RUJDQL]DWLRQ��FRPSRVHG�
RI� RYHU� ������ HPSOR\HHV� XQGHU� D� WUDGLWLRQDO� FRP-
PDQG�DQG�FRQWURO�PRGHO��ZDV�QRW�ULJKW�IRU�WKH�QHZ�
YHQWXUH�� 7KH� FRPSDQ\� VHW� XS� D� VHSDUDWH� HQWLW\� RI�
DERXW�����HPSOR\HHV�DQG�FRQWUDFWRUV�WKDW�UHSRUWHG�
GLUHFWO\�WR�WKH�VHQLRU�YLFH�SUHVLGHQW�OHDGHUVKLS�WHDP�
DQG�WKH�&(2��7KH�HQWLW\�ERWK�KLUHG�QHZ�WDOHQW�DQG�
DVVLJQHG� FXUUHQW� HPSOR\HHV� WR� WKH� SURJUDP�� HP-
SRZHULQJ�WKHP�WR�PDNH�GHFLVLRQV�LQ�WKH�EHVW�LQWHU-
HVW�RI�WKH�SURJUDP�ZLWK�OLWWOH�RU�QR�LQÀXHQFH�IURP�
WKH� OHJDF\� RUJDQL]DWLRQ�� ,W� DOVR� HVWDEOLVKHG� D� ÀH[-
LEOH� RUJDQL]DWLRQDO� DQG� JRYHUQDQFH� VWUXFWXUH� FHQ-
WHUHG�DURXQG�WKH�$JLOH�PHWKRGRORJ\��D�QHWZRUN�RI�
WHDPV� JURXSHG� E\� SURGXFW� IXQFWLRQDOLW\�� WHFKQLFDO�
GRPDLQV�� DQG� RSHUDWLRQDO� UHDGLQHVV�� UHSRUWLQJ� WR�
SURJUDP�OHDGHUV�ZLWK�WKH�DXWKRULW\�WR�DSSURYH�¿QDO�
GHFLVLRQV��

7KH�SURJUDP�HQWLW\�VHW�XS�D�YDULHW\�RI�ZD\V�WR�HQDEOH�
DQ\RQH�WR�UDLVH�DQG�YLHZ�LVVXHV��HVFDODWH�GHFLVLRQV�
ZKHQ�UHTXLUHG��DQG�XOWLPDWHO\�IDFLOLWDWH�D�FROODERUD-
WLYH� HQYLURQPHQW�� )URP� D� WDOHQW� SHUVSHFWLYH�� FRQ-
WLQXRXV�FRDFKLQJ��OHDUQLQJ��DQG�WHDPLQJ�HPSOR\HHV�
ZLWK� RWKHU� W\SHV� RI� ZRUNHUV� �VXFK� DV� FRQWUDFWRUV��
DOORZHG�IRU�D�GLYHUVH�DQG�FROOHJLDO�HQYLURQPHQW��LQ-
FUHDVLQJ�DJLOLW\�DQG�UHPRYLQJ�GHFLVLRQ�URDGEORFNV��

7KH� OHJDF\�RUJDQL]DWLRQ�ZDV�HQJDJHG�ZLWK�WKH�SUR-
JUDP�WHDP�WR�VXSSRUW�WKH�GHVLJQ�DQG�GHOLYHU\�RI�WKH�
SURJUDP��7KH�LQWHUDFWLRQV�EHWZHHQ�WKH�OHJDF\�RUJD-
QL]DWLRQ�DQG�WKH�QHZ�HQWLW\�ZHUH�GH¿QHG�LQ�DGYDQFH��
DQG�ZKLOH�LW�WRRN�H̆RUW�DQG�WLPH�WR�UHDFK�WKH�SRLQW�
ZKHUH�WKH�PRGHO�ZRUNHG�H̆HFWLYHO\��WKLV�ZDV�FULWLFDO�
WR�WKH�VXFFHVV�RI�WKH�SURJUDP��

7KH� GLJLWDO� SODWIRUP� WKDW� JUHZ� RXW� RI� WKLV� ZRUN�
WUDQVIRUPHG�KRZ�SHRSOH�SXUFKDVH�LQVXUDQFH�DQG�LV�
VHWWLQJ�D�QHZ�SUHFHGHQW�IRU�KRZ�LQVXUHUV�VKRXOG�GR�
EXVLQHVV��1RZ�WKH�FRPSDQ\�LV�ZRUNLQJ�WR�EULQJ�NH\�
FRPSRQHQWV�RI�WKLV�ÀH[LEOH�RUJDQL]DWLRQDO�VWUXFWXUH�
LQWR� WKH� HQWLUH� HQWHUSULVH� WR� FKDQJH� KRZ� LW� GRHV�
EXVLQHVV�GDLO\�

Start here
• Embrace the speed of change:� 7KLQN� FDUH-
IXOO\�DERXW�WKH�ZD\V�LQ�ZKLFK�GLJLWDO�GHPDQGV�WKH�
FRQVLGHUDEO\�VORZHU�WUDGLWLRQDO�RSHUDWLQJ�PRGHO�
WR�EH�VSHHGHG�XS��8QGHUVWDQG�KRZ�VWUDWHJ\��FRQ-
QHFWHGQHVV�� FXVWRPHUV��DQG� WDOHQW�SRROV�DUH�DOO�
FKDQJLQJ�DV�SDUW�RI�WKH�GLJLWDO�WUDQVIRUPDWLRQ�

• Make talent mobility a core value:�5HTXLUH�
H[HFXWLYHV�WR�PRYH�IURP�IXQFWLRQ�WR�IXQFWLRQ�VR�
WKDW�WKH\�XQGHUVWDQG�WKH�QHZ��PRUH�DJLOH�FDUHHU�
PRGHO�� %XLOG� LQ� SURFHVVHV� WR� VXSSRUW� WHDP� ÀX-
LGLW\� VR� WKDW� WHDP�PHPEHUV�FDQ�TXLFNO\� UHWXUQ�
WR�WKHLU�KRPH�EDVH�RU�PRYH�WR�D�GL̆HUHQW�WHDP�
RQFH�D�SURMHFW�LV�GRQH�

• Form an organizational performance 
group:� $VN� WKH� JURXS� WR� LQWHUYLHZ�� DQDO\]H��
DQG�VWXG\�KRZ�KLJK�SHUIRUPLQJ�WHDPV��SURMHFWV��
DQG�SURJUDPV�DFWXDOO\�ZRUN��%\�H[DPLQLQJ�WKH�
FRPSDQ\¶V�MRE�WLWOHV��UHZDUG�V\VWHPV��DQG�FDUHHU�
SDWKV�� WKLV� JURXS� FDQ� KHOS� FKDUW� WKH� ZD\� WR� D�
PRUH�DJLOH��ERWWRP�XS�PRGHO�IRU�EXVLQHVV�XQLWV�

• Examine new communication tools:� &RQ-
VLGHU� WHFKQRORJLHV� OLNH�:RUNSODFH�� 6ODFN�� %DVH-
FDPS�� $VDQD�� 7UHOOR�� :RUNERDUG�� DQG� RWKHUV��
7KHQ� VWDQGDUGL]H� DQG� LPSOHPHQW� WKHP� DV� D�
FRPSOHPHQW� WR� WKH� RUJDQL]DWLRQ¶V� FRUH� (53�
+506�LQIUDVWUXFWXUH�

• Adopt continuous, feedback-based per-
formance management:� 5HJXODU� IHHGEDFN�
HPSRZHUV� SHRSOH� WR� UHVHW� JRDOV� FRQWLQXRXVO\��
FKDQJH� SURMHFWV�� DQG� IHHO� UHZDUGHG� IRU� WKHLU�
³ZRUN�´� QRW� MXVW� WKHLU� ³MRE�´� (PSOR\HH� VXUYH\�
WRROV� JLYH� PDQDJHUV� LPPHGLDWH� LQSXW� RQ� WKHLU�
RZQ�SHUIRUPDQFH��ERRVWLQJ�WUDQVSDUHQF\�
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)LJXUH����7KH�RUJDQL]DWLRQ�RI�WKH�IXWXUH��2OG�UXOHV�YV��QHZ�UXOHV

Old rules New rules

2UJDQL]HG�IRU�HɝFLHQF\�DQG�H΍HFWLYHQHVV Organized for learning, innovation, and customer 
impact

Company viewed as a hierarchy, with hierarchical 
decision rights, structure, and leadership progression

Company viewed as an agile network, empowered 
by team leaders and fueled by collaboration and 
knowledge-sharing

Structure based on business function with functional 
leaders and global functional groups

Structure based on work and projects, with teams 
focused on products, customers, and services

Advancement through promotion upward with many 
levels to progress through

Advancement through many assignments, diverse 
experiences, and multifunctional leadership 
assignments

People “become leaders” through promotion 3HRSOH�ȊFUHDWH�IROORZHUVȋ�WR�JURZ�LQ�LQȵXHQFH�DQG�
authority

Lead by direction Lead by orchestration

Culture ruled by fear of failure and perceptions of 
others

Culture of safety, abundance, and importance of risk-
taking and innovation

Rules-based Playbook-based

5ROHV�DQG�MRE�WLWOHV�FOHDUO\�GHȴQHG 7HDPV�DQG�UHVSRQVLELOLWLHV�FOHDUO\�GHȴQHG��EXW�UROHV�
and job titles change regularly

Process-based Project-based

'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP

FAST FORWARD

As this new type of organization takes hold, working in teams will likely become the 
norm in business, and dynamism will become an organizational hallmark. Building and 
VXSSRUWLQJ�WHDPV�ZLOO�EH�OHDGHUVȇ�SULQFLSDO�WDVNV��6RIWZDUH�WR�KHOS�FRPSDQLHV�EHQHȴW�
from teaming may also become standard. 

/HDGLQJ�RUJDQL]DWLRQV�ZLOO�R΍HU�G\QDPLF�GHYHORSPHQWDO�RSSRUWXQLWLHV�IRU�HPSOR\HHV�
to build their careers, while companies that continue to operate in the old manner 
will likely struggle to keep up. In this new world, more nimble organizations will have 
certain advantages, but successful large organizations will keep pace by building 
stronger ecosystems and partnerships that broaden their workforces and capabilities. 
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The concept of career is being shaken to its core. Employees now enjoy the prospect 
of 60-year careers. Yet at the same time, the half-life of skills is rapidly falling. These 
new realities are forcing companies to rethink the way they manage careers and 
deliver always-on learning and development (L&D) opportunities. Leading companies 
are moving to overhaul their career models and L&D infrastructure for the digital age, 
though most organizations are still in the early stages of this transformation.  

• This year, the issue of improving employee careers and transforming corporate 
OHDUQLQJ�HPHUJHG�DV�WKH�VHFRQG�PRVW�LPSRUWDQW�WUHQG�LQ�RXU�VXUYH\��XS�IURP�ȴIWK�
last year.

• Learning technology is changing rapidly. Traditional learning management systems 
are being complemented with and replaced by a wide range of new technologies 
for content curation, delivery, video distribution, and mobile use.

• This upheaval in learning and careers has become a catalyst for radical change. 
Nearly half of our surveyed executives (45 percent) cite this problem as urgent or 
YHU\�LPSRUWDQW��DQ�LQFUHDVH�RYHU�ODVW�\HDU���$V�FDSDELOLWLHV�IDOO�EHKLQG��FRPSDQLHVȇ�
DELOLW\�WR�NHHS�XS�ZLWK�HPSOR\HHVȇ�GHPDQGV�IRU� OHDUQLQJ�DQG�FDUHHU�JURZWK�KDV�
dropped by 5 percent.

Careers and learning
Real time, all the time

WHAT GRHV� LW� PHDQ� WR� KDYH� D� FDUHHU� WR-
GD\"�0RUH�VSHFL¿FDOO\��ZKDW�GRHV�LW�PHDQ�
LQ� D�ZRUOG�ZKHUH� FDUHHUV� VSDQ����\HDUV��

HYHQ� DV� WKH� KDOI�OLIH� RI� OHDUQHG� VNLOOV� FRQWLQXHV� WR�
IDOO�WR�RQO\�DERXW�¿YH�\HDUV"�,Q�WKH�SDVW��HPSOR\HHV�
OHDUQHG� WR�JDLQ�VNLOOV� IRU�D�FDUHHU��QRZ�� WKH�FDUHHU�
LWVHOI�LV�D�MRXUQH\�RI�OHDUQLQJ�

$V� FRPSDQLHV�EXLOG� WKH�RUJDQL]DWLRQ�RI� WKH� IXWXUH��
FRQWLQXRXV�OHDUQLQJ�LV�FULWLFDO�IRU�EXVLQHVV�VXFFHVV��
)RU�WRGD\¶V�GLJLWDO�RUJDQL]DWLRQV��WKH�QHZ�UXOHV�FDOO�
IRU� D� OHDUQLQJ� DQG� GHYHORSPHQW� RUJDQL]DWLRQ� WKDW�
FDQ� GHOLYHU� OHDUQLQJ� WKDW� LV� DOZD\V� RQ� DQG� DOZD\V�
DYDLODEOH�RYHU�D�UDQJH�RI�PRELOH�SODWIRUPV��

WHAT EMPLOYEES EXPECT 
FROM THE 100-YEAR LIFE1

,Q�PDQ\�LQVWDQFHV��HPSOR\HHV�WKHPVHOYHV�DUH�SXVK-
LQJ�IRU�FRQWLQXRXV�VNLOO�GHYHORSPHQW�DQG�G\QDPLF�
FDUHHUV�� *ODVVGRRU� GDWD� UHYHDO� WKDW� DPRQJ�0LOOHQ-
QLDOV��WKH�³DELOLW\�WR�OHDUQ�DQG�SURJUHVV´�LV�QRZ�WKH�
SULQFLSDO�GULYHU�RI�D�FRPSDQ\¶V�HPSOR\PHQW�EUDQG�2 
<HW�RQO\�RQH�WKLUG�RI�0LOOHQQLDOV�EHOLHYH�WKHLU�RUJD-
QL]DWLRQV�DUH�XVLQJ�WKHLU�VNLOOV�ZHOO��DQG����SHUFHQW�
VD\� WKH\� DUH� OLNHO\� WR� OHDYH� EHFDXVH� WKH\� DUH� QRW�
OHDUQLQJ�IDVW�HQRXJK�3
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/HDGLQJ�RUJDQL]DWLRQV�DUH�SD\LQJ�DWWHQWLRQ��&RPSD-
QLHV�ZLWK�G\QDPLF�FDUHHU�PRGHOV�RXWSHUIRUP�WKHLU�
SHHUV� E\� SURYLGLQJ� FRQWLQXRXV� OHDUQLQJ� RSSRUWX-
QLWLHV� DQG� D� GHHSO\� HPEHGGHG� FXOWXUH� RI� GHYHORS-
PHQW�4� $V� WKH� DXWKRUV� RI�The 100-Year Life SRLQW�
RXW�� HPSOR\HHV� IDFLQJ� FDUHHUV� VSDQQLQJ� ��� WR� ���
\HDUV�H[SHFW�HPSOR\HUV�WR�KHOS�WKHP�FRQWLQXDOO\�UH-
LQYHQW�WKHPVHOYHV��PRYH�IURP�UROH�WR�UROH��DQG�¿QG�
WKHLU�FDOOLQJ�RYHU�WLPH�5  

&RPSDQLHV�ZRUOGZLGH� DUH� VFUDPEOLQJ� WR� FDWFK� XS�
ZLWK� HPSOR\HHV¶� GHVLUHV�� )XOO\� ��� SHUFHQW� RI� WKH�
UHVSRQGHQWV� ZH� VXUYH\HG� WKLV� \HDU� VD\� WKHLU� RUJD-
QL]DWLRQV�DUH�VKLIWLQJ� WR�ÀH[LEOH��RSHQ�FDUHHU�PRG-
HOV� WKDW�R̆HU�HQULFKLQJ�DVVLJQPHQWV��SURMHFWV�� DQG�
H[SHULHQFHV�UDWKHU�WKDQ�D�VWDWLF�FDUHHU�SURJUHVVLRQ��
$QG� ��� SHUFHQW� RI� VXUYH\HG� UHVSRQGHQWV� QRZ� EH-
OLHYH� WKHLU� RUJDQL]DWLRQ¶V� HPSOR\HHV� ZLOO� KDYH� FD-
UHHUV�WKDW�VSDQ�¿YH�\HDUV�RU�OHVV�

THE NEED FOR RAPID SKILL 
DEVELOPMENT AND THE 
COMMODITIZATION OF CONTENT

9LUWXDOO\� DOO� &(2V� ���� SHUFHQW�� EHOLHYH� WKHLU� FRP-
SDQ\� LV� IDFLQJ� GLVUXSWLYH� FKDQJH� GULYHQ� E\� GLJLWDO�
WHFKQRORJLHV�� DQG� ��� SHUFHQW� VD\� WKHLU� RUJDQL]D-

WLRQ�GRHV�QRW�KDYH� WKH�VNLOOV� WR�DGDSW���7KLV�GRXEW�
UHÀHFWV�WKH�IDFW�WKDW�VNLOOV�DUH�EHFRPLQJ�REVROHWH�DW�
DQ�DFFHOHUDWLQJ�UDWH��6RIWZDUH�HQJLQHHUV�PXVW�QRZ�
UHGHYHORS�VNLOOV�HYHU\���±���PRQWKV���3URIHVVLRQDOV�
LQ�PDUNHWLQJ��VDOHV��PDQXIDFWXULQJ��ODZ��DFFRXQWLQJ��
DQG�¿QDQFH�UHSRUW�VLPLODU�GHPDQGV�

7KH�JRRG�QHZV�LV�WKDW�DQ�H[SORVLRQ�RI�KLJK�TXDOLW\��
IUHH� RU� ORZ�FRVW� FRQWHQW� R̆HUV� RUJDQL]DWLRQV� DQG�
HPSOR\HHV� UHDG\� DFFHVV� WR� FRQWLQXRXV� OHDUQLQJ��
7KDQNV� WR� WRROV� VXFK� DV� <RX7XEH� DQG� LQQRYDWRUV�
VXFK� DV� .KDQ� $FDGHP\�� 8GDFLW\�� 8GHP\�� &RXUV-
HUD��1RYR(G��HG;��DQG�RWKHUV��D�QHZ�VNLOO� LV�RIWHQ�
RQO\�D�PRXVH�FOLFN�DZD\��/HDGLQJ�XQLYHUVLWLHV�R̆HU�
JUDGXDWH�OHYHO� FRXUVHV� RQOLQH� WKURXJK� HG;� 0LFUR-
0DVWHUV�SURJUDPV�IRU�D�IUDFWLRQ�RI�WKH�FRVW�RI�D�IXOO�
PDVWHU¶V� GHJUHH�� &RPSOHWLRQ� RI� D� VHULHV� RI� RQOLQH�
FRXUVHV� RSHQV� WKH� GRRU� IRU� OHDUQHUV� WR� WKHQ� DSSO\�
IRU�DGPLVVLRQ�WR�D�IRUPDO�PDVWHU¶V�SURJUDP�DW�RQH�
RI�WKH�PDQ\�WRS�LQVWLWXWLRQV�SDUWLFLSDWLQJ�

7KH� RQJRLQJ� FRPPRGLWL]DWLRQ� RI� FRQWHQW� FDQ� EH�
KLJKO\� GLVUXSWLYH� WR� FRUSRUDWH� /	'� GHSDUWPHQWV��
7KH\�IDFH�D�VWDUN�FKRLFH��KDUQHVV�WKLV�WUHQG�WR�WKHLU�
FRPSDQ\¶V� EHQH¿W� RU� ULVN� ZDWFKLQJ� WKHLU� OHDUQLQJ�
SURJUDPV�EHFRPH�REVROHWH���

Companies worldwide are scrambling to 
catch up with employees’ desires. 

Deloitte University Press  |  dupress.deloitte.com

Length of career Average tenure in a job Half-life of a learned skill

60 to 70 years 4.5 years 5 years

Figure 1. The changing nature of a career

Sources: Lynda Gratton and Andrew Scott, The 100-Year Life: Living and Working in an Age of Longevity (Bloomsbury, 2016); Douglas 
Thomas and John Seely Brown, A New Culture of Learning: Cultivating the Imagination for a World of Constant Change (CreateSpace, 
January 4, 2011).
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/HDGLQJ� FRPSDQLHV� DUH� HPEUDFLQJ� FRQWLQXRXV�
OHDUQLQJ� GHOLYHUHG� GLJLWDOO\�� *(� FUHDWHG� %ULOOLDQW�
8²DQ�RQOLQH�OHDUQLQJ�SODWIRUP�WKDW�IHDWXUHV�YLGHR�
VKDULQJ�DQG�R̆HUV�HPSOR\HH�GULYHQ�OHDUQLQJ�DFURVV�
WKH�HQWHUSULVH��,Q�\HDU�RQH��PRUH�WKDQ����SHUFHQW�RI�
*(�HPSOR\HHV�GHYHORSHG�FRQWHQW�DQG�VKDUHG�LW�ZLWK�
WKHLU�SHHUV�� 

NEW TOOLS ARE LEAVING 
BEHIND TRADITIONAL LMS 

$W�PRVW� FRPSDQLHV�� WKH� OHDUQLQJ�PDQDJHPHQW� V\V-
WHP��/06��LV�DPRQJ�WKH�ROGHVW�DQG�PRVW�FKDOOHQJ-
LQJ� WR� XVH�� 7RGD\� D� QHZ� VHW� RI� OHDUQLQJ� WRROV� KDV�
HQWHUHG� WKH�PDUNHW��SLRQHHUHG�E\�YHQGRUV�VXFK�DV�
'HJUHHG�� 3DWKJDWKHU�� (G&DVW�� *URYR�� DQG� $[RQLI\��
7KHVH�WRROV�SURYLGH�FXUDWHG�FRQWHQW��YLGHR�DQG�PR-
ELOH� OHDUQLQJ� VROXWLRQV�� PLFUR�OHDUQLQJ�� DQG� QHZ�
ZD\V�WR�LQWHJUDWH�DQG�KDUQHVV�WKH�H[SORGLQJ�OLEUDU\�

RI�H[WHUQDO�022&V�DQG�YLGHR�OHDUQLQJ�DYDLODEOH�RQ�
WKH�,QWHUQHW�

7KH� IDVWHVW�JURZLQJ� VHJPHQW� LQ� +5� WHFKQRORJ\�
VSHQGLQJ� LV� QRZ� WKH� DGRSWLRQ� RI� QHZ� HPSOR\HH�
OHDUQLQJ�V\VWHPV�9�&RPSDQLHV�DUH�VHULRXVO\�ORRNLQJ�
DW�UHSODFLQJ�WKHLU�HPSOR\HH�OHDUQLQJ�LQIUDVWUXFWXUH�
DQG�VKRSSLQJ�IRU�QHZ�WRROV�DW�DOO�OHYHOV�RI�WKH�OHDUQ-
LQJ�WHFKQRORJ\�VWDFN���

Percentages by region:

Latin & South
America

North
America

Americas
86 80

Asia Oceania

$VLD�3DFLȴF
88 79

Africa Central & 
Eastern Europe

Middle East Nordic
countries

Western
Europe

Europe, Middle East, and Africa
86 84 78 81 78

Italy  76

 UK  84

Canada  78

Belgium  68

  86  Netherlands

Spain  81

81  South Africa

USA  80

Mexico  82

87  Brazil
78  Australia

91  China

88  India

France  82

Germany  83  
86  Japan

Figure 2. Careers and learning: Percentage of respondents rating this trend “important” 
or “very important”
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THE NEW LOOK OF L&D

$V�D�UHVXOW�RI�WKHVH�IRUFHV��WKH�VWUXFWXUH��RSHUDWLRQV��
DQG� PLVVLRQ� RI� FRUSRUDWH� /	'� DUH� IDFLQJ� UDGLFDO�
FKDQJH�� 2QO\� D� GHFDGH� DJR�� FRPSDQLHV� ZHUH� FRQ-
WHQW�WR�EXLOG�YLUWXDO�XQLYHUVLWLHV�DQG�RQOLQH�FRXUVH�
FDWDORJXHV��7RGD\��ZH�VHH�WKH�OHDUQLQJ�IXQFWLRQ�DV�D�
KLJKO\�VWUDWHJLF�EXVLQHVV�DUHD�WKDW�IRFXVHV�RQ�LQQR-
YDWLRQ�DQG�OHDGHUVKLS�GHYHORSPHQW�E\�GHOLYHULQJ�D�
ZRUOG�FODVV�OHDUQLQJ�H[SHULHQFH��SURPRWLQJ�OLIHWLPH�
OHDUQLQJ�IRU�ORQJHU�FDUHHUV��DQG�EULQJLQJ�PXOWLIXQF-
WLRQDO�WHDPV�WRJHWKHU�WR�FRQQHFW�DQG�FROODERUDWH�

7KHUH�LV�DOVR�D�QHZ�IRFXV�RQ�FRQYHUJHQFH²EULQJLQJ�
WRJHWKHU� GLVFLSOLQHV� VXFK� DV� VDOHV�� PDUNHWLQJ�� GH-
VLJQ��¿QDQFH��DQG�,7�RQWR�FURVV�IXQFWLRQDO�WHDPV�WR�
EXLOG�SURGXFWV�DQG�VROXWLRQV�IDVWHU��)RUZDUG�WKLQN-
LQJ�/	'�GHSDUWPHQWV�DUH�IDFLOLWDWLQJ�WKLV�JURZWK�LQ�
LQWHUGLVFLSOLQDU\�WKLQNLQJ�E\�YLHZLQJ�WKH�FRUSRUDWH�
XQLYHUVLW\�DV�D�FRPPRQV�LQVWHDG�RI�D�WUDLQLQJ�FHQWHU���

)RU�EXVLQHVV�DQG�+5�OHDGHUV��WKH�QHZ�PRGHOV�DUH�D�
ZDNH�XS�FDOO�WR�DGDSW�RU�ULVN�IDOOLQJ�EHKLQG�LQ�KLULQJ��
HPSOR\HH� HQJDJHPHQW�� SURGXFWLYLW\�� DQG� SURGXFW�
LQQRYDWLRQ�

THE CHANGING ROLE OF 
L&D LEADERSHIP

7R�NHHS�SDFH�ZLWK�WKHVH�FKDQJHV��FKLHI�OHDUQLQJ�RI-
¿FHUV� �&/2V�� PXVW� QRZ� EHFRPH� WKH� FDWDO\VWV� IRU�
QH[W�JHQHUDWLRQ� FDUHHUV� ZKLOH� DOVR� WKLQNLQJ� DERXW�
KRZ�WR�VXSSRUW� WKH�RYHUDOO�JURZWK�RI� WKH�EXVLQHVV��
7KH\�VKRXOG�EHFRPH�SDUW�RI�WKH�HQWLUH�HPSOR\HH�H[-
SHULHQFH��GHOLYHULQJ�OHDUQLQJ�VROXWLRQV�WKDW�LQVSLUH�
SHRSOH� WR�UHLQYHQW� WKHPVHOYHV��GHYHORS�GHHS�VNLOOV��
DQG�FRQWULEXWH�WR�WKH�OHDUQLQJ�RI�RWKHUV�

7KH� JRDO� LV� D� OHDUQLQJ� HQYLURQPHQW� DGDSWHG� WR� D�
ZRUOG� RI� LQFUHDVHG� HPSOR\HH� PRELOLW\�� ,QWHUGLVFL-
SOLQDU\�VNLOOV�GHYHORSPHQW�LV�FULWLFDO�EHFDXVH�WKHVH�
FDSDELOLWLHV� DOLJQ� ZLWK� WKH� RUJDQL]DWLRQDO� VKLIW� WR�
QHWZRUNV�RI�WHDPV��/HDUQLQJ�VKRXOG�HQFRXUDJH��DQG�
HYHQ�SXVK��SHRSOH�WR�PRYH�DFURVV�MREV��

/HDGLQJ� RUJDQL]DWLRQV� DUH� DGRSWLQJ� WKHVH� W\SHV� RI�
OHDUQLQJ�VWUDWHJLHV� WR�KHOS�HPSOR\HHV�DGDSW²ZKDW�
7RP� )ULHGPDQ� WHUPV� ³LQWHOOLJHQW� DVVLVWDQFH�´���

6LQFH� ������ $7	7� KDV� LQYHVWHG� ����� PLOOLRQ� LQ�
HGXFDWLRQ�DQG�GHYHORSPHQW�SURJUDPV�IRU���������
HPSOR\HHV�ZLWK�D�IRFXV�RQ�FRQWLQXRXV�FDUHHU�GHYHO-
RSPHQW��

$V�-RKQ�'RQRYDQ��$7	7¶V�FKLHI�VWUDWHJ\�ṘFHU�VDLG��
³:H� IHOW� D� IXQGDPHQWDO� REOLJDWLRQ� WR� UHVNLOO� RXU�
ZRUNIRUFH�´11�7KH�FRPSDQ\�H[SHFWV� WKDW� WKHVH� LQGL-
YLGXDOV�ZLOO�FKDQJH�UROHV�HYHU\�IRXU�\HDUV�12

7R�IDFLOLWDWH�WKLV�PRELOLW\��$7	7�QRZ�R̆HUV�D�ZLGH�
UDQJH�RI�RQOLQH� OHDUQLQJ�RSSRUWXQLWLHV�DQG�HQFRXU-
DJHV�HPSOR\HHV�WR�¿QG�QHZ�MREV��VHHN�RXW�PHQWRUV��
DQG� OHDUQ� QHZ� WHFKQRORJLHV�� 7R� PDNH� WKH� WUDQVL-
WLRQ�DV�HDV\�DV�SRVVLEOH��$7	7�KDV�SDUWQHUHG�ZLWK�
XQLYHUVLWLHV�WR�SLRQHHU�D̆RUGDEOH�RQOLQH�FRXUVHV�LQ�
WKH�VNLOOV�LW�QHHGV��$V�%LOO�%ODVH��KHDG�RI�+5�H[SODLQV��
³,W¶V� D� QHZ� EDUJDLQ²RQH� WKDW�� GRQH� ZHOO�� EHQH¿WV�
ERWK�WKH�RUJDQL]DWLRQ�DQG�WKH�HPSOR\HHV�ZKR�OHDUQ�
QHZ�VNLOOV�WR�DGYDQFH�WKHLU�FDUHHUV�´13

,URQLFDOO\�� DV� OHJDF\� /	'� UHVSRQVLELOLWLHV� EHFRPH�
OHVV� UHOHYDQW�� WKH� RSSRUWXQLWLHV� IRU� /	'� WR� EH�
PRUH� UHOHYDQW�KDYH�QHYHU�EHHQ�JUHDWHU��/	'�RUJD-
QL]DWLRQV� WKDW� UHFRJQL]H� WKH�QHZ� IXWXUH� RI� FDUHHUV��
HPEUDFH� H[SRQHQWLDO� FKDQJHV� LQ� WHFKQRORJ\�� DQG�
EHFRPH�ÀH[LEOH� FRQWHQW� FXUDWRUV� UDWKHU� WKDQ� ULJLG�
FRQWHQW�FUHDWRUV�KDYH�WKH�SRWHQWLDO�WR�EHFRPH�KLJK-
O\�YDOXHG�EXVLQHVV�SDUWQHUV��
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Lessons from the front lines
7RS�WLHU� UHVHDUFK� XQLYHUVLWLHV� R̆HU� LQVLJKWV� LQWR�
QHZ�DSSURDFKHV�IRU�&/2V�VWUXJJOLQJ�WR�DGMXVW�WR�GH-
PDQGV�IRU�FRQYHUJHQFH��7KH�8QLYHUVLW\�RI�6RXWKHUQ�
&DOLIRUQLD��86&��LV�OHDGLQJ�WKH�FKDUJH�RQ�KRZ�OHDUQ-
LQJ�FDQ�GULYH�LQQRYDWLRQ�DQG�HPSRZHU�LQGLYLGXDOV�
WR�UHDFK�WKHLU�SHDN�SHUIRUPDQFH��

/LNH� PDQ\� RUJDQL]DWLRQV�� 86&� UHDOL]HG� LW� QHHGHG�
WR� UHWKLQN� LWV� XQGHUO\LQJ� DSSURDFK� WR�PDNH� D� UHDO�
LPSDFW��8QGHU�WKH�JXLGDQFH�RI�WKH�SURYRVW��0LFKDHO�
4XLFN�� DQG� SUHVLGHQW�� &�/��0D[� 1LNLDV�� 86&� FKDO-
OHQJHG�LWVHOI�WR�UHLPDJLQH�KRZ�OHDUQLQJ�FDQ�EH�XVHG�
DV�D�VWUDWHJLF�DVVHW�IRU�WKH�VWXGHQW��XQLYHUVLW\��DQG�
VRFLHW\�DW�ODUJH�

86&�KDV����GLVWLQFW�³EXVLQHVV�XQLWV�´�HDFK�ZLWK�LWV�
RZQ�SUR¿W�DQG�ORVV�VWDWHPHQW��/LNH�PDQ\�FRUSRUDWH�
&/2V��86&�IDFHG�WKH�FKDOOHQJH�RI�EUHDNLQJ�WKURXJK�
WKH�VLORV��7KH�SURFHVV�VWDUWHG�ZLWK�LQWHUGLVFLSOLQDU\�
WKLQNLQJ�� EULQJLQJ� WRJHWKHU� OHDUQHUV� DQG� UHVHDUFK-
HUV�IURP�GLVWLQFW�EXVLQHVV�XQLWV��7KLV�\LHOGHG�LQFUH-
PHQWDO�EHQH¿WV��EXW�QRW�UHDO�FKDQJH�14

7KH� QH[W� VWHS� LQ� WKH� HYROXWLRQ� ZDV� FRQYHUJHQFH²
IRUPLQJ� LQWHUGLVFLSOLQDU\� WHDPV� IURP� WKH� JURXQG�
XS��IRFXVLQJ�RQ�D�VSHFL¿F�SUREOHP��DQG�WKHQ�XVLQJ�

DOO�WKH�DVVHWV�RI�DQ�RUJDQL]DWLRQ�WR�DWWDFN�LW��,Q�WKH�
(OL�DQG�(G\WKH�%URDG�&HQWHU�IRU�5HJHQHUDWLYH�0HGL-
FLQH�DQG�6WHP�&HOO�5HVHDUFK��WKH�XQLYHUVLW\�EURXJKW�
WRJHWKHU� OHDGLQJ� PLQGV� LQ� VFLHQFH� DQG� WRS� WDOHQW�
IURP�WKH�FLQHPDWRJUDSK\�VFKRRO��:K\� WKH�FLQHPD�
VFKRRO"�%HFDXVH�LW�R̆HUHG�DGYDQFHG�VNLOOV�LQ�GLJLWDO�
LPDJLQJ�DQG�YLUWXDO�UHDOLW\��DFFHOHUDWLQJ�WKH�ZRUN�RI�
WKH�VFLHQFH�WHDP�WR�VROYH�FRPSOH[�VFLHQWL¿F�LVVXHV��
7KLV�QRW�RQO\�EURXJKW�QHZ�WKLQNLQJ�WR�WKH�SUREOHP��
LW� UHIUDPHG� WKH� FDUHHUV� RI� WKH� FLQHPD� VFKRRO� HP-
SOR\HHV� DV�ZHOO²D� SULPH� H[DPSOH� RI� OHDUQLQJ� DQG�
FRQYHUJHQFH�15 

$QRWKHU�H[DPSOH�LV�WKH�,RYLQH�DQG�<RXQJ�$FDGHP\�
IRU�$UWV��7HFKQRORJ\�DQG�WKH�%XVLQHVV�RI�,QQRYDWLRQ��
HVWDEOLVKHG�ZLWK�D�JLIW�IURP�WKH�IRXQGHUV�RI�%HDWV��,Q�
DQ�HDUO\�H[DPSOH�RI�FRQYHUJHQFH��%HDWV�EURXJKW�GH-
VLJQ�WKLQNLQJ��HQJLQHHULQJ��DQG�WKH�ORYH�RI�PXVLF�WR�
D�EUHDNWKURXJK�GHVLJQ�IRU�KHDGVHWV��$V�WKH�FRPSD-
Q\�JUHZ��¿QGLQJ�WKH�ULJKW�WDOHQW�SURYHG�D�FRQVWDQW�
FKDOOHQJH��7R�VROYH�LW��%HDWV�ZRUNHG�ZLWK�'U��(ULFD�
0XKO��GHDQ�RI� WKH�5RVNL�6FKRRO�RI�$UW�DQG�'HVLJQ��
WR�IRXQG�WKH�DFDGHP\�DW�86&�IRFXVLQJ�RQ�³QHZ�OLW-
HUDFLHV�´�LQFOXGLQJ�YLVXDO�GHVLJQ��FROODERUDWLRQ�DQG�
LWHUDWLYH�GHVLJQ�� WHFKQLFDO� VNLOOV�� DQG�EXVLQHVV� DFX-
PHQ��7KLV�DSSURDFK�KDV�OHG�WR�EUHDNWKURXJK�GHVLJQ�
WKLQNLQJ� WKDW� LV� EHLQJ� DSSOLHG� WR� DGYDQFHG� FDQFHU�
UHVHDUFK� DQG� JOREDO�� VDWHOOLWH�EDVHG� :L�)L� IRU� WKH�
ZRUOG��� 

:KDW�OHVVRQV�VKRXOG�FRUSRUDWH�&/2V�DSSO\"�7KLQN�
EH\RQG�LQWHUGLVFLSOLQDU\�DQG�PRYH�WR�FRQYHUJHQFH��
)RFXV�RQ�GH¿QLQJ�DQG�DGGUHVVLQJ� WRXJK�SUREOHPV�
ZKLFK�� LI� VROYHG�� ZRXOG�PDNH� D� UHDO� LPSDFW�� &KDO-
OHQJH�WHDPV�WR�JR�DIWHU�YH[LQJ�SUREOHPV�E\�VWDUWLQJ�
IURP� WKH� JURXQG� XS�� %ULQJ� WRJHWKHU� SHRSOH� ZLWK�
QRQWUDGLWLRQDO�VNLOOV��

&RPSDQLHV� VXFK� DV� 1HVWOp�� 'HOO�� DQG� 9LVD� DUH� IRO-
ORZLQJ� WKLV� SDWK� WR� EXLOG� QHZ� FRUSRUDWH� OHDUQLQJ�
IXQFWLRQV�� XVLQJ� WKHLU� FRUSRUDWH� XQLYHUVLW\� DV� D�
FRUQHUVWRQH� IRU� FROODERUDWLRQ�� OHDGHUVKLS� GHYHORS-
PHQW��DQG�FURVV�IXQFWLRQDO�LQQRYDWLRQ����$V�SHRSOH�
EHFRPH�PRUH�G\QDPLF�LQ�WKHLU�FDUHHUV��WKH�QHHG�WR�
EXLOG�UHODWLRQVKLSV�DQG�FRPPXQLW\�FRQQHFWLRQV�EH-
FRPHV�LQWHJUDO�WR�SHUIRUPDQFH�DQG�LQQRYDWLRQ�

For business and 
HR leaders, the new 
models are a wake-

up call to adapt or risk 
falling behind in hiring, 
employee engagement, 

productivity, and 
product innovation.
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FAST FORWARD

The impact of the fourth industrial revolution is fundamentally changing the nature 
of work and the meaning of career, and making it imperative to constantly refresh 
RQHȇV�VNLOOV��8QOLNH�VRPH�RI�WKLV�\HDUȇV�WUHQGV�ZKHUH�WKH�RUJDQL]DWLRQ�FDQ�KHOS�GULYH�
ZKDW�QHHGV�WR�EH�GRQH��ZKHQ�LW�FRPHV�WR�OHDUQLQJ��WKH�RUJDQL]DWLRQȇV�UROH�LV�WR�
create the environment and systems to allow employees to constantly learn and 
relearn. The explosion of free content means that the learning organization should 
seamlessly integrate internal and external content into its platforms.

Start here
• Evaluate internal mobility:�$V�WKH�GHPDQG�
IRU�FURVV�IXQFWLRQDO�WHDPV�FRQWLQXHV�WR�ULVH��PR-
ELOLW\�ZLOO�RQO\�JURZ�LQ�LPSRUWDQFH��6WXG\�H[LVW-
LQJ�SDWWHUQV�RI�FDUHHU�PRELOLW\�DQG�EHJLQ�PRUH�
DJJUHVVLYH� SURJUDPV�� LQFOXGLQJ� GHYHORSPHQWDO�
DQG� URWDWLRQDO� DVVLJQPHQWV� DQG� SURIHVVLRQDO�
GHYHORSPHQW�SURJUDPV�

• Review the organization’s job architec-
ture:� %H� VXUH� LW� LV� DV� QLPEOH� DQG� VWUHDPOLQHG�
DV�SRVVLEOH�WR�VXSSRUW�WKH�QHZ�FDUHHU�PRGHOV�RI�
WKH�IXWXUH�

• Build a culture of hiring from within:�+ROG�
PDQDJHUV�DFFRXQWDEOH�IRU�WUDLQLQJ�DQG�VXSSRUW-
LQJ�LQWHUQDO�FDQGLGDWHV�LQ�QHZ�UROHV�

• Track learning metrics:�(PHUJLQJ�WHFKQROR-
JLHV�R̆HU�QHZ�PHDVXUHV�RI�GHYHORSPHQW��VXFK�DV�
WKH�QXPEHU�RI�KRXUV�HPSOR\HHV�VSHQG�RQ�OHDUQ-
LQJ� SODWIRUPV�� )RUZDUG�ORRNLQJ� FRPSDQLHV� DUH�
FROOHFWLQJ�DQG�OHYHUDJLQJ�WKLV�GDWD�

• Refocus the L&D team:� 0RYH� DZD\� IURP�
WUDLQLQJ�WRZDUG�FXUDWLRQ��FXOWXUH��DQG�EULQJLQJ�
SHRSOH�WRJHWKHU�

• Rethink the entire L&D technology infra-
structure:�)RU�PDQ\�FRPSDQLHV��WKLV�ZLOO�PHDQ�
PRYLQJ�DZD\� IURP�/06�WRZDUG�D� OHDUQLQJ�FHQ-
WULF� PRGHO�� ZKLFK� PD\� LQYROYH� UHSODFLQJ� FRUH�
/06�ZLWK�QHZ�OHDUQLQJ�H[SHULHQFH�VRIWZDUH�

• Rethink the corporate university:�,QYHVW�LQ�
D�SODFH� WR�EULQJ�SHRSOH� WRJHWKHU� IRU� FURVV�IXQF-
WLRQDO� DQG� LQWHUGLVFLSOLQDU\� SURJUDPV� LQ� DGGL-
WLRQ�WR�JUHDW�OHDUQLQJ�

• Manage the employment brand:�7RROV�VXFK�
DV�*ODVVGRRU�NHHS�PHWULFV�RQ�ZKHWKHU�D�FRPSD-
Q\�SURYLGHV�RSSRUWXQLWLHV�IRU�FDUHHU�JURZWK��3R-
WHQWLDO�FDQGLGDWHV�FDQ�HYDOXDWH�WKHVH�UDWLQJV�DQG�
PD\�DYRLG�RUJDQL]DWLRQV�WKDW�GR�QRW�FRQVLVWHQWO\�
R̆HU�RSSRUWXQLWLHV�
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)LJXUH����&DUHHUV�DQG�OHDUQLQJ��2OG�UXOHV�YV��QHZ�UXOHV

Old rules New rules

Employees are told what to learn by their managers 
or the career model

Employees decide what to learn based on their 
WHDPȇV�QHHGV�DQG�LQGLYLGXDO�FDUHHU�JRDOV

Careers go “up or out” Careers go in every direction

Managers direct careers for people 3HRSOH�ȴQG�WKHLU�FDUHHU�GLUHFWLRQ�ZLWK�KHOS�IURP�
leaders and others

Corporate L&D owns development and training Corporate L&D curates development and creates a 
useful learning experience

People learn in the classroom and, sometimes, 
online

People learn all the time, in micro-learning, courses, 
classrooms, and groups

The corporate university is a training center
The corporate university is a “corporate commons,” 
bringing leaders and cross-functional groups 
together

Learning technology focuses on compliance and 
course catalog

Learning technology creates an always-on, 
collaborative, curated learning experience

Learning content is provided by L&D and experts
Learning content is provided by everyone in the 
organization, and curated by employees as well as 
HR

Credentials are provided by universities and 
DFFUHGLWHG�LQVWLWXWLRQV��VNLOOV�DUH�RQO\�FHUWLȴHG�
through credentials

Credentials come in the form of “unbundled 
FUHGHQWLDOV�ȋ�ZKHUH�SHRSOH�REWDLQ�FHUWLȴFDWHV�LQ�
many ways

'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP
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Talent sourcing and recruitment face tremendous pressure. Talent and skill short-
ages are widespread. Employees are demanding new careers and career models. And 
WHFKQRORJLHV� DQG� LQQRYDWLRQVȃLQFOXGLQJ� FRJQLWLYH�� DUWLȴFLDO� LQWHOOLJHQFH�� VRFLDO� FRO-
laboration, crowds, and the sharing economy—are reshaping the workforce. Leading 
companies are turning the open talent economy into an opportunity by embracing 
WHFKQRORJLHV�DQG�GHYHORSLQJ�QHZ�PRGHOV�WKDW�PDNH�LQQRYDWLYH�XVH�RI�RQ��DQG�R΍�
balance-sheet talent sources. 

• Attracting skilled resources is no longer simply the responsibility of HR. It now 
stands as a top concern of business leaders, ranking third in our survey this year. 

• 0RUH� WKDQ��� LQ���� ����SHUFHQW��H[HFXWLYHV�VD\� WDOHQW�DFTXLVLWLRQ� LV� LPSRUWDQW�RU�
very important. 

Talent acquisition
(QWHU�WKH�FRJQLWLYH�UHFUXLWHU

FINDING WDOHQW�ERWK�RQ��DQG�R̆�EDODQFH�VKHHW�
KDV�PRYHG�IDU�EH\RQG�WUDGLWLRQDO�UHFUXLWLQJ�WR�
HQFRPSDVV� WKH� EURDGHU� VFRSH� RI� WDOHQW� DFTXL-

VLWLRQ� �7$���2QFH� WKH� VROH�GRPDLQ�RI�+5��7$�QRZ�
LQYROYHV� PXOWLSOH� WHDPV� DFURVV� WKH� RUJDQL]DWLRQ��
$GGLQJ� WR� WKH�FRPSOH[LW\�� WKH�DFFHOHUDWLQJ�SDFH�RI�
WHFKQRORJ\�R̆HUV�D�GL]]\LQJ�DUUD\�RI�QHZ�VROXWLRQV��
HYHQ� DV� WKH� QDWXUH� DQG� VRXUFHV� RI� WDOHQW�PDUNHWV�
FRQWLQXH� WR� VKLIW�� &XUUHQW� SODWIRUPV� VWUXJJOH� WR�
DGDSW�EHFDXVH�PDQ\�DUH�WRR�ROG�WR�LQWHJUDWH�HPHUJ-
LQJ�WHFKQRORJLHV��FDSDELOLWLHV��DQG�QHHGV�

BUILDING A STRATEGIC AND 
DIGITAL EMPLOYMENT BRAND

,Q� WRGD\¶V� WUDQVSDUHQW� GLJLWDO� ZRUOG�� D� FRPSDQ\¶V�
HPSOR\PHQW�EUDQG�PXVW�EH�ERWK�KLJKO\�YLVLEOH�DQG�
KLJKO\�DWWUDFWLYH�EHFDXVH�FDQGLGDWHV�QRZ�RIWHQ�¿QG�
WKH� HPSOR\HU�� QRW� WKH� UHYHUVH�� 7R� OHYHUDJH� WKLV� LQ-
WHUHVW�� FRPSDQLHV� DUH� LQWHQVLYHO\� PDQDJLQJ� WKHLU�

HPSOR\PHQW� EUDQG�� ZKLFK� FDQ� ³SXOO´� FDQGLGDWHV�
WRZDUG�WKHP�

&UHDWLQJ�DQ�DWWUDFWLYH�HPSOR\PHQW�EUDQG�LQYROYHV�D�
FRPSOH[�PL[�RI�IRUFHV��2QH�PDMRU�IDFWRU�LV�WKH�RYHU-
DOO� ZRUNIRUFH� H[SHULHQFH�� ZKLFK� UHTXLUHV� KLJK� OHY-
HOV�RI�HQJDJHPHQW�DQG�VWURQJ�FDUHHU�RSSRUWXQLWLHV��
,Q�IDFW��RXWUHDFK�FDPSDLJQV�WR�HGXFDWH�DQG�DWWUDFW�
FDQGLGDWHV�PD\� EH� MXVW� DV� LPSRUWDQW� DV� FXVWRPHU�
IRFXVHG�DGYHUWLVLQJ��+HLQHNHQ�� IRU� H[DPSOH��GHYHO-
RSHG�D�VHULHV�RI�XQFRQYHQWLRQDO�YLGHRV�DQG�ZHE�LQ-
WHUYLHZV�WR�KLJKOLJKW�WKH�HPSOR\HH�H[SHULHQFH�DQG�
VHW�WKH�FRPSDQ\�DSDUW�1

(PSOR\HUV� PXVW� DOVR� UHFRQVLGHU� KRZ� WKH\� FRP-
PXQLFDWH� WKHLU�YDOXH�SURSRVLWLRQ� WR� WKH�ZRUNIRUFH��
'HOO¶V� *OREDO� 7DOHQW� %UDQG� DQG� 7RROV� WHDP� FRP-
SOHWHO\� UHGHVLJQHG� WKH� FRPSDQ\¶V� JOREDO� FDUHHU�
ZHEVLWHV� WR� LQFOXGH� FRQVLVWHQW� PHVVDJLQJ� DQG� LP-
DJHV��7KH�WHDP�DOVR�ODXQFKHG�D�MRE�VHDUFK�RSWLPL]D-
WLRQ�VLWH�DQG�DQ�DJJUHVVLYH�FDPSDLJQ�RI�FDQGLGDWH� 
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IRFXVHG� FRQWHQW� IHDWXULQJ� EORJ� SRVWV� DQG� D� ZLGH�
UDQJH� RI� YLGHRV�� 7KHVH� ZHUH� SRVWHG� RQ� WKH� FRP-
SDQ\¶V�FDUHHU�VLWHV��LWV�<RX7XEH�FKDQQHO��DQG�RWKHU�
HPSOR\HH�� DQG� FDQGLGDWH�IRFXVHG� VLWHV�� VXFK� DV�
*ODVVGRRU�� 7KH� YLGHRV�� ZKLFK� LQFOXGHG� HPSOR\HHV�
WDONLQJ� DERXW� WKHLU� H[SHULHQFHV� DW� 'HOO�� UHDFKHG� D�
ZLGH�DUUD\�RI�VRFLDO�QHWZRUNV�2 

LEVERAGING NEW TECHNOLOGIES—
FROM SOCIAL TO COGNITIVE

7KH�ELJJHVW�GLVUXSWRU�LQ�WDOHQW�DFTXLVLWLRQ�WRGD\�LV�
H[SHULPHQWDWLRQ� ZLWK� WHFK� VROXWLRQV� DQG� VHUYLFHV��
:LWK� RYHU� ���SHUFHQW� RI� 7$� V\VWHPV� FRPLQJ� IURP�
WKLUG�SDUW\� SURYLGHUV�� YHQGRUV� DUH� DFWLYHO\� VHHN-
LQJ�WR�FDSLWDOL]H�RQ�WKHVH�QHZ�WHFKQRORJLHV�3�0DQ\�
RI� WKHVH� DUH� HYROYLQJ� WRZDUG� FRJQLWLYH� FDSDELOLWLHV�
WKDW�EXLOG�RQ�PRELOH�DQG�FORXG�WHFKQRORJLHV��DV�ZHOO�
DV� VRFLDO� QHWZRUNV� VXFK� DV� /LQNHG,Q�� 6RPH� RI� WKH�

ODUJHU� +5� V\VWHPV�� VXFK� DV� :RUNGD\� DQG� 2UDFOH��
DUH�EXLOGLQJ�VROXWLRQV�WKDW�IHHG�LQWR�HYHQ�ELJJHU�V\V-
WHPV��

7KH� PRUH� LQQRYDWLYH� LGHDV� DQG� VROXWLRQV� DUH� FHQ-
WHUHG�DURXQG�FRJQLWLYH�WHFKQRORJLHV�VXFK�DV�DUWL¿FLDO�
LQWHOOLJHQFH��$,���PDFKLQH�WR�PDFKLQH�OHDUQLQJ��UR-
ERWLF�SURFHVV�DXWRPDWLRQ��QDWXUDO�ODQJXDJH�SURFHVV-
LQJ�� SUHGLFWLYH� DOJRULWKPV�� DQG� VHOI�OHDUQLQJ��&KDW-
ERWV� DUH�EHFRPLQJ�SRSXODU�� LQFOXGLQJ� WKH� UHFHQWO\�
ODXQFKHG�2OLYLD��ZKLFK� JXLGHV� FDQGLGDWHV� WKURXJK�
DQ�DSSOLFDWLRQ�SURFHVV�ZLWK�VHTXHQFHG�TXHVWLRQV�4

:KLOH�FRJQLWLYH�7$�LV�FXUUHQWO\�WKH�GRPDLQ�RI�PRVW-
O\�VPDOO��VLQJOH�VROXWLRQ�VWDUW�XSV��,%0¶V�$,�SLRQHHU��
:DWVRQ�� LV� QRZ�PRYLQJ� LQWR� WKH� VSDFH� ZLWK� WKUHH�
QHZ�WHFKQRORJLHV��D�PDFKLQH�OHDUQLQJ�SODWIRUP�WKDW�
UDQNV�WKH�SULRULW\�RI�RSHQ�UHTXLVLWLRQV��VRFLDO�OLVWHQ-
LQJ�IRU�DQ�RUJDQL]DWLRQ¶V�DQG�FRPSHWLWRUV¶�SXEOLFO\�
DYDLODEOH�UHYLHZV�RQ�*ODVVGRRU��7ZLWWHU��DQG�QHZV-
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Figure 1. Talent acquisition: Percentage of respondents rating this trend “important” 
or “very important”
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IHHGV�� DQG� D� WRRO� WKDW�PDWFKHV� FDQGLGDWHV� WR� MREV�
WKURXJK� D� ³¿W� VFRUH´� EDVHG� RQ� FDUHHU� H[SHULHQFHV�
DQG�VNLOOV��7KHVH� WHFKQRORJLHV� WDNH�SUH�H[LVWLQJ�VR-
FLDO�GDWD�DQG�LQIRUPDWLRQ�DQG�WKHQ�DSSO\�DGYDQFHG�
FRJQLWLYH�FDSDELOLWLHV�WR�GHOLYHU�DFWLRQDEOH�DQDO\VLV�

3UHGLFWLYH�DQDO\WLFV�LV�LQFUHDVLQJO\�LPSRUWDQW�WR�7$��
DV�VRSKLVWLFDWHG�DQDO\WLFV�WHDPV�EHJLQ�WR�SULRULWL]H�
UHFUXLWLQJ�ZRUNÀRZV�� FRQGXFW�ZRUNIRUFH� SODQQLQJ��
HYDOXDWH�GL̆HUHQW�UHFUXLWLQJ�VRXUFHV��DVVHVV�TXDOLW\�
RI� KLUH�� DQG� XVH� SUH�KLUH� DVVHVVPHQWV�� &RPSDQLHV�
WKDW�DUH�QRW�SULRULWL]LQJ�DQDO\WLFV�GR�VR�DW�WKHLU�RZQ�
ULVN��

3UHGLFWLYH+LUH�� D� FORXG�EDVHG� 6DD6� DQDO\WLFV� VROX-
WLRQ� SURYLGHU�� IRXQG� WKDW� RQH� RI� LWV� $XVWUDOLDQ� FOL-
HQWV�FRXOG�KDYH�VDYHG�����PLOOLRQ�$XVWUDOLDQ�GROODUV�
E\� XVLQJ� D� SUH�KLUH� DVVHVVPHQW� WRRO��:LWKRXW� WKH�
WRRO��WKH�FOLHQW�KLUHG����SHRSOH�RYHU����PRQWKV�EXW�
ORVW� �������� $XVWUDOLDQ� GROODUV� RQ� WKRVH� DSSRLQW-
PHQWV��DV�PHDVXUHG�LQ�SHRSOH�FRVWV�R̆VHW�E\�WKH�UHY-
HQXHV�WKH\�JHQHUDWHG�5 

7KH� DSSOLFDQW� WUDFNLQJ� V\VWHP� �$76�²ZKLFK� KDV�
WUDGLWLRQDOO\�EHHQ�DQ�LPPHQVH�7$�¿OLQJ�FDELQHW²LV�
EHLQJ� UHLQYHQWHG�E\� LQQRYDWLYH� VROXWLRQ�SURYLGHUV��
7KHVH�SURYLGHUV�DUH�DXJPHQWLQJ�WKH�$76�ZLWK�RWKHU�
7$� WHFKQRORJLHV�� LQFOXGLQJ� FDQGLGDWH� UHODWLRQVKLS�
PDQDJHPHQW��YLGHR�LQWHUYLHZLQJ��DQG�DQDO\WLFV��)RU�
H[DPSOH��+5�VRIWZDUH� FRPSDQ\�/HYHU�KDV� UHLPDJ-
LQHG�WKH�$76�WR�SLYRW�DURXQG�FDQGLGDWH�UHODWLRQVKLS�
PDQDJHPHQW��R̆HULQJ�EXLOW�LQ��UHDO�WLPH�UHSRUWLQJ�
DFURVV�DOO�SLSHOLQHV�DQG�UHFUXLWLQJ�IXQFWLRQV��

)RUZDUG�ORRNLQJ� RUJDQL]DWLRQV� DUH� DOVR� EHJLQQLQJ�
WR�HPSOR\�VLPXODWLRQV�DQG�JDPLQJ�WR�FRQQHFW�ZLWK�
WDOHQW��SDUWLFXODUO\�0LOOHQQLDOV��DQG�DQDO\]H�ZKHWK-
HU�FDQGLGDWHV�DUH�SULPHG�WR�VXFFHHG�LQ�D�JLYHQ�UROH��
+RZHYHU�� IHZ� DUH� IXOO\� XWLOL]LQJ� WKHVH� FDSDELOLWLHV��
-XVW���SHUFHQW�RI�VXUYH\HG�JOREDO�EXVLQHVV� OHDGHUV�
VD\�WKHLU�FRPSDQ\�LV�H[FHOOHQW�DW�XVLQJ�JDPLQJ�DQG�
VLPXODWLRQV� WR� DWWUDFW� DQG� DVVHVV� SRWHQWLDO� FDQGL-
GDWHV��DQG����SHUFHQW�RI�UHVSRQGHQWV�UDWH�WKHLU�FRP-
SDQ\�DV�ZHDN���6HH�¿JXUH����

USING VIDEO AS A TOOL FOR A 
COMPELLING CANDIDATE EXPERIENCE

7KH� FDQGLGDWH� H[SHULHQFH� LV� WKH� ¿UVW� SKDVH� RI� WKH�
EURDGHU� HPSOR\HH� H[SHULHQFH�� <HW� RQO\� ��� SHUFHQW�
RI�JOREDO�EXVLQHVV�OHDGHUV�VXUYH\HG�WKLV�\HDU�EHOLHYH�
WKHLU�FRPSDQLHV�GR�DQ�H[FHOOHQW�MRE�FXOWLYDWLQJ�DQG�
PRQLWRULQJ� ORQJ�WHUP� UHODWLRQVKLSV�ZLWK� SRWHQWLDO�
IXWXUH�WDOHQW��

9LGHR�LV�HPHUJLQJ�DV�D�WRRO�WR�DGGUHVV�WKLV�FKDOOHQJH�
E\� HQDEOLQJ� D� PRUH� FRPSHOOLQJ� FDQGLGDWH� H[SHUL-
HQFH�� 6$3�� IRU� H[DPSOH�� XVHV� FDUWRRQV� DQG� YLGHR�
JDPHV�WR�LOOXVWUDWH�OLIH�DW�WKH�FRPSDQ\�LQ�DQ�HQJDJ-
LQJ�ZD\���2WKHU�RUJDQL]DWLRQV�DUH� UHLPDJLQLQJ� WKH�
DJH�ROG�MRE�GHVFULSWLRQ�LQ�D�YLGHR�IRUPDW��-RE�SRVW-
LQJV�RQ�)DFHERRN�WKDW�IHDWXUH�YLGHRV�UHFHLYH����SHU-
FHQW�PRUH�DSSOLFDWLRQV�� 

9LGHR�LV�DOVR�WUDQVIRUPLQJ�LQWHUYLHZV��$,�DQG�D�YLG-
HR�LQWHUYLHZ�PD\�EH�EHWWHU�DEOH�WR�LGHQWLI\�SURPLV-
LQJ�FDQGLGDWHV� WKDQ�D� WUDGLWLRQDO� LQWHUYLHZ��VDYLQJ�
PRQH\� DQG� UHGXFLQJ� WLPH�WR�KLUH�� )RU� H[DPSOH��
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71% 23% 6%
Using games and simulations to attract 

and assess potential candidates

Weak ExcellentAdequate

Percentage of total responses

Figure 2. Respondents’ ratings of their ability to use games and simulations to attract 
and assess potential candidates
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Rewriting the rules for the digital age

+LOWRQ�XVHG�D�YLGHR�LQWHUYLHZLQJ�SODWIRUP�WR�FXW�LWV�
UHFUXLWLQJ� F\FOH� IURP� VL[� ZHHNV� WR� MXVW� ¿YH� GD\V����

9LGHR�LQWHUYLHZLQJ�FDQ�UHGXFH�SUH�KLUH�DVVHVVPHQW�
TXHVWLRQV�IURP�����WR�MXVW���DQG�UDLVHV�WKH�SRVVLELO-
LW\�RI�RQH�LQWHUYLHZ�KLUHV�

,QGHHG�� D� FRQVHQVXV� LV� HPHUJLQJ� WKDW� WUDGLWLRQDO�
LQWHUYLHZLQJ²VXEMHFWLYH�DQG�XQVWDQGDUGL]HG²PD\�
EH�DQ�XQUHOLDEOH�PHWKRG�IRU�SUHGLFWLQJ�D�SRWHQWLDO�
HPSOR\HH¶V�VXFFHVV��-XVW�DV�EOLQG�PXVLFDO�DXGLWLRQV�
LQFUHDVHG� WKH� QXPEHU� RI� ZRPHQ� LQ� $PHULFDQ� RU-
FKHVWUDV��H̆RUWV�WR�FRQWURO�XQFRQVFLRXV�ELDV�DUH�RQ�
WKH�ULVH�LQ�EXVLQHVV�9 

FROM CREDENTIALS TO SKILLS

7R� MXGJH�ZKHWKHU� FDQGLGDWHV�ZLOO� EH� H̆HFWLYH�� HP-
SOR\HUV� DUH� VKLIWLQJ� WKHLU� IRFXV� IURP� FKHFNLQJ� FUH-
GHQWLDOV� WR� FRQ¿UPLQJ� VNLOOV��0RUH� WKDQ� D� TXDUWHU�
RI�JOREDO�EXVLQHVV�OHDGHUV�ZH�VXUYH\HG�����SHUFHQW��
DUH�XVLQJ�JDPHV�DQG�VLPXODWLRQV�WR�DWWUDFW�DQG�DV-
VHVV�SRWHQWLDO�FDQGLGDWHV��EXW�RQO\���SHUFHQW�WKLQN�
WKH\� DUH� SHUIRUPLQJ� H[FHOOHQWO\�� 0DQ\� RUJDQL]D-
WLRQV�DUH�WXUQLQJ�WR�MRE�VLPXODWLRQ�VRIWZDUH��ZKLFK�
FDQ�LPSURYH�KLULQJ�E\�JLYLQJ�FDQGLGDWHV�WDVNV�WKH\�
ZRXOG�GR�RQ�WKH�MRE��6WLOO�RWKHUV�DUH�XVLQJ�YLGHR�WR�
GHPRQVWUDWH�VNLOOV��6NLOO�6FRXW�SURGXFHV�D�VKRUW�MRE�
YLGHR�WKDW�VHUYHV�DV�D�³MRE�SRVW�LQ�PRWLRQ�´�DOORZLQJ�
FDQGLGDWHV� WR�SUHYLHZ�ZKDW� WKH� MRE� LV� OLNH�DQG�WKH�
VNLOOV�UHTXLUHG��� 

9HWHUDQV� DUH� D� SULPH� H[DPSOH� RI� KRZ� WHFKQRORJ\�
FDQ� LGHQWLI\� YDOXDEOH� VNLOOV� LQ� RYHUORRNHG� WDOHQW�
SRROV��7KLV�JURXS�KDV�PDQ\�RI�WKH�VNLOOV�HPSOR\HUV�
QHHG�EXW�PD\�ODFN�WKH�FHUWL¿FDWLRQ�FUHGHQWLDOV�WKDW�
PDQ\� EXVLQHVVHV� UHTXLUH��0DQ\� RUJDQL]DWLRQV� DUH�
QRZ�XVLQJ�PLOLWDU\�³WUDQVODWRUV´�LQ�ZKLFK�YHWHUDQV�
FDQ�HQWHU�WKHLU�PLOLWDU\�MRE�FRGH�DQG�WLWOH�DQG�WUDQV-
ODWH�WKHLU�PLOLWDU\�VNLOOV�LQWR�FLYLOLDQ�WHUPV�11 

)LQDOO\�� FRQVXPHU�IDFLQJ� EUDQGV� DUH� ¿QGLQJ� ZD\V�
WR� UHMHFW� FDQGLGDWHV� ZLWKRXW� GDPDJLQJ� WKHLU� UHSX-
WDWLRQ�� 7R� NHHS� UHMHFWHG� FDQGLGDWHV� SRVLWLYHO\� HQ-
JDJHG��(ULFVVRQ�SDUWQHUHG�ZLWK�WKLUG�SDUW\�YHQGRU�
&DUHHU$UF� WR� FUHDWH� D� FRPSDQ\�EUDQGHG� MRE�SODFH-
PHQW� SRUWDO�� ODXQFKHG� LQ� ������ FDOOHG� &DQGLGDWH�
&DUH�� 5HMHFWHG� FDQGLGDWHV� UHFHLYH� D� OHWWHU� LQYLWLQJ�
WKHP� WR� WDNH� DGYDQWDJH� RI� WKH� MRE� SODFHPHQW� SRU-
WDO��RQFH�UHJLVWHUHG��SDUWLFLSDQWV�FDQ�OHDUQ�VNLOOV�WR�
LPSURYH�WKHLU�UpVXPpV��ERRVW�WKHLU�LQWHUYLHZ�VNLOOV��
OHDUQ� KRZ� WR� OHYHUDJH� SHUVRQDO� QHWZRUNV�� DQG� LP-
SURYH�WKHLU�MRE�VHDUFKLQJ�VNLOOV��7KH�&DQGLGDWH�&DUH�
SODFHPHQW�SRUWDO�KDV�EHHQ�D�KXJH�VXFFHVV��ZLWK����
SHUFHQW� RI� HOLJLEOH� SDUWLFLSDQWV� HOHFWLQJ� WR� VLJQ�XS�
IRU�WKH�SODWIRUP�12 

OPTIMIZING SOURCING CHANNELS

2UJDQL]DWLRQV�HPSOR\�PDQ\�VRXUFLQJ� VWUDWHJLHV� WR�
DWWUDFW�DQG�HQJDJH�WRS�WDOHQW��$�FRPSDQ\¶V�RZQ�HP-
SOR\HHV�GHOLYHU�WKH�KLJKHVW�TXDOLW\�FDQGLGDWHV��ZLWK�
RYHU� KDOI� RI� VXUYH\HG� RUJDQL]DWLRQV� ���� SHUFHQW��
FLWLQJ�HPSOR\HH� UHIHUUDOV�DV�RQH�RI� WKHLU� WRS� WKUHH�
FKDQQHOV��IROORZHG�E\�SURIHVVLRQDO�QHWZRUNLQJ�VLWHV�

In the open talent 
economy, technology 
allows talent to move 

more freely than 
before—from role to 

role, within and outside 
the enterprise, and 

across organizational 
and geographic 

boundaries.
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����SHUFHQW�� DQG� LQWHUQDO� FDQGLGDWHV� ����SHUFHQW����
,Q�������RQO\����SHUFHQW�RI�VXUYH\HG�JOREDO�EXVLQHVV�
OHDGHUV�WKRXJKW�WKHLU�XVDJH�RI�VRFLDO�WRROV�IRU�VRXUF-
LQJ� DQG� DGYHUWLVLQJ� SRVLWLRQV� ZDV� H[FHOOHQW�� WKLV�
QXPEHU�KDV�PRUH�WKDQ�GRXEOHG��WR����SHUFHQW�

,Q� WKH�RSHQ� WDOHQW�HFRQRP\�� WHFKQRORJ\�DOORZV� WDO-
HQW�WR�PRYH�PRUH�IUHHO\�WKDQ�EHIRUH²IURP�UROH�WR�
UROH��ZLWKLQ�DQG�RXWVLGH�WKH�HQWHUSULVH��DQG�DFURVV�
RUJDQL]DWLRQDO�DQG�JHRJUDSKLF�ERXQGDULHV��2UJDQL-
]DWLRQV�WKDW�DUH�OHYHUDJLQJ�RSHQ�WDOHQW�DUH�SDUWQHU-
LQJ� ZLWK� WHPSRUDU\� ODERU� PDUNHWSODFH� FRPSDQLHV�
VXFK� DV� 6KLIW*LJ� DQG� %RXQW\-REV�� H�VWḊQJ� DJHQ-
FLHV� VXFK� DV�+,5('� DQG�&ORVHU,4�� IUHHODQFH�PDQ-
DJHPHQW� V\VWHPV� VXFK� DV� 2Q)RUFH� DQG� -RE%OLVV��
DQG� FURZGVRXUFHG� UHFUXLWPHQW� V\VWHPV� VXFK� DV�
$PD]RQ¶V�0HFKDQLFDO�7XUN�DQG�*LJZDON�14 

2XU�JOREDO�VXUYH\� WKLV�\HDU� IRXQG�FDSDELOLWLHV�UHOD-
WLYH�WR�QHZ�VRXUFLQJ�DQG�WDOHQW�SRROV�WR�EH�DPRQJ�
WKH�ZHDNHVW� UHSRUWHG��0RUH� WKDQ� KDOI� RI� VXUYH\HG�
JOREDO� EXVLQHVV� OHDGHUV� ���� SHUFHQW�� UHSRUW� ZHDN�
FDSDELOLWLHV� LQ� UHODWLRQ� WR� JLJ� DQG� WDOHQW� HFRQRP\�
UHVRXUFHV��DQG�RQO\���SHUFHQW�UDWH�WKHLU�FRPSDQLHV¶�
DELOLW\�WR�PDQDJH�FURZGVRXUFLQJ�DV�H[FHOOHQW���6HH�
¿JXUH� ���� ,PSURYLQJ� WKHVH� FDSDELOLWLHV� ZLOO� GHWHU-
PLQH� ZKLFK� EXVLQHVVHV� FDQ� DWWUDFW� QHHGHG� WDOHQW�
DQG�ZKLFK� VWUXJJOH� WR� LGHQWLI\� DQG� LQFRUSRUDWH� LQ�
GHPDQG�VNLOOV�

OPTIMIZING THE TALENT 
ACQUISITION OPERATING MODEL

0DQ\�ELJ�RUJDQL]DWLRQV�KDYH�HPEUDFHG�VKDUHG�VHU-
YLFHV�IRU�+5��\HW�ZKHQ�LW�FRPHV�WR�UHFUXLWLQJ��ORFDO�
KLULQJ�PDQDJHUV�WHQG�WR�ZRUN�ODUJHO\�DORQH�ZLWK�WKH�
KHOS�RI� ORFDO�UHFUXLWHUV�RU�+5�SURIHVVLRQDOV��*LYHQ�
WKH�H[SHQVH��FRUSRUDWH�+5�LV�WKH�PRVW�OLNHO\�FKRLFH�
WR�LQYHVW�LQ�WKH�WDOHQW�DFTXLVLWLRQ�SURGXFWV�WKDW�FDQ�
PDNH�WKH�FRPSDQ\�VWDQG�RXW��$QG�WKDW¶V�OLNHO\�WR�EH�
PRQH\�ZHOO�VSHQW��&RPSDQLHV�FDQ�VXSSRUW�WKLV�QHZ�
DSSURDFK�WR�WDOHQW�DFTXLVLWLRQ�E\�VWDUWLQJ�ZLWK�D�GH-
JUHH�RI�FHQWUDOL]DWLRQ�WR�JDLQ�WKH�EHQH¿W�RI�VFDOH�DQG�
ḢFLHQF\� DQG�� PRUH� LPSRUWDQWO\�� FUHDWH� D� VWURQJ�
DQG� FRPSHWLWLYHO\� GL̆HUHQWLDWHG� FDQGLGDWH� H[SHUL-
HQFH�

Lessons from the front lines
*OREDO� FRQVXPHU� SURGXFWV� JLDQW� 8QLOHYHU� LV� FRP-
ELQLQJ�JDPL¿FDWLRQ�DQG�YLGHR�LQWHUYLHZLQJ�WR�FUHDWH�
DQ�DOO�GLJLWDO�JUDGXDWH�UHFUXLWLQJ�SURFHVV��VLPSOL¿HG�
LQWR�IRXU�HDV\�VWHSV�15 

)LUVW��FDQGLGDWHV�FRPSOHWH�D�VKRUW�RQOLQH�IRUP�WLHG�
WR�WKHLU�/LQNHG,Q�SUR¿OHV²QR�UpVXPpV�QHHGHG��6HF-
RQG�� FDQGLGDWHV� VSHQG� ��� PLQXWHV� RQ� D� VHULHV� RI�
JDPHV� WKDW�DUH�DYDLODEOH�RQ�FRPSXWHUV�� WDEOHWV��RU�
VPDUWSKRQHV��:RUNLQJ� ZLWK� JDPL¿FDWLRQ� VROXWLRQ�

Deloitte University Press  |  dupress.deloitte.com

Managing contingent, outsourced, 
contracted, and part-time sources of labor

Understanding emerging skills and 
critical capability gaps

Managing gig and talent-sharing 
economy resources

Managing crowdsourcing as part of the 
organization’s workforce and talent 

programs

25% 57% 19%

53% 39% 9%

59% 33% 8%

Percentage of total responses

Weak ExcellentAdequate

14%62%24%

Figure 3. Respondent ratings of sub-capabilities related to talent acquisition
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Rewriting the rules for the digital age

SURYLGHU� 3\PHWULFV�� WKH� 8QLOHYHU� 7$� WHDP� GHYHO-
RSHG����JDPHV�WKDW�SURYLGH�LQVLJKW�LQWR�YDULRXV�FD-
SDELOLWLHV�VXFK�DV�SUREOHP�VROYLQJ��SHUVRQDOLW\��DQG�
FRPPXQLFDWLRQ� VW\OH�� $IWHU� FRPSOHWLQJ� WKH� JDPHV��
DOO� FDQGLGDWHV� UHFHLYH� D� SHUVRQDOL]HG� IHHGEDFN� UH-
SRUW�

2QO\�FDQGLGDWHV�VHOHFWHG�E\�WKH�3\PHWULFV�SURJUDP�
PRYH�RQ�WR� WKH� WKLUG�VWHS��UHFRUGLQJ�D�YLGHR� LQWHU-
YLHZ��8QLOHYHU�XVHV�+LUH9XH�IRU�LWV�YLGHR�LQWHUYLHZ-
LQJ�SODWIRUP��ZKLFK�GLJLWDOO\�DVVHVVHV�DQG�UDQNV�WKH�
YLGHR� LQWHUYLHZV� WR� GHWHUPLQH� FDQGLGDWH� ¿W�� 7KH�
VWURQJHVW� FDQGLGDWHV� WKHQ� PRYH� RQ� WR� WKH� IRXUWK�
VWHS��ZKHQ�WKH\�DUH�LQYLWHG�WR�D�'LVFRYHU\�&HQWUH�IRU�
DQ�LQ�SHUVRQ�³GD\�LQ�WKH�OLIH�DW�8QLOHYHU´�VLPXODWLRQ�

8QLOHYHU� SURXGO\� DQQRXQFHG� WKH� WUDQVIRUPDWLRQ�
RI� LWV�JUDGXDWH�UHFUXLWPHQW�SURFHVV�RQ� LWV�ZHEVLWH��
³*RRG�QHZV�IRU�QHZ�JUDGV²WKDW�WLPH�\RX�VSHQW�RQ�
0LQHFUDIW�DQG�:RUOG�RI�:DUFUDIW�PD\�KDYH�DFWXDOO\�
EHHQ� WLPH�ZHOO� VSHQW��8QLOHYHU�KDV�GLJLWL]HG� LWV� UH-
FUXLWPHQW�SURFHVV�DQG����PLQXWHV�RI�JDPLQJ�LV�QRZ�
SDUW�RI�WKH�PL[�´�� 

:KLOH�WKH�SURFHVV�LV�LQ�LWV�HDUO\�VWDJHV��8QLOHYHU�UH-
FUXLWHUV� DUH� UHSRUWLQJ� VLJQL¿FDQW� LPSURYHPHQWV� LQ�
WKH�KLULQJ�SURFHVV��8QGHU�WKH�ROG�V\VWHP��UHFUXLWHUV�
VFUHHQHG�VL[�FDQGLGDWHV�WR�SXW�RQH�WKURXJK�WKH�SUR-
FHVV��QRZ�UHFUXLWHUV�DUH�VFUHHQLQJ�WZR�FDQGLGDWHV�WR�
SXW�RQH�WKURXJK�DOO�WKH�IRXU�VWHSV���

$QRWKHU� ODUJH� HPSOR\HU� LQ� WKH� UHWDLO� LQGXVWU\�ZDV�
VWUXJJOLQJ� ZLWK� KLJK� HPSOR\HH� WXUQRYHU�� D� ODFN�
RI� IRFXV� RQ� WKH� FDQGLGDWH� H[SHULHQFH�� DQG� RYHUDOO�
EUDQG�VRFLDO�SUHVHQFH�DV�LW�WULHG�WR�UDLVH�WKH�OHYHO�RI�
WDOHQW�LQ�WKH�RUJDQL]DWLRQ��0RVW�RI�LWV�ZRUNHUV�ZHUH�
QRQH[HPSW� KRXUO\� VWD̆�� +LULQJ� PDQDJHUV� RQ� WKH�
OLQH�ZHUH�EXUGHQHG�ZLWK�KLJK�YROXPHV��HVSHFLDOO\�DW�
VHDVRQDO�SHDNV��WR�DYRLG�JHWWLQJ�RYHUZKHOPHG��WKH\�
ZHUH�WDNLQJ�SHRSOH�RQ�ZLWK�OLWWOH�UHJDUG�WR�WDOHQW�GH-
YHORSPHQW��3RWHQWLDO�QHZ�VRXUFHV�RI�WDOHQW�ZHUH�OHIW�
XQWDSSHG�

7KH�FRPSDQ\�GHFLGHG�WR� LPSOHPHQW�D�QHZ�KXPDQ�
FDSLWDO� PDQDJHPHQW� VRIWZDUH� SDFNDJH� WR� UHSODFH�
LWV�KRGJHSRGJH�RI�PDQXDO�DQG�DXWRPDWHG�V\VWHPV��
%XW�WKH�VRIWZDUH�ZDVQ¶W�HQRXJK²+5�QHHGHG�WR�JHW�
LQYROYHG� WR� VKRZ� OLQH� VXSHUYLVRUV� WKH� LPSRUWDQFH�
RI�PDQDJLQJ�WDOHQW�RYHU�WLPH��IURP�KLULQJ�WKURXJK�
RULHQWDWLRQ� DQG� EH\RQG�� +5� VHW� XS� D� FHQWUDOL]HG�
UHFUXLWLQJ� FHQWHU� WR� SUH�VFUHHQ� FDQGLGDWHV� IRU� LQ-

GLYLGXDO� VWRUHV�� ,W�DOVR�HVWDEOLVKHG�D�VHULHV�RI� VWDQ-
GDUGL]HG�SURFHVVHV�WR�PDNH�VXUH�FDQGLGDWHV�GLGQ¶W�
IDOO�WKURXJK�WKH�FUDFNV�DQG�ZRXOG�HQMR\�D�EHWWHU�DQG�
PRUH� FRQVLVWHQW� H[SHULHQFH�� 1HZ� HPSOR\HHV� ZHUH�
VHW�XS�ZLWK�OHDUQLQJ�SODQV�DV�SDUW�RI�WKHLU�RQERDUG-
LQJ�� DQG�+5� WRRN� QRWH� RI� WKHLU� FRPSHWHQFLHV� DQG�
FDUHHU�LQWHUHVWV�

%\�FHQWUDOL]LQJ�WKH�HPSOR\HH�GDWD��+5�ZDV�DEOH�WR�
PRYH�WKH�RUJDQL]DWLRQ�WRZDUG�DQ�³RSHQ�PDUNHW´�DS-
SURDFK�WR�WDOHQW�DQG�PRELOLW\��7KLV�KHOSHG�QRW�MXVW�
ZLWK� UHWDLQLQJ� FXUUHQW� HPSOR\HHV� EXW�ZLWK� DWWUDFW-
LQJ� RXWVLGH� FDQGLGDWHV�� GULYLQJ� D� FRQVLVWHQW� FDQGL-
GDWH� H[SHULHQFH� DFURVV� WKH� HQWHUSULVH� WKDW� EHWWHU�
DOLJQHG�ZLWK� WKH�FRPSDQ\¶V� WDOHQW�VWUDWHJ\�DQG�GH-
VLUHG�UHSXWDWLRQ�LQ�WKH�PDUNHWSODFH��

$V� WKLV� ODUJH� HPSOR\HU� IRXQG�� WHFKQRORJ\� LVQ¶W�
HQRXJK� WR� HOHYDWH� D� FRPSDQ\¶V� UHFUXLWLQJ� H[SHUL-
HQFH��7R�KHOS�HQVXUH�D�VWHDG\�ÀRZ�RI�WDOHQW�LQWR�WKH�
RUJDQL]DWLRQ�DQG� FUHDWH� DQ� DSSURDFK� WKDW�GHOLJKWV�
FDQGLGDWHV�� HVSHFLDOO\�ZLWK� WKH� MRE�PDUNHW� WLJKWHQ-
LQJ��FRPSDQLHV�VKRXOG�VWDUW�ZLWK�D�EURDGHU�SHUVSHF-
WLYH� RQ� KLULQJ� WKURXJK� WKH� OHQV� RI� WKH� FDQGLGDWH��
7KH\�FDQ�QR�ORQJHU�D̆RUG�WR�UHO\�RQ�ORFDO�PDQDJHUV�
WR�UHSUHVHQW�WKH�FRPSDQ\�

Start here
• Leverage new technologies:� 7KH� ZRUOG� RI�
UHFUXLWLQJ� LV� EHFRPLQJ� D� GLJLWDO� H[SHULHQFH²
SHUKDSV�OHDGLQJ�WKH�SDFN�DPRQJ�WKH�UHVW�RI�+5�
SURFHVVHV²DV� FDQGLGDWHV� FRPH� WR� H[SHFW� FRQ-

Given the expense, 
corporate HR is the 
most likely choice to 
invest in the talent 

acquisition products 
that can make the 

company stand out.
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YHQLHQFH� DQG� PRELOH� H[SHULHQFHV�� ([SORUH� WKH�
YDOXH� RI� FRJQLWLYH� WRROV�� YLGHR�� DQG� JDPLQJ�� HV-
SHFLDOO\�ZKHQ�WKH\�EXLOG�RQ�VRFLDO�QHWZRUNV�DQG�
WKH�FORXG�

• Build a digital employment brand:�(YHU\-
WKLQJ�DQ�RUJDQL]DWLRQ�GRHV�LQ�WKH�GLJLWDO�DQG�VR-
FLDOO\�QHWZRUNHG�ZRUOG� D̆HFWV� FDQGLGDWHV¶� GHFL-
VLRQ�WR�ZRUN�WKHUH��%H�VXUH�WR�PRQLWRU�DQG�DOLJQ�
PHVVDJLQJ�DFURVV�VLWHV�DQG�H[SHULHQFHV�

• Create a compelling candidate experi-
ence:� 3XW� \RXUVHOI� LQWR� WKH� FDQGLGDWHV¶� VKRHV��
:KDW�LV�XQLTXH�DERXW�\RXU�RUJDQL]DWLRQ�WKDW�FDQ�
DGG�ULFKQHVV�WR�WKH�FDQGLGDWH�H[SHULHQFH"�:KDW�
TXDOLWLHV�ERWK�VHW�\RXU�FRPSDQ\�DSDUW�DQG�PDNH�
LW�PRUH�DWWUDFWLYH�WR�FDQGLGDWHV"

• Broaden and expand sourcing channels: 
2SHQ� XS� WDOHQW� SLSHOLQHV� WR� QRQWUDGLWLRQDO�
VRXUFHV��7KLQN�DERXW�KRZ�EHVW�WR�VRXUFH�DQG�UH-
FUXLW� IRU�WKH�PDQ\�W\SHV�RI� WDOHQW�QHHGHG��ERWK�
RQ�DQG�R̆�WKH�EDODQFH�VKHHW��LQFOXGLQJ�IXOO��DQG�
SDUW�WLPH� HPSOR\HHV�� IUHHODQFHUV�� JLJ� ZRUNHUV��
DQG�FURZGV�

• Integrate sourcing:�7DOHQW�DFTXLVLWLRQ�VRXUF-
LQJ� VKRXOG� EH� FRQQHFWHG� DFURVV� +5�� EXVLQHVV��
SURFXUHPHQW�� ,7�� DQG� RWKHU� IXQFWLRQV�� 0RYH�
EH\RQG�VLORV�WRZDUG�FRRUGLQDWHG�WDOHQW�VRXUFLQJ�
FKDQQHOV�
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Rewriting the rules for the digital age

Figure 4. Talent acquisition: Old rules vs. new rules

Old rules New rules

5HFUXLWHUV�XVHG�ΖQWHUQHW�WRROV�WR�ȴQG�FDQGLGDWHV

Recruiters continuously expand their use of social 
media sites for sourcing, including Twitter, Facebook, 
Glassdoor, Pinterest, and Quora, in addition to 
LinkedIn

Employment brand is viewed as a marketing strategy Employment brand has a complete strategy, reaching 
into all possible candidate pools and channels

Recruiters run the recruiting process
Recruiters partner with hiring managers throughout 
the search process, leveraging their networks, 
cultural needs, and success criteria

Job descriptions communicate what the organization 
demands from the potential employee

Job descriptions focus on the needs of the 
candidates—a tactic that yields three times as many 
highly rated applicants*

An applicant tracking system is the only required 
talent acquisition technology 

Companies have talent acquisition technology 
platforms that manage sourcing, video interviewing, 
interview management, candidate relationship 
management, and onboarding

7DOHQW�DFTXLVLWLRQ�SURFHVVHV�DUH�EXLOW�RQ�HɝFLHQF\��
H΍HFWLYHQHVV��DQG�VSHHG�RI�KLUH�LQ�D�ZD\�WKDW�ZRUNV�
for the enterprise

The candidate and hiring manager are front and 
center in talent acquisition processes, tailoring the 
candidate experience around the moments that 
matter in the talent acquisition journey with the 
organization

* Andre Lavoie, “How to attract the best talent with your job descriptions,” Aberdeen Essentials, September 25, 
2015, www.aberdeenessentials.com/hcm-essentials/how-to-attract-the-best-talent-with-your-job-descriptions/.

'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP

FAST FORWARD

Accelerating digital, video, and cognitive technologies and ever-increasing transparency 
DUH�TXLFNO\�FKDQJLQJ�KRZ�UHFUXLWHUV�ȴQG�DQG�FRXUW�VNLOOHG�HPSOR\HHV��5DWKHU�WKDQ�
continuing to focus on sourcing and selection, recruiters are now relationship builders 
and managers. They are looking to enable a positive candidate experience for new 
employees—a task that requires both new responsibilities and new skills. 

Savvy recruiters will continue to embrace new TA technologies and hone their 
relationship-building skills. Indeed, this is the promise of cognitive recruiting. As 
AI and other technologies take over the basic, time-consuming tasks of sourcing 
candidates, human jobs will shift. A recruiter in this new world can add value by 
building psychological and emotional connections with candidates and constantly 
strengthening the employment brand.
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ΖQ� D� GLJLWDO� ZRUOG� ZLWK� LQFUHDVLQJ� WUDQVSDUHQF\� DQG� WKH� JURZLQJ� LQȵXHQFH� RI�
Millennials, employees expect a productive, engaging, enjoyable work experience. 
Rather than focus narrowly on employee engagement and culture, organizations are 
developing an integrated focus on the entire employee experience, bringing together 
all the workplace, HR, and management practices that impact people on the job. A 
QHZ�PDUNHWSODFH�RI�SXOVH�IHHGEDFN�WRROV��ZHOOQHVV�DQG�ȴWQHVV�DSSV��DQG�LQWHJUDWHG�
employee self-service tools is helping HR departments understand and improve this 
experience. Through new approaches such as design thinking and employee journey 
maps, HR departments are now focusing on understanding and improving this com-
plete experience and using tools such as employee net promoter scores to measure 
employee satisfaction.1

• Organizational culture, engagement, and employee brand proposition remain top 
priorities in 2017; employee experience ranks as a major trend again this year.

• 1HDUO\� ��� SHUFHQW� RI� H[HFXWLYHV� UDWHG� HPSOR\HH� H[SHULHQFH� YHU\� LPSRUWDQW� ����
SHUFHQW��RU�LPSRUWDQW�����SHUFHQW���EXW�RQO\����SHUFHQW�UHSRUWHG�WKDW�WKHLU�FRPSD-
QLHV�ZHUH�H[FHOOHQW�DW�EXLOGLQJ�D�GL΍HUHQWLDWHG�HPSOR\HH�H[SHULHQFH��

• Fifty-nine percent of survey respondents reported they were not ready or only 
somewhat ready to address the employee experience challenge.

The employee experience
Culture, engagement, and beyond

A PRODUCTIVE, SRVLWLYH�HPSOR\HH�H[SHULHQFH�
KDV� HPHUJHG� DV� WKH� QHZ� FRQWUDFW� EHWZHHQ�
HPSOR\HU�DQG�HPSOR\HH�� -XVW� DV�PDUNHWLQJ�

DQG� SURGXFW� WHDPV� KDYH�PRYHG� EH\RQG� FXVWRPHU�
VDWLVIDFWLRQ�WR�ORRN�DW�WRWDO�FXVWRPHU�H[SHULHQFH��VR�
LV�+5� UHIRFXVLQJ� LWV� H̆RUWV� RQ� EXLOGLQJ� SURJUDPV��
VWUDWHJLHV��DQG�WHDPV�WKDW�XQGHUVWDQG�DQG�FRQWLQX-
RXVO\�LPSURYH�WKH�HQWLUH�HPSOR\HH�H[SHULHQFH��2XU�
UHVHDUFK�KDV�LGHQWL¿HG����HOHPHQWV�WKDW�EULQJ�WKLV�
WRJHWKHU��HDFK�RI�ZKLFK�UHTXLUHV�IRFXV�DQG�DWWHQWLRQ�
IURP�+5�DQG�PDQDJHPHQW�2

7KH� SUREOHPV� RI� HPSOR\HH� HQJDJHPHQW� DQG� SUR-
GXFWLYLW\� FRQWLQXH� WR� JURZ�� 2YHUDOO� HPSOR\HH� HQ-
JDJHPHQW�� PHDVXUHG� E\� *ODVVGRRU� GDWD� DFURVV�
WKRXVDQGV�RI�FRPSDQLHV��LV�ÀDW�\HDU�RYHU�\HDU�3�7KLV�
7KLV�\HDU¶V�Global Human Capital Trends�UHVHDUFK�
VKRZV� WKDW� RUJDQL]DWLRQV¶� DELOLW\� WR� DGGUHVV� WKHVH�
LVVXHV� RI� HQJDJHPHQW� DQG� FXOWXUH� KDV� GURSSHG� E\�
���SHUFHQW�VLQFH�ODVW�\HDU��LOOXVWUDWLQJ�KRZ�FRPSOH[�
WKH�ZRUN� HQYLURQPHQW� KDV� EHFRPH�� ,Q� VHYHUDO� LP-
SRUWDQW�DUHDV�� WKHUH� LV� OLWWOH�RU�QR� LPSURYHPHQW�DW�
DOO���6HH�¿JXUH����
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)LJXUH����3HUFHQWDJH�RI�FRPSDQLHV�WKDW�IHHO�WKH\�DUH�H[FHOOHQW�LQ�HDFK�DUHD

���� ���� Change

Helping employees balance personal 
and professional life/work demands 23% 19% 21% better

Aligning employees and personal 
goals with corporate purpose 24% 23% 4% better

Providing programs for younger, 
older, and a multi-generational 
workforce

11% 11% Flat

Understanding and using design 
thinking as part of the employee 
experience 

10% 13% 23% worse

'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP

Percentages by region:

Latin & South
America

North
America

Americas
85 84

Asia Oceania

$VLD�3DFLȴF
85 85

Africa Central & 
Eastern Europe

Middle East Nordic
countries

Western
Europe

Europe, Middle East, and Africa
82 77 77 69 71

Italy  79

 UK  84

Canada  80

Belgium  63

  76  Netherlands

Spain  77

83  South Africa

USA  85

Mexico  83

93  Brazil
85  Australia

88  China

89  India

France  64

Germany  70  

75  Japan

Figure 2. Employee experience: Percentage of respondents rating this trend “important”
 or “very important”
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7KLV�\HDU¶V�VXUYH\�IRXQG�ERWK�FKDOOHQJHV�DQG�RSSRU-
WXQLWLHV� IRU� LPSURYHPHQW� DFURVV� PXOWLSOH� GLPHQ-
VLRQV�RI�WKH�HPSOR\HH�H[SHULHQFH��¿JXUH����

6HYHUDO� IDFWRUV� PDNH� HPSOR\HH� H[SHULHQFH� D� FKDO-
OHQJH�WRGD\��

• )LUVW�� PDQ\� FRPSDQLHV� KDYH� QRW� \HW� PDGH�
HPSOR\HH� H[SHULHQFH� D� SULRULW\� IRU� +5� OHDG-
HUV��RIWHQ�GHOHJDWLQJ�WKLV�SUREOHP�WR�DQ�DQQXDO�
HQJDJHPHQW�VXUYH\�

• 6HFRQG��ZKLOH�VRPH�FRPSDQLHV�KDYH�FUHDWHG�WKH�
&�VXLWH�UROH�RI�HPSOR\HH�H[SHULHQFH�ṘFHU��PRVW�
FRPSDQLHV�KDYH�QRW�DVVLJQHG�UHVSRQVLELOLW\�WR�D�
VHQLRU� H[HFXWLYH� RU� WHDP� WR� GHVLJQ� DQG�GHOLYHU�
WKH�HPSOR\HH�H[SHULHQFH�

• 7KLUG�� VLORHG�+5�GHSDUWPHQWV� RIWHQ� ¿QG� LW� GLI-
¿FXOW�WR�REWDLQ�WKH�UHVRXUFHV�QHHGHG�WR�DGGUHVV�
DQ�LQWHJUDWHG�VHW�RI�SULRULWLHV��ZKLFK�UDQJH�IURP�
PDQDJHPHQW�SUDFWLFHV�WR�WKH�ZRUNSODFH�WR�EHQ-
H¿WV�DQG��RIWHQ��WKH�ZRUN�FXOWXUH�LWVHOI�

• )RXUWK�� FRPSDQLHV� QHHG� WR� XSGDWH� WKHLU� WRROV�
WR�HQJDJH�HPSOR\HHV�RQ�DQ�RQJRLQJ�EDVLV��ZLWK�
SXOVH�VXUYH\V�DW�OHDVW��WR�KHOS�+5�WHDPV�DQG�OLQH�
OHDGHUV� XQGHUVWDQG�PRUH� IXOO\� ZKDW� WKH� WDOHQW�
WKH\� HPSOR\� H[SHFWV� DQG� YDOXHV�� $Q� HPSOR\HH�
QHW�SURPRWHU�VFRUH�LV�DQRWKHU�LPSRUWDQW�WRRO�LQ�
WKLV�H̆RUW��

• )LIWK�� PDQ\� FRPSDQLHV� UHPDLQ� IRFXVHG� RQ�
³SRLQW�LQ�WLPH� HQJDJHPHQW´� DQG� KDYH� QRW� \HW�
SXOOHG� WRJHWKHU� WKH� GLVFLSOLQHV� RI� SHUIRUPDQFH�
PDQDJHPHQW�� JRDO� VHWWLQJ�� GLYHUVLW\�� LQFOXVLRQ��
ZHOOQHVV��ZRUNSODFH�GHVLJQ��DQG�OHDGHUVKLS�LQWR�
DQ�LQWHJUDWHG�IUDPHZRUN��

A GROWING CHALLENGE 

8QGHUVWDQGLQJ�DQG�LPSURYLQJ�WKH�HPSOR\HH�H[SHUL-
HQFH�LV�FULWLFDO�IRU�FRPSDQLHV�RSHUDWLQJ�LQ�D�KLJKO\�
FRPSHWLWLYH� JOREDO� HFRQRP\�� 3URYLGLQJ� DQ� HQJDJ-
LQJ� H[SHULHQFH� ZLOO� KHOS� FRPSDQLHV� VXFFHHG� LQ� DW-

Deloitte University Press  |  dupress.deloitte.com

Understanding and using design thinking 
as part of the employee experience

Using design thinking in developing HR 
and talent programs

Providing programs for younger, older, 
and a multi-generational workforce

Considering diverse employee preferences 
when designing work

%XLOGLQJ�D�VWURQJ�DQG�GL΍HUHQWLDWHG�
employee experience brand

Aligning employees and personal goals 
with corporate purpose

Helping employees balance personal and 
professional life/work demands

Integrating social, community, and 
corporate programs

Weak ExcellentAdequate

39% 12%49%

38% 13%49%

48% 10%42%

46% 11%43%

23% 23%54%

25% 23%52%

22% 22%57%

22% 23%55%

Figure 3. Respondent ratings of sub-capabilities related to employee experience

Percentage of total responses

2017 Deloitte Global Human Capital Trends

��



Rewriting the rules for the digital age

WUDFWLQJ�DQG� UHWDLQLQJ� VNLOOHG� HPSOR\HHV��$� VWURQJ�
HPSOR\HH�H[SHULHQFH�DOVR�GULYHV�D�VWURQJ�FXVWRPHU�
H[SHULHQFH�4

$V�RUJDQL]DWLRQV� VKLIW� WR�D�QHWZRUNHG�� WHDP�EDVHG�
VWUXFWXUH�� WKH� HPSOR\HH� H[SHULHQFH� EHFRPHV� ERWK�
PRUH� LPSRUWDQW� DQG�PRUH� FRPSOH[�� 3HRSOH� WRGD\�
RIWHQ� KDYH�PXOWLSOH� UROHV�ZLWK�PXOWLSOH�PDQDJHUV��
$�UHFHQW�VWXG\�'HORLWWH�FRPSOHWHG�
ZLWK� )DFHERRN� IRXQG� WKDW� RQO\�
��� SHUFHQW� RI� FRPSDQLHV� EHOLHYH�
WKHLU� LQWHUQDO� SURFHVVHV� IRU� FRO-
ODERUDWLRQ� DQG� GHFLVLRQ� PDNLQJ�
DUH�ZRUNLQJ�ZHOO�� DQG����SHUFHQW�
EHOLHYH�HPDLO�LV�QR�ORQJHU�D�YLDEOH�
WRRO�IRU�H̆HFWLYH�FRPPXQLFDWLRQ�5 

7KH� FKDOOHQJH� LV� QRW� JHWWLQJ� DQ\�
HDVLHU��3URGXFWLYLW\�LQ�WKH�8QLWHG�
6WDWHV� LV� ULVLQJ� E\� RQO\� DERXW� ��
SHUFHQW� DQQXDOO\�� HYHQ� DV� HP-
SOR\HHV�DUH�ZRUNLQJ�PRUH�KRXUV�� 
5HVHDUFK� VKRZV� WKDW� WKH� DYHUDJH�
YDFDWLRQ�WLPH�WDNHQ�LV�GRZQ�WR����GD\V�LQ������IURP�
���LQ�������SXWWLQJ�HYHQ�PRUH�SUHVVXUH�RQ�HPSOR\-
HHV�VHHNLQJ�D�KHDOWK\�ZRUN�OLIH�EDODQFH�� 

&RPSDQLHV�QHHG�D�QHZ�DSSURDFK²RQH� WKDW�EXLOGV�
RQ� WKH� IRXQGDWLRQ� RI� FXOWXUH� DQG� HQJDJHPHQW� WR�
IRFXV�RQ�WKH�HPSOR\HH�H[SHULHQFH�KROLVWLFDOO\��FRQ-
VLGHULQJ�DOO�WKH�FRQWULEXWRUV�WR�ZRUNHU�VDWLVIDFWLRQ��
HQJDJHPHQW��ZHOOQHVV��DQG�DOLJQPHQW�

THE GROWING NEED FOR A 
HOLISTIC SOLUTION

7UDGLWLRQDOO\��+5�KDV�DGGUHVVHG�LVVXHV�VXFK�DV�HP-
SOR\HH�HQJDJHPHQW��FXOWXUH��UHZDUGV��DQG�OHDUQLQJ�
DQG� FDUHHU� GHYHORSPHQW� DV� VHSDUDWH�� LQGHSHQGHQW�
SURJUDPV� LQ� LQGLYLGXDO� VLORV�� (DFK� SURJUDP�KDV� D�
VHQLRU�+5�OHDGHU��D�VHW�RI�WRROV�DQG�GLDJQRVWLFV��DQG�

VROXWLRQV�WR�GULYH�DQG�PHDVXUH�
FKDQJH��

7KH� HPSOR\HH� VHHV� WKH� SLFWXUH�
GL̆HUHQWO\��6WDUWLQJ�DV�SRWHQWLDO�
KLUHV� DQG� UHFUXLWV�� HPSOR\HHV�
ORRN�DW�HYHU\WKLQJ�WKDW�KDSSHQV�
DW� ZRUN� DV� DQ� LQWHJUDWHG� H[SH-
ULHQFH� WKDW� LPSDFWV� GDLO\� OLIH�
LQ� DQG� RXWVLGH� WKH� ZRUNSODFH��
LQFOXGLQJ�RYHUDOO�SK\VLFDO��HPR-
WLRQDO�� SURIHVVLRQDO�� DQG� ¿QDQ-
FLDO� ZHOO�EHLQJ�� &DQGLGDWHV� DV-
VHVV�IXWXUH�HPSOR\HUV�IURP�WKH�
YHU\� VWDUW� RI� WKH� WDOHQW� DFTXLVL-

WLRQ� H[SHULHQFH� DQG�PDNH� TXLFN� MXGJPHQWV� DERXW�
ZKDW� OLIH�ZLOO� EH� OLNH� IRU� WKHP� LQ� WKH� RUJDQL]DWLRQ��
EDVHG�RQ�KRZ�WKH\�LQWHUDFW�ZLWK�WKH�HQWHUSULVH�GXU-
LQJ�WKH�UHFUXLWLQJ�F\FOH�

7KLV� LQWHJUDWHG� YLHZ� LQFUHDVLQJO\� OHDGV� WR� HPSOR\-
HHV�GHPDQGLQJ�D�KROLVWLF��HQG�WR�HQG²UHFUXLWPHQW�
WR�UHWLUHPHQW²H[SHULHQFH� IURP� WKHLU� HPSOR\HUV��
ZKHWKHU� WKH\� DUH� IXOO�WLPH� HPSOR\HHV�� FRQWLQJHQW�
ZRUNHUV��RU�HYHQ�FURZGVRXUFHG�WDOHQW��7KLV�DOVR�UH-
TXLUHV�D�UDGLFDO�FKDQJH�LQ�HPSKDVLV�RQ�WKH�SDUW�RI�
HPSOR\HUV��

Companies need a new approach—one that builds 
on the foundation of culture and engagement to 

focus on the employee experience holistically, 
considering all the contributors to worker 

satisfaction, engagement, wellness, and alignment.
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+5�DQG�EXVLQHVV�OHDGHUV�IDFH�ERWK�WKH�GHPDQG�DQG�
WKH�RSSRUWXQLW\�WR�UHWKLQN�WKH�UROHV��VWUXFWXUH��WRROV��
DQG� VWUDWHJ\� WKH\� XVH� WR� GHVLJQ� DQG� GHOLYHU� DQ� LQ-
WHJUDWHG�HPSOR\HH�H[SHULHQFH��0RGHOV�VXFK�DV� WKH�
RQH�LQ�¿JXUH���UHSUHVHQW�D�VWDUWLQJ�SRLQW�WR�DGGUHVV�
D� YDULHW\� RI� LVVXHV��PHDQLQJIXO�ZRUN�� WKH� SXUSRVH�
RI� WKH� RUJDQL]DWLRQ�� HPSOR\HH� WDOHQW� GHYHORSPHQW�
DQG� JURZWK�� UHZDUGV� DQG�ZHOOQHVV�� WKH�ZRUN� HQYL-
URQPHQW�� IDLUQHVV� DQG� LQFOXVLRQ�� DQG� DXWKHQWLFLW\�
DPRQJ�PDQDJHPHQW�DQG�OHDGHUVKLS��

GETTING THE DESIGN AND 
DELIVERY RIGHT

,Q� UHFHQW� \HDUV�� ZH� KLJKOLJKWHG� WUHQGV� UHODWLQJ� WR�
WKH�RYHUZKHOPHG�HPSOR\HH��VLPSOL¿FDWLRQ�RI�ZRUN��
DQG�GHVLJQ�WKLQNLQJ��'HYHORSLQJ�DQ�LQWHJUDWHG�HP-
SOR\HH� H[SHULHQFH�DFURVV�PXOWLSOH�GLPHQVLRQV�ZLOO�
UHTXLUH� +5� DQG� EXVLQHVV� OHDGHUV� WR� FRPELQH� LQ-
VLJKWV�LQ�DOO�RI�WKHVH�DUHDV��%XVLQHVV�DQG�+5�OHDGHUV�
FDQ� OHYHUDJH� WKH�H[SHULHQFH�RI�PDUNHWLQJ��SURGXFW�

GHYHORSPHQW��DQG�VDOHV�H[HFXWLYHV�ZKR�DUH�ZRUNLQJ�
DORQJ� VLPLODU� OLQHV� WR� GHVLJQ� LQWHJUDWHG� FXVWRPHU�
H[SHULHQFHV�

(PSOR\HHV�H[SHFW�QRW�RQO\�D�EHWWHU�GHVLJQHG�H[SH-
ULHQFH�EXW�QHZ�PRGHOV�RI�GHOLYHU\��,Q�D�ZRUOG�ZKHUH�
HPSOR\HHV� FDQ� PDQDJH� PXFK� RI� WKHLU� OLYHV� RQ� D�
KDQGIXO� RI� VPDUWSKRQH� DSSV�� WKH\� H[SHFW� HYHU\� HO-
HPHQW�RI� WKHLU�HPSOR\HH�H[SHULHQFH�� IURP�ZRUN�WR�
GHYHORSPHQW�WR�UHZDUGV��WR�EH�DFFHVVLEOH�DQG�HDV\�
WR�XVH�RQ�WKHLU�PRELOH�GHYLFHV�

FOCUS ON EMPLOYEE FEEDBACK IS 
IMPROVING, BUT NOT FAST ENOUGH

&UHDWLQJ�D�KROLVWLF�DSSURDFK�WR�WKH�HPSOR\HH�H[SH-
ULHQFH� GHPDQGV� EHWWHU� WRROV� DQG� SURJUDPV� WR� FDS-
WXUH�HPSOR\HH�IHHGEDFN�FRQWLQXRXVO\��$�QHZ�EUHHG�
RI� SXOVH� VXUYH\� WRROV�� SHUIRUPDQFH� PDQDJHPHQW�
WRROV��DQG�RSHQ�VXUYH\�WRROV�LV�PDNLQJ�WKLV�SRVVLEOH��
7RGD\�����SHUFHQW�RI�FRPSDQLHV�VXUYH\�HPSOR\HHV�

Figure 4. Factors that contribute to a positive employee experience
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TXDUWHUO\�RU�PRUH�RIWHQ�����SHUFHQW�VXUYH\�HPSOR\-
HHV� DQQXDOO\� RU� OHVV�� DQG� ��� SHUFHQW� QHYHU� VXUYH\�
HPSOR\HHV�DW�DOO��

7KH� QHJOHFW� RI� UHJXODU� HPSOR\HH� IHHGEDFN� KHOSV�
H[SODLQ� RWKHU� FKDOOHQJHV� FRPSDQLHV� IDFH� WRGD\�� LQ-
FOXGLQJ� VKRUWFRPLQJV� LQ� GULYLQJ� FXOWXUH� DQG� SXU-
SRVH�DQG�SURYLGLQJ�D�KHDOWK\�ZRUN�OLIH�EDODQFH��7KLV�
\HDU��RQO\����SHUFHQW�RI�FRPSDQLHV�EHOLHYH�WKHLU�HP-
SOR\HHV�DUH�IXOO\�DOLJQHG�ZLWK�WKH�FRUSRUDWH�SXUSRVH��
$QG��ZKLOH����SHUFHQW�KDYH�VRPH�SURJUDP�WR�PHD-
VXUH�ZRUN�OLIH�EDODQFH�� MXVW����SHUFHQW�FODLP� WKHLU�
VROXWLRQV�DUH�H[FHOOHQW��

&RPSDQLHV�LQ�1RUGLF�FRXQWULHV��WKH�$PHULFDV��DQG�
&HQWUDO�(XURSH�OHDG�WKH�ZD\��ZLWK�WKRVH�LQ�$VLD��WKH�
0LGGOH�(DVW��DQG�$IULFD�VWLOO�VLJQL¿FDQWO\�EHKLQG�

$V�RQH�IRUZDUG�WKLQNLQJ�UHWDLO�H[HFXWLYH�QRWHG��³:H�
XVHG�WR�SULRULWL]H�RXU�VWDNHKROGHUV�DV�VKDUHKROGHUV�
¿UVW�� FXVWRPHUV� VHFRQG�� DQG� HPSOR\HHV� WKLUG��:H�
QRZ�UHDOL]H�ZH�KDG�LW�EDFNZDUG��,I�ZH�SXW�HPSOR\-
HHV�¿UVW��WKH\�LQ�WXUQ�WDNH�FDUH�RI�RXU�FXVWRPHUV��DQG�
WKH\�LQ�WXUQ�WDNH�FDUH�RI�RXU�VKDUHKROGHUV�´�

7+(5(ȇ6�$1�$33�)25�7+$7

$Q�H[SORVLRQ�RI�GLJLWDO�DQG�PRELOH�WRROV�KDV�HPHUJHG�
WR�KHOS�+5�GHVLJQ�DQG�GHOLYHU�D�JUHDW�HPSOR\HH�H[-
SHULHQFH��

• Productivity and collaboration apps:�1HZ�
WRROV�DUH�PRYLQJ�ZHOO�EH\RQG� WUDGLWLRQDO�HPDLO�
WR�LPSURYH�SURGXFWLYLW\�DQG�HQJDJHPHQW��3URG-
XFWV� VXFK� DV� )DFHERRN¶V�:RUNSODFH�� 6ODFN��0L-
FURVRIW� 6N\SH� IRU� 7HDPV�� *RRJOH� *�VXLWH�� DQG�
VROXWLRQV� IURP� FRPSDQLHV� VXFK� DV� %DVHFDPS��
7UHOOR��$VDQD��DQG���)LYH�FDQ�VXSSRUW�FROODERUD-
WLYH� WHDP�FHQWULF�ZRUN�DQG�R̆HU�HQJDJLQJ�SODW-
IRUPV�IRU�OHDUQLQJ��JRDO�DOLJQPHQW��SHUIRUPDQFH�
PDQDJHPHQW��DQG�WUDGLWLRQDO�+5�SURFHVVHV��

• Engagement and feedback apps:�1HZ�SXOVH�
VXUYH\� WRROV�DUH�ÀRRGLQJ� WKH�PDUNHW�� UHSODFLQJ�
WUDGLWLRQDO�DQQXDO�HQJDJHPHQW�VXUYH\V�

• Performance management apps: $� QHZ�
EUHHG� RI� FRQWLQXRXV� SHUIRUPDQFH� PDQDJH-
PHQW� SURGXFWV� WKDW� LQFOXGH� IHHGEDFN� WRROV� KDV�
HPHUJHG� IURP� YHQGRUV� VXFK� DV� 5HÀHNWLY�� %HW-
WHU:RUNV�� =XJDWD�� +LJKJURXQG�� :RUNERDUG��
DQG�6XFFHVV)DFWRUV�

• Well-being apps:� $� QHZ� PDUNHW� RI� ZHOO-
QHVV� DSSV� EULQJV� WRJHWKHU� FRPSHWLWLRQV�� ¿W-
QHVV�� JURXSV�� ZHDUDEOHV� LQWHJUDWLRQ�� DQG� PL-
FUR�OHDUQLQJ� IURP� YHQGRUV� VXFK� DV� /LPHDLG�
DQG�9LUJLQ3XOVH�

• Employee service platforms:�7KHVH�WRROV�RI-
IHU�DQ�LQWHJUDWHG�HPSOR\HH�H[SHULHQFH�IRU�WUDQV-
DFWLRQDO�DQG�VHUYLFH�QHHGV��LQWHJUDWLQJ�FKDWERWV�
DQG�QDWXUDO�ODQJXDJH�SURFHVVLQJ�ZLWK�FDVH�PDQ-
DJHPHQW��FRQWHQW�PDQDJHPHQW��DQG�HDV\�WR�XVH�
PRELOH�DQG�ZHE�SRUWDOV�

:KLOH�DOO�WKHVH�WRROV�DUH�YDOXDEOH��WKH�IDFW�WKDW�HDFK�
RI� WKHVH�PDUNHWV� LV� VHSDUDWH� LOOXVWUDWHV� WKDW� WKH� IR-
FXV�RQ�HQG�WR�HQG�HPSOR\HH�H[SHULHQFH�LV�VWLOO�QHZ��
:LWK�IHZ�LQWHJUDWHG�WRROVHWV�RQ�WKH�PDUNHW��RUJDQL-
]DWLRQV�KDYH�WR�EULQJ�WRJHWKHU�LQGHSHQGHQW�+5�DQG�
WHFKQRORJ\�PDQDJHUV� WR�EXLOG�DQ�HPSOR\HH� H[SHUL-
HQFH�VWUDWHJ\�DQG�SURJUDP�

THE CENTRALITY OF THE 
EMPLOYEE EXPERIENCE

/RRNLQJ� DFURVV� DOO� ��� WUHQGV� ZH� GLVFXVV� WKLV� \HDU�� 
LW¶V� FOHDU� WKDW� HPSOR\HH� H[SHULHQFH� LV� D� FHQWUDO� 
WKHPH� LQ�������/HDGHUVKLS��RUJDQL]DWLRQ�VWUXFWXUH�
DQG� WHDPV�� FDUHHU� PRELOLW\�� OHDUQLQJ�� GLYHUVLW\��
HPSOR\PHQW� EUDQG�� DQG�+5� VHUYLFHV�� DOO� D̆HFW� DQ� 
HPSOR\HH¶V�H[SHULHQFH��

High-performing 
companies have 
found ways to 

enrich the employee 
experience, leading to 
purposeful, productive, 

meaningful work.
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+LJK�SHUIRUPLQJ�FRPSDQLHV�KDYH�IRXQG�ZD\V�WR�HQ-
ULFK�WKH�HPSOR\HH�H[SHULHQFH��OHDGLQJ�WR�SXUSRVHIXO��
SURGXFWLYH��PHDQLQJIXO�ZRUN��

,QQRYDWLYH� FRPSDQLHV� ORRN� WR� HPSOR\HHV� WKHP-
VHOYHV� IRU� LQVSLUDWLRQ�� &LVFR��� ,%0�� *(�9� $LUEQE��� 
DQG�PDQ\�RWKHU� FRPSDQLHV�KDYH�XVHG�KDFNDWKRQV�
WR�FROOHFW�HPSOR\HH�LGHDV�DQG�GHVLJQ�QHZ�DSSURDFK-
HV� WR�SHUIRUPDQFH�PDQDJHPHQW��ZRUNSODFH�GHVLJQ��
EHQH¿WV��DQG�UHZDUGV��7KHVH�RSHQ��FROODERUDWLYH�DS-
SURDFKHV�HQJDJH�HPSOR\HHV�GLUHFWO\�LQ�GHVLJQLQJ�D�
³SHUIHFW´�HPSOR\HH�H[SHULHQFH�

0DQ\�OHDGLQJ�¿UPV�DUH�LQFRUSRUDWLQJ�GHVLJQ�WKLQN-
LQJ� WR� LPSURYH� WKH� RYHUDOO� HPSOR\HH� H[SHULHQFH��
1LNH�� &RPPRQZHDOWK� %DQN� RI� $XVWUDOLD�� 7HOVWUD��
'HXWVFKH� 7HOHNRP�� DQG� VHYHUDO� RWKHU� FRPSDQLHV�
KDYH�UHGHVLJQHG�WKHLU�RQERDUGLQJ��UHFUXLWPHQW��DQG�
HPSOR\HH�VHOI�VHUYLFH�DSSOLFDWLRQV��,Q�HDFK�FDVH��WKH�
FRPSDQ\�GHYHORSHG�D�QHZ�VHW�RI�PRELOH�DSSV��QHZ�
XVHU�H[SHULHQFHV��RU�QHZ�VHUYLFH�GHOLYHU\�VROXWLRQV�
WR� LPSURYH� DQG� VLPSOLI\� OLIH� DW�ZRUN�11�+5� VKRXOG�
OHDG�WKHVH�FRQYHUVDWLRQV�

&RPSDQLHV� DUH� QRZ� FDUHIXOO\� VWXG\LQJ� WKH� ZRUN-
SODFH� LWVHOI�� VHHNLQJ� D� ÀH[LEOH�� FROODERUDWLYH�� KX-
PDQLVWLF� HQYLURQPHQW�� )DFHERRN¶V� QHZ� FDPSXV� LV�
EHDXWLIXO�� SHUVRQDOL]HG�� DQG� ¿OOHG� ZLWK� SODFHV� WR�
HDW�� FROODERUDWH�� H[HUFLVH�� DQG�ZRUN� WRJHWKHU�12� $S-
SOH�,QF���*RRJOH��/LQNHG,Q�13�DQG�ZRUNSODFH�GHVLJQ�
FRPSDQLHV�VXFK�DV�*HQVOHU�14�6WHHOFDVH�15�DQG�/HHV-
PDQ���KDYH�LQWURGXFHG�LQQRYDWLYH�QHZ�ZRUNVSDFHV�
WKDW� EULQJ� WRJHWKHU� UHFUHDWLRQ�� FROODERUDWLRQ�� DQG�
LQGLYLGXDO�ZRUN�LQ�QRYHO�ZD\V����

Lessons from the front lines
)RUG�0RWRU�&R���ZLWK�QHDUO\���������HPSOR\HHV��LV�
JRLQJ�WKURXJK�D�WUDQVIRUPDWLRQ��ZLWK�D�PLVVLRQ�WR�
³PDNH�SHRSOH¶V�OLYHV�EHWWHU�E\�FKDQJLQJ�WKH�ZD\�WKH�
ZRUOG�PRYHV�´

:LWK�D� IRFXV�RQ� LQQRYDWLRQ��)RUG� LV� H[SDQGLQJ� LWV�
EXVLQHVV� PRGHO� WR� IRUWLI\� DQG� WUDQVIRUP� LWV� FRUH�
DXWRPRWLYH�EXVLQHVV�ZKLOH�JURZLQJ� LQ� WKH�DUHDV�RI�
HOHFWUL¿FDWLRQ��DXWRQRP\��DQG�PRELOLW\��7KHVH�LQQR-
YDWLRQV�DUH�EURDG�DQG�GHHS��LQFOXGLQJ�LQYHVWPHQWV�
LQ� DXWRQRPRXV� YHKLFOHV�� PRELOH� DSSV� WR� IDFLOLWDWH�
FDU�VKDULQJ�DQG�SDUNLQJ��)RUG3DVV�����ELJ�GDWD�VROX-
WLRQV� WR�KHOS�SHRSOH�¿QG�RSHQ�SDUNLQJ�VSDFHV�DQG�

IDVWHU�URXWHV�19�DQG�³H[SHULHQFH�FHQWHUV´�WR�KHOS�FXV-
WRPHUV�H[SHULHQFH�DOO�WKH�GLJLWDO�VROXWLRQV�DYDLODEOH�
WKURXJK�)RUG�DXWRPRELOHV�DQG�FRQQHFWHG�HOHFWURQ-
LFV�

7KHVH� FKDQJHV�� GULYHQ� E\� &(2� 0DUN� )LHOGV�� DOVR�
UHTXLUH�D�FKDQJH�LQ�WKH�ZD\�H[HFXWLYHV�WKLQN�DERXW�
WKHLU�SHRSOH��$V�WKH�FRPSDQ\�PRYHV�IURP�D�SURGXFW�
WR� FRQVXPHU� IRFXV� LQ� LWV� SURGXFWV� DQG� VHUYLFHV�� LW�
LV�DOVR�PRYLQJ� IURP�D�SURGXFW� WR�HPSOR\HH�H[SHUL-
HQFH�IRFXV�LQ�LWV�ZRUNIRUFH�VROXWLRQV��:KLOH�)RUG�LV�
WDFNOLQJ� WKLV� DFURVV� DOO� LWV� FRUH�EXVLQHVV�SURFHVVHV��
WKH�+5�WHDP�LV�OHDGLQJ�WKH�ZD\��ORRNLQJ�WR�GHOLYHU�
KLJK�LPSDFW�� LQQRYDWLYH� ZRUNIRUFH� VROXWLRQV� DQG�
H[SHULHQFHV� WKDW� LPSURYH� ZRUNHUV¶� OLYHV�� $V� )HOL-
FLD�)LHOGV��JURXS�YLFH�SUHVLGHQW��+5�DQG�FRUSRUDWH�
VHUYLFHV�� SXWV� LW�� ³2XU�PLVVLRQ� LV� WR�PDNH� HPSOR\-
HHV¶�OLYHV�EHWWHU�E\�FKDQJLQJ�WKH�ZD\�ZH�WKLQN�DERXW�
ZRUN��IHHO�DERXW�ZRUN��DQG�WKH�ZD\�ZH�GR�RXU�ZRUN�
GL̆HUHQWO\�´�

)RU�D�FRPSDQ\�VR�HVWDEOLVKHG��JOREDO��DQG�FRPSOH[��
WKLV� LV�QRW�HDV\��DQG� WKH�RQO\�ZD\� WR� UHYROXWLRQL]H�
WKH�HPSOR\HH�H[SHULHQFH�LV�WR�SUDFWLFH�GHVLJQ�WKLQN-
LQJ�DW�VFDOH��$V�SDUW�RI�)RUG¶V�EURDG�+5�WUDQVIRUPD-
WLRQ�LQLWLDWLYH��ZKLFK�LQFOXGHV�LPSOHPHQWLQJ�D�QHZ�
JOREDO� +5� RSHUDWLQJ� PRGHO� DQG� WHFKQRORJ\� SODW-
IRUP�DQG�IRFXVLQJ�RQ�GLJLWDO�+5�DSSV���WKH�FRPSDQ\�
HPEDUNHG�RQ�D�JOREDO�OLVWHQLQJ�WRXU�WR�XQGHUVWDQG�
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ZKDW�LV�H̆HFWLYH�DQG�ZKDW�LV�SUREOHPDWLF�LQ�LWV�HP-
SOR\HH�H[SHULHQFH�

2YHU�WKH�ODVW�\HDU��VWDUWLQJ�ZLWK�D�WKUHH�ZHHN�JORE-
DO� SHRSOH� VWUDWHJ\� ODE� LQ� ZKLFK� +5� OHDGHUV� IURP�
DURXQG� WKH� JOREH� SDUWLFLSDWHG²DQG� WKDW� LQFOXGHG�
UHYLHZV�ZLWK�)LHOGV� DQG� WKH� H[HFXWLYH� WHDP²)RUG�
GHYHORSHG� D� QHZ� SHRSOH� VWUDWHJ\�� +5� YLVLRQ�� LQWH-
JUDWHG�SODQ��DQG�EXVLQHVV�FDVH��$V�SDUW�RI�LWV�H̆RUWV�
WR�GH¿QH�LWV�YLVLRQ��WKH�+5�WHDP�GHSOR\HG�D�FRPSD-
Q\ZLGH�SROOLQJ�SURFHVV� WKDW� OHW� HPSOR\HHV� FRQWULE-
XWH�LGHDV��VKDUH�WKHLU�H[SHULHQFHV��DQG�UDWH�DQG�UDQN�
ZKLFK�+5�SURGXFWV�DQG�VHUYLFHV�WKH\�IHOW�ZHUH�PRVW�
LPSRUWDQW��7KH�FRPSDQ\�DOVR�FRQGXFWHG�ZRUNVKRSV�
DURXQG�WKH�ZRUOG��DWWHQGHG�E\�PRUH�WKDQ�����+5�
OHDGHUV�� DQG� OHYHUDJHG� UHJLRQDO� IRFXV� JURXSV�ZLWK�
HPSOR\HHV� DQG� SHRSOH� OHDGHUV� DFURVV� DOO� DUHDV� RI�
)RUG¶V�EXVLQHVV�

$V�D�UHVXOW�RI�WKLV�EURDG�DQG�RSHQ�IHHGEDFN�SURFHVV�
�WKLV�ZDV�WKH�¿UVW�WLPH�)RUG�KDG�GRQH�WKLV�RQ�VXFK�D�
ZLGH�VFDOH���WKH�+5�WHDP�LV�OHDUQLQJ�DERXW�ZKDW�HP-
SOR\HHV�UHDOO\�ZDQW��ZKDW�SUREOHPV�DQG�FKDOOHQJHV�
WKH\� IDFH� DW�ZRUN�� DQG� KRZ�+5� FDQ� EHWWHU� HQDEOH�
DQG�HPSRZHU�WKHP�LQ�WKHLU�GD\�WR�GD\�ZRUN�

7R�WXUQ�WKLV�GHVLJQ�WKLQNLQJ�SURFHVV�LQWR�DFWLRQDEOH�
UHVXOWV�� WKH� WHDP� WKHQ� VHJPHQWHG� WKH� ZRUNIRUFH�

LQWR� WKUHH� FXVWRPHU� JURXSV� �HPSOR\HHV�� SHRSOH�
OHDGHUV�� DQG� EXVLQHVV�XQLRQ�ZRUNV� FRXQFLO� OHDG-
HUV���DQG�GHYHORSHG�D�VHW�RI�PRUH�WKDQ����FXVWRPHU�
RULHQWHG� ³PRPHQWV� WKDW�PDWWHU´� IRU� HDFK� RI� WKHVH�
WKUHH�VHJPHQWV��7KHVH�³PRPHQWV´�ZHUH�GHYHORSHG�
DV�SHUVRQDO�VWDWHPHQWV��VXFK�DV�³HQDEOLQJ�PH�WR�EH�
VXFFHVVIXO� LQ� D� QHZ� UROH�´� ³UHLQIRUFLQJ�P\� LPSDFW�
WKURXJK�IHHGEDFN�DQG�GHYHORSPHQW�´�DQG�³NQRZLQJ�
ZKHUH�,�VWDQG�DQG�WKDW�P\�SHUVSHFWLYHV�DUH�YDOXHG�´�
7KURXJK� WKHVH� ³PRPHQWV�´� WKH� +5� WHDP� LV� QRZ�
ZRUNLQJ� WR� FUHDWH� VLPSOHU�� LQWHJUDWHG�� FXVWRPHU�
IRFXVHG�SURFHVVHV�DQG�WRROV�

)RUG� IRXQG� WKDW�PDQ\� HPSOR\HHV� IHOW� WKDW� SHRSOH�
SURFHVVHV�ZHUH�RYHUO\�DGPLQLVWUDWLYH��FRPSOH[��DQG�
QRW�DOZD\V�XVHIXO�LQ�JHWWLQJ�WKHLU�ZRUN�GRQH��3HRSOH�
OHDGHUV� IHOW� WKDW� +5� EXVLQHVV� SDUWQHUV� ZHUH� RYHU-
ZKHOPHG�E\�RSHUDWLRQDO�WDVNV��QHJDWLYHO\�LPSDFWLQJ�
WKH�WLPH�WKH\�FRXOG�VSHQG�HQJDJLQJ�DQG�GHYHORSLQJ�
WKHLU�WHDPV��7R�DGGUHVV�WKHVH�LVVXHV��WKH�+5�WHDP�LV�
QRZ�GHYHORSLQJ�SURGXFWV�DQG�VHUYLFHV�WKDW�DUH�PRUH�
LQWHJUDWHG�DQG�IRFXVHG�RQ�WKH�HPSOR\HH�H[SHULHQFH��
WRROV� WKDW�DUH�PRUH� LQWXLWLYH�DQG�XVHU�IULHQGO\�� DQ�
LQWHUDFWLRQ�PRGHO� WKDW� DOORZV� WKH�ZRUNIRUFH� WR� LQ-
WHUDFW� ZLWK� +5� WKURXJK� PXOWLSOH� FKDQQHOV�� DQG�
SURJUDPV�WKDW�DUH�³¿W�IRU�SXUSRVH�´�,W�LV�ZRUNLQJ�WR�
VLPSOLI\�HYHU\WKLQJ�+5�GRHV��$OO�RI�WKLV�LV�DLPHG�DW�
LPSURYLQJ�WKH�HPSOR\HH�H[SHULHQFH�DQG�IUHHLQJ�+5�
SURIHVVLRQDOV�WR�VXSSRUW�VWUDWHJLF�EXVLQHVV�QHHGV�

7KLV�GHVLJQ�WKLQNLQJ� LV� IROGLQJ� LQWR�WKH�FRPSDQ\¶V�
IRXU�\HDU�+5� WUDQVIRUPDWLRQ�SURJUDP��ZKLFK�ZDV�
DSSURYHG� EHFDXVH� RI� LWV� VWURQJ� DOLJQPHQW� ZLWK�
)RUG¶V� EXVLQHVV� WUDQVIRUPDWLRQ� DJHQGD�� )RUG¶V�
SHRSOH�VWUDWHJ\�DQG�WKH�+5�WUDQVIRUPDWLRQ�DUH�QRZ�
FRQVLGHUHG�LQWHJUDO�WR�WKH�FRPSDQ\¶V�IRFXV�RQ�LQQR-
YDWLRQ�DQG�D�QHZ�ZD\�RI�GRLQJ�EXVLQHVV�

0DQ\�FRPSOH[LWLHV�UHPDLQ��RI�FRXUVH��)RUG¶V�ZRUN-
IRUFH� LV� ORFDWHG� LQ� PRUH� WKDQ� ��� FRXQWULHV�� HDFK�
ZLWK� XQLTXH� ORFDO� UHJXODWRU\� QHHGV�� 6LQFH� PDQX-
IDFWXULQJ�SODQWV�DQG�ODERU�UHODWLRQV�YDU\�IURP�ORFD-
WLRQ�WR�ORFDWLRQ��GHVLJQHG�VROXWLRQV�PXVW�EH�ÀH[LEOH�
DQG� ORFDOL]HG� LQ�PDQ\�ZD\V��7KH�FRPSDQ\� LV� VKLIW-
LQJ� LWV�RUJDQL]DWLRQDO� IRFXV� IURP�WKH�³PDWUL[´� WR�D�
³QHWZRUN�RI� WHDPV�´� FRPSHOOLQJ�+5� WR� ORRN�DW�QHZ�
ZD\V�WR�IDFLOLWDWH�QHWZRUNV��FROODERUDWLRQ��FRDFKLQJ��
DQG�FDUHHU�PRELOLW\�WR�DOORZ�IDVWHU�LQQRYDWLRQ��$QG�
RI�FRXUVH��PDNLQJ�SURFHVVHV�VLPSOH�LV�KDUG�LQ�LWVHOI�
ZKHQ�WKH�FRPSDQ\�RSHUDWHV�RQ�PXOWLSOH�FRQWLQHQWV�

By focusing on the 
employee experience, 

HR leaders can 
improve employee 

engagement, empower 
teams and leaders, 

and develop workforce 
solutions that will be 

useful and compelling 
to employees.
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DQG�GHYHORSV� D�ZLGH� UDQJH�RI� SURGXFWV�� VXEDVVHP-
EOLHV��DQG�HOHFWURQLF�R̆HULQJV�

7KH�OHVVRQ�IURP�WKH�)RUG�H[SHULHQFH�LV�VLPSOH��%\�
IRFXVLQJ� RQ� WKH� HPSOR\HH� H[SHULHQFH�� +5� OHDG-
HUV� FDQ� LPSURYH� HPSOR\HH� HQJDJHPHQW�� HPSRZHU�
WHDPV�DQG�OHDGHUV��DQG�GHYHORS�ZRUNIRUFH�VROXWLRQV�
WKDW�ZLOO�EH�XVHIXO�DQG�FRPSHOOLQJ�WR�HPSOR\HHV��$V�
)RUG�FRQWLQXHV�WR�DFFHOHUDWH�LWV�WUDQVIRUPDWLRQ�LQWR�
D�GLJLWDO�HQWHUSULVH� IRFXVHG�RQ� LPSURYLQJ�PRELOLW\�
VROXWLRQV� DURXQG� WKH�ZRUOG�� WKH� WUDQVIRUPDWLRQ�RI�
WKH�FRPSDQ\¶V�HPSOR\HH�H[SHULHQFH�ZLOO�EH�FULWLFDO�
WR�WKH�FRPSDQ\¶V�VXFFHVV���

Start here
• Elevate the employee experience and 

make it a priority:� 5HFRJQL]H� WKDW� WKH� LQWH-
JUDWHG� HPSOR\HH� H[SHULHQFH� LV� DV� YDOXDEOH� DQG�
FDQ�KDYH�DV�PXFK��RU�PRUH��RI�DQ�LPSDFW�DV�WKH�
FXVWRPHU� H[SHULHQFH� VWUDWHJ\�� $UWLFXODWH� D� GLI-
IHUHQWLDWHG�HPSOR\HH�H[SHULHQFH��DQG�HQVXUH� LW�
FRRUGLQDWHV� DOO� DVSHFWV� RI� WKH�ZRUN��ZRUNSODFH��
DQG�ZRUNIRUFH�H[SHULHQFH��,QFOXGH�WKH�FRQFHSWV�
RI�ZHOOQHVV�DQG�ZHOO�EHLQJ�LQ�\RXU�VWUDWHJ\�

• Designate a senior leader or team to 
own it:� $VVLJQ� D� VHQLRU� OHDGHU� IRU� HPSOR\HH�
H[SHULHQFH� DQG� RUFKHVWUDWH� WKH� IXQFWLRQV� RI�
HQJDJHPHQW�� OHDUQLQJ�� FDUHHU� GHYHORSPHQW��
RUJDQL]DWLRQDO� GHVLJQ�� DQDO\WLFV�� DQG� FXOWXUH�
LQWR� D� FRRUGLQDWHG� WHDP� VR� WKDW�+5� FDQ� IRFXV�
RQ� WKH� HQWLUH� HPSOR\HH� H[SHULHQFH�� 3URJUDPV�
VXFK� DV� OHDGHUVKLS� GHYHORSPHQW�� SHUIRUPDQFH�
PDQDJHPHQW�� ZRUNSODFH� GHVLJQ�� DQG� UHZDUGV�
QRZ� IDOO� LQWR� WKH� GRPDLQ� RI� WKH� LQWHJUDWHG�
HPSOR\HH�H[SHULHQFH��

• Embrace design thinking:� 6WXG\�� OLVWHQ� WR��
DQG� OHDUQ�ZKDW� HPSOR\HHV� DUH�GRLQJ� HYHU\�GD\�
DQG�GLVFRYHU�QHZ�ZD\V�WR�VLPSOLI\�ZRUN�DQG�LP-
SURYH� SURGXFWLYLW\�� SHUIRUPDQFH�� DQG� HQJDJH-
PHQW��'HYHORS�HPSOR\HH�SHUVRQDV�DQG�XVH�WKHP�
WR�GHYHORS�MRXUQH\�PDSV�

• Consider experiences for the entire work-
force: $OO� VHJPHQWV� RI� WKH� ZRUNIRUFH²FDQGL-
GDWHV�� IXOO�WLPH�� SDUW�WLPH�� IUHHODQFHUV�� JLJ� HP-
SOR\HHV�� DQG� HYHQ�� RIWHQ�� DOXPQL²ZLOO� H[SHFW�
HOHPHQWV� RI� WKH� HPSOR\HH� H[SHULHQFH� WR� EH� GH-
VLJQHG�WR�DWWUDFW�DQG�HQJDJH�WKHP�

• Look outside:� 8VH� LQIRUPDWLRQ� IURP� *ODVV-
GRRU�� /LQNHG,Q�� DQG� RWKHUV� WR� VSRW� DUHDV� RI�
RSSRUWXQLW\� DQG� ZHDNQHVV�� 9LVLW� SHHU� FRPSD-
QLHV� DQG� ORRN� IRU� IUHVK� LGHDV� DERXW� KRZ� WR� UH-
GHVLJQ� WKH� HPSOR\HH� H[SHULHQFH�� ,QYHVWPHQWV�
LQ� EHQFKPDUNLQJ� JHQHUDOO\� SD\� IRU� WKHPVHOYHV�
PDQ\�WLPHV�RYHU�LQ�SURGXFWLYLW\�DQG�D�UHGXFWLRQ�
LQ�WXUQRYHU��

• Enlist C-suite and team leader support: 
7KH�LQYROYHPHQW�RI�VHQLRU�H[HFXWLYHV�DQG�WHDP�
OHDGHUV�LV�FULWLFDO��DV�GDLO\�PDQDJHPHQW�DQG�HQ-
JDJHPHQW�LPSDFW�WKH�RYHUDOO�HPSOR\PHQW�EUDQG��
6HQLRU� OHDGHUV� FDQ� EH� DFFRXQWDEOH� IRU� WKH� HP-
SOR\HH� H[SHULHQFH� WKURXJK� JRDOV�� UHZDUGV�� DQG�
RWKHU�SHUIRUPDQFH�SURJUDPV�

• Consider the impact of geography:� (YHQ�
WKRXJK�WKH�WUHQG�LV�JOREDO��VXFFHVVIXO�DSSURDFK-
HV�ZLOO�YDU\�E\�JHRJUDSK\��,QWHUQDWLRQDO�FRPSD-
QLHV� VKRXOG� XQGHUVWDQG� FXOWXUDO� GL̆HUHQFHV� LQ�
KRZ� HPSOR\HHV� SHUFHLYH� WKH� ZRUN� H[SHULHQFH��
&XOWXUHV� WKDW� DUH� PRUH� FROOHFWLYH� RU� JURXS�IR-
FXVHG� UHTXLUH� GL̆HUHQW� HQJDJHPHQW� SURJUDPV�
WKDQ�WKRVH�WKDW�DUH�PRUH�LQGLYLGXDO�IRFXVHG��

• Measure it:�0RYH�EH\RQG�DQQXDO�RU�ELDQQXDO�
HQJDJHPHQW� VXUYH\V� WR� UHJXODU� SXOVH� VXUYH\V�
DQG� RSHQ� IHHGEDFN� V\VWHPV�� 8VH� FDQGLGDWH� LQ-
WHUYLHZV��VWD\� LQWHUYLHZV��RQJRLQJ�SHUIRUPDQFH�
FRQYHUVDWLRQV�� DQG� H[LW� LQWHUYLHZV� DV� ZD\V� WR�
EXLOG�D�FRPSOHWH��UHDO�WLPH�XQGHUVWDQGLQJ�RI�WKH�
LVVXHV�\RXU�HPSOR\HHV�IDFH��&RQVLGHU�LQVWLWXWLQJ�
DQ� HPSOR\HH� QHW� SURPRWHU� VFRUH�� ZKLFK� \LHOGV�
RQH�QXPEHU�RQ�WKH�YDOXH�RI�WKH�HPSOR\HH�H[SHUL-
HQFH�WKDW�FDQ�EH�UHJXODUO\�PHDVXUHG�DQG�WUDFNHG�
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)LJXUH����(PSOR\HH�H[SHULHQFH��2OG�UXOHV�YV��QHZ�UXOHV

Old rules New rules

(PSOR\HH�H[SHULHQFH�GHȴQHG�E\�DQQXDO�HQJDJHPHQW�
surveys

(PSOR\HH�H[SHULHQFH�GHȴQHG�DV�D�KROLVWLF�YLHZ�RI�
life at work, requiring constant feedback, action, and 
monitoring 

Culture is a topic on the company website and 
SHUKDSV�RQ�WKH�ZDOO��EXW�QRW�PHDVXUHG�RU�GHȴQHG�
through behavior 

Company uses tools and behaviors to measure, align, 
and improve culture during change, M&A, and other 
major initiatives

Companies have a series of HR leaders across 
recruiting, learning, rewards, engagement, and other 
HR services

Companies have someone responsible for the 
complete employee experience, focused on 
employee journeys, experiences, engagement, and 
culture

&RPSHQVDWLRQ��EHQHȴWV��DQG�UHZDUGV�DUH�PDQDJHG�
with a focus on benchmarking and fairness

&RPSHQVDWLRQ��EHQHȴWV��UHZDUGV��DQG�UHFRJQLWLRQ�
GHVLJQHG�WR�PDNH�SHRSOHȇV�OLIH�EHWWHU�DQG�EDODQFH�
ȴQDQFLDO�DQG�QRQȴQDQFLDO�EHQHȴWV

Wellness and health programs are focused on safety 
and managing insurance costs 

Companies have an integrated program for 
employee well-being focused on the employee, her 
family, and her entire experience at life and work

Rewards are designed to cover salary, overtime, 
ERQXV��EHQHȴWV��DQG�VWRFN�RSWLRQV

5HZDUGV�DOVR�LQFOXGH�QRQȴQDQFLDO�UHZDUGV��PHDOV��
OHDYHV��YDFDWLRQ�SROLF\��ȴWQHVV��DQG�ZHOOQHVV�
programs

Employee self-service is viewed as a technology 
platform that makes it easy to complete HR 
transactions and reports 

The employee experience platform is designed, 
mobile, and includes digital apps, prescriptive 
solutions based on employee journeys, and ongoing 
communications that support and inspire employees

'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP

FAST FORWARD

ΖQ�D�ZRUOG�EHLQJ�WUDQVIRUPHG�E\�GLJLWDO�WHFKQRORJLHV��Ȋ7KHUHȇV�DQ�DSS�IRU�WKDWȋ���
increasing transparency (“What does Glassdoor say about us?”), and the rising demand 
for talented professionals and workers with fast-changing skills, employee experience 
will become an increasingly important dimension of competing for and engaging 
your workforce. Employee brand and reputation—the story that employees in the 
H[WHUQDO�ZRUOG�WHOO�DERXW�\RXU�FRPSDQ\ȇV�HPSOR\HH�H[SHULHQFHȃZLOO�EH�D�FULWLFDO�
FRPSHWLWLYH�GL΍HUHQWLDWRU��-XVW�DV�FRPSDQLHV�QRZ�PHDVXUH�FXVWRPHU�H[SHULHQFH�
through net promoter tools, social media monitoring, and customer segmentation, 
so will HR rigorously monitor the health and productivity of its employees. Real-time 
feedback tools will explode as pulse surveys and always-on feedback systems become 
FRPPRQSODFH�DQG�WKH�GHȴQLWLRQ�RI�HPSOR\HH�H[SDQGV��:H�ZLOO�GHVLJQ�DQG�PRQLWRU�
the experience of contractors, contingent, and gig workers too.
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2YHU�WKH�ODVW�ȴYH�\HDUV��RUJDQL]DWLRQV�KDYH�UDGLFDOO\�FKDQJHG�WKH�ZD\�WKH\�PHDVXUH��
evaluate, and recognize employee performance. Today, with much initial experimen-
tation, continuous performance management practices are being deployed on a wide 
scale. While not all the tools are in place at every organization, the new practices are 
EHFRPLQJ�FOHDUHU�DQG�PRUH�VWDQGDUGL]HG��DQG�WKH\�DUH�GHȴQLWHO\�ZRUNLQJ��$JLOH�JRDO�
management, check-ins, and continuous feedback are becoming common, and new 
models of evaluation and rewards are being adopted next.

• The redesign of performance management is picking up speed: 79 percent of ex-
HFXWLYHV�UDWH�LW�D�KLJK�SULRULW\��XS�IURP����SHUFHQW�WKUHH�\HDUV�DJR��ZLWK����SHUFHQW�
calling the problem “very important.”

• Company capabilities to implement performance management have improved. 
Our research shows organizations are 10 percent more capable than they were 
in 2015, and most are heavily focused on retraining leaders to implement agile, 
developmental management approaches.

• The impact of these new performance practices is high: 90 percent of companies 
that have redesigned performance management see direct improvements in en-
JDJHPHQW�����SHUFHQW�VD\�WKH�SURFHVVHV�DUH�VLPSOHU��DQG����SHUFHQW�VD\�WKH\�VHH�
the quality of conversations between employees and managers going up.1

Performance management
Play a winning hand

THE SHUIRUPDQFH� PDQDJHPHQW� �30�� UHYROX-
WLRQ�LV�LQ�IXOO�ÀLJKW��$FURVV�DOO�LQGXVWULHV�DQG�
JHRJUDSKLHV�� FRPSDQLHV� DUH� UHHYDOXDWLQJ� HY-

HU\�DVSHFW�RI�WKHLU�SURJUDPV��IURP�JRDO�VHWWLQJ�DQG�
HYDOXDWLRQ�WR�LQFHQWLYHV�DQG�UHZDUGV��2UJDQL]DWLRQV�
DUH�DOLJQLQJ�WKHVH�FKDQJHV�WR�ERWK�EXVLQHVV�VWUDWHJ\�
DQG�WKH�RQJRLQJ�WUDQVIRUPDWLRQ�RI�ZRUN��:KLOH�DOO�
WKH�VRIWZDUH�WRROV�DUH�QRW�KHUH�\HW��WKHUH�LV�HYLGHQFH�
WKDW�WKH�QHZ�UXOHV�RI�SHUIRUPDQFH�PDQDJHPHQW�DUH�
XQGHUVWRRG�DQG�ZRUNLQJ�ZHOO�

AS WORK SHIFTS, SO DOES PM

:K\� LV� WKH� UHLQYHQWLRQ� RI� SHUIRUPDQFH� PDQDJH-
PHQW�VR�LPSRUWDQW"�4XLWH�VLPSO\��EHFDXVH�WKH�ZD\�
ZH�ZRUN�KDV�FKDQJHG�

7KH� WUDGLWLRQDO� HQG�RI�\HDU� DSSUDLVDO�� GHVLJQHG�
LQ� WKH� ����V�� LV� FOHDUO\� QRW� H̆HFWLYH� DQ\PRUH�� ,Q�
������RXU�Global Human Capital Trends� UHVHDUFK�
VKRZHG�WKDW����SHUFHQW�RI�FRPSDQLHV�UHSRUWHG�WKDW�
SHUIRUPDQFH�HYDOXDWLRQV�ZHUH�QRW�ZRUWK�WKH�WLPH��$� 
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VHSDUDWH� VWXG\� UHSRUWHG� WKDW� ��� SHUFHQW� RI� FRPSD-
QLHV� IRXQG� ZLGHVSUHDG�PDQDJHU� ELDV�� DQG� ��� SHU-
FHQW�EHOLHYHG�SHUIRUPDQFH�HYDOXDWLRQV�GLG�QRW�PR-
WLYDWH�HPSOR\HHV�2 

7RGD\��DV�FRPSDQLHV�RSHUDWH�DV�D�QHWZRUN�RI�WHDPV�3 
FDUHHUV�DQG�OHDUQLQJ�DUH�VWUDWHJLF�4�DQG�FRPSDQLHV�
DUH�VKLIWLQJ�IURP�³MREV�WR�ZRUN´�LQ�WKHLU�RSHUDWLRQV�5 
WKH�QHHG�WR�DOLJQ�JRDOV��SURYLGH�IHHGEDFN��DQG�FRDFK�
IRU�SHUIRUPDQFH�LV�UHDO�WLPH��FRQWLQXRXV��DQG�PXO-
WLGLUHFWLRQDO�

,Q� DGGLWLRQ�� VHYHUDO� RUJDQL]DWLRQDO� FKDQJHV� KDYH�
PDGH�GHYHORSLQJ�D�PRUH�DJLOH�SURFHVV�LPSRUWDQW�

• (PSOR\HHV� ZDQW� PRUH� UHJXODU� IHHGEDFN�� ,Q-
IRUPHG� E\� WKHLU� H[SHULHQFHV� LQ� VRFLDO� PHGLD��
SHRSOH�ZDQW� WR�JHW�DQG�JLYH� IHHGEDFN�UHJXODUO\��
&LVFR¶V� QHZ� SHUIRUPDQFH�PDQDJHPHQW� SURFHVV�
�ZKLFK�ZH�GHVFULEHG�ODVW�\HDU�LQ�Global Human 

Capital Trends 2016���� KDV� GUDPDWLFDOO\� LP-
SURYHG�FRPPXQLFDWLRQV�DQG�IHHGEDFN��HQDEOLQJ�
PDQDJHUV� WR� WRXFK� EDVH� ZLWK� HPSOR\HHV� RQ� D�
FRQWLQXRXV�EDVLV�XVLQJ�QHZ�WRROV�DQG�FKHFN�LQV�
WKDW�WDNH�YHU\�OLWWOH�WLPH�

• (PSOR\HHV�DQG�RUJDQL]DWLRQV�H[SHFW�FRQWLQXRXV�
OHDUQLQJ�� 1HZ� SHUIRUPDQFH� PDQDJHPHQW� SUDF-
WLFHV� �DQG� WRROV�� IDFLOLWDWH� UHJXODU� GLVFXVVLRQV�
DERXW�FDSDELOLWLHV�DQG�VNLOOV��KHOSLQJ�HPSOR\HHV�
OHDUQ�ZKHUH�WR�IRFXV�DQG�ZKDW�OHDUQLQJ�WR�DGRSW��
1HZ�OHDUQLQJ�VROXWLRQV�DUH�FUHDWLQJ�DQ�³DOZD\V�
RQ´�OHDUQLQJ�HQYLURQPHQW�WR�VXSSRUW�WKLV�QHHG�� 

• ,PSRUWDQW� GHFLVLRQV� DERXW� ZKRP� WR� SURPRWH��
KRZ�PXFK�RI�D�UDLVH�WR�JLYH��DQG�ZKRP�WR�PRYH�
LQWR� D� QHZ� UROH� DUH� JHWWLQJ� HDVLHU� DQG� EHWWHU�
WKURXJK� GDWD�� 1LQHW\�RQH� SHUFHQW� RI� FRPSD-
QLHV�WKDW�KDYH�DGRSWHG�FRQWLQXRXV�SHUIRUPDQFH�
PDQDJHPHQW�VD\�WKDW�WKH\�QRZ�KDYH�EHWWHU�GDWD�

Percentages by region:
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Figure 1. Performance management: Percentage of respondents rating this trend “important” 
or “very important”
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IRU� SHRSOH� GHFLVLRQV��� PDNLQJ� PDMRU� SURJUHVV�
LQ� UHPRYLQJ� ELDV� DQG� GLVFUHWLRQ� LQ� SURPRWLRQ�
DQG�DGYDQFHPHQW�

• &RPSDQLHV� RSHUDWH� LQ� WHDPV�� VR� SHUIRUPDQFH�
PDQDJHPHQW� PXVW� EH� ORFDO�� $OO� RI� RXU� GLVFXV-
VLRQV�ZLWK�FRPSDQLHV� OLNH�&LVFR��*(��,%0��DQG�
3DWDJRQLD� VKRZ� WKDW� WKH� QHZ� FRQWLQXRXV� SUDF-
WLFHV� HPSRZHU� ORFDO� OHDGHUV�� FUHDWH� EHWWHU� UHOD-
WLRQVKLSV� DPRQJ� WHDPV�� DQG� KHOS� WHDPV� ZRUN�
PRUH� FORVHO\� WRJHWKHU�� &RPSDQLHV� OLNH� *RRJOH��
*0��$WODVVLDQ��DQG�&LVFR�KDYH�QRZ�VWXGLHG�WKH�
EHKDYLRU�RI�KLJK�SHUIRUPLQJ�WHDPV�DQG�XVH�FRQ-
WLQXRXV� SHUIRUPDQFH� PDQDJHPHQW� WR� GLUHFWO\�
KHOS�WHDPV�OHDUQ�IURP�KLJK�SHUIRUPHUV�9

+XQGUHGV� RI� FRPSDQLHV²LQFOXGLQJ� $GREH�� ,%0��
*(�� *ROGPDQ� 6DFKV�� 1HZ� <RUN� /LIH�� -XQLSHU� 1HW-
ZRUNV�� DQG� &LVFR²FRQWLQXH� H[SHULPHQWLQJ� ZLWK�
QHZ�SURFHVVHV��DQG�PRVW�DUH�¿QGLQJ�JUHDW�YDOXH�����

7KH�IRFXV�KDV�VKLIWHG�IURP�WDONLQJ�about people to 
WDONLQJ� with� SHRSOH� LQ� RSHQ� FRQYHUVDWLRQV�� ³2XU�
QHZ�SHUIRUPDQFH�DSSURDFK�LV�IRFXVHG�RQ�LPSURYLQJ�
GLVFXVVLRQV��FUHDWLQJ�IUHTXHQW�FKHFN�LQV��DQG�FUHDW-
LQJ�D�GHYHORSPHQWDO�IRFXV�´�VDLG�$P\�%HUJ��GLUHFWRU�
RI�WDOHQW�DW�$GLGDV�*URXS�11 

TEAM EFFECTIVENESS, DEVELOPMENT, 
COLLABORATION, AND 
INDIVIDUAL PERFORMANCE

$� FULWLFDO� JRDO� LQ�30�H[SHULPHQWDWLRQ� LV� WR� GHYLVH�
ZD\V� WR� DOLJQ� LW� PRUH� FORVHO\� ZLWK� EXVLQHVV� RXW-
FRPHV��$V�RUJDQL]DWLRQV�EHFRPH�PRUH�WHDP�FHQWULF��
30�LV�DOVR�EHJLQQLQJ�WR�VKLIW�IURP�IRFXVLQJ�MXVW�RQ�
DQ� HPSOR\HH¶V� LQGLYLGXDO� DFKLHYHPHQWV� WR� HYDOXDW-

LQJ� KHU� FRQWULEXWLRQ� WR� D� WHDP�DQG� WKH� WHDP¶V� LP-
SDFW�RQ�GULYLQJ�RYHUDOO�EXVLQHVV�JRDOV��

&LVFR��*(��DQG�*RRJOH�KDYH�DOO�SLRQHHUHG�WKLV�PRGHO��
7KHVH�FRPSDQLHV�KDYH�EXLOW�RU�ERXJKW�VRSKLVWLFDWHG�
VRIWZDUH� WR� XQGHUVWDQG� WHDP� G\QDPLFV�� HYDOXDWH�
JURXS�JRDO�V\VWHPV��DQG�JDXJH�KRZ�H̆HFWLYHO\�HP-
SOR\HHV�FRQWULEXWH�WR�WKHLU�WHDPV�12�7KH�JRDO�RI�30�
LV�WKHUHE\�WUDQVIRUPHG�IURP�ERRVWLQJ�DQ�LQGLYLGXDO�
HPSOR\HH¶V�SHUIRUPDQFH�WR�LPSURYLQJ�WKH�UHVXOWV�RI�
WKH�WHDP��,I�WKH�WHDP�ZLQV��WKH�HPSOR\HH�ZLQV��,I�WKH�
WHDP�ZLQV��WKH�FRPSDQ\�ZLQV��

:KHQ� RUJDQL]DWLRQV� IRFXV� RQ� WHDP� SHUIRUPDQFH��
WKH\�HYDOXDWH�VXFFHVV�E\�GL̆HUHQW�PHWULFV��7UXVW��LQ-
FOXVLRQ��GLYHUVLW\��DQG�FODULW\�RI�UROHV�DUH�FULWLFDO�WR�
WHDP�VXFFHVV��7HDP�OHDGHUV�PXVW�EH�KDQGV�RQ�DQG�
DFWLYHO\�HQJDJHG��$QG�WHDPV�PXVW�EH�FRQQHFWHG�WR�
RWKHU�WHDPV�WR�VXFFHHG��0HDVXULQJ�WKHVH�QHZ�PHW-
ULFV�UHTXLUHV�QHZ�WRROV�DQG�DSSURDFKHV��WKRXJKWIXO�
H[SHULPHQWDWLRQ�� DQG� D� ZLOOLQJQHVV� WR� DGRSW� QHZ�
PRGHOV�

'HYHORSLQJ�JUHDWHU�FODULW\�DERXW�KRZ�SHUIRUPDQFH�
LV�PHDVXUHG�KDV� VXUIDFHG�DV� D� FRUH� YDOXH� DW�PDQ\�
RUJDQL]DWLRQV�� SDUWLFXODUO\� DURXQG� FKHFN�LQV� ZLWK�
PDQDJHUV� DQG� JRDO�VHWWLQJ� IRU� HPSOR\HHV�� 6RPH�
VPDOOHU� FRPSDQLHV� KDYH� JUHDWHU� ÀH[LELOLW\� WR� VHW�
JRDOV�ZLGHO\�DW�WKH�LQGLYLGXDO�DQG�WHDP�OHYHOV��ZKLOH�
ODUJHU�FRPSDQLHV�PD\�IRFXV�RQ�GHSDUWPHQWDO�JRDOV��
(LWKHU�ZD\��WKH�ROG�V\VWHP�RI�FDVFDGLQJ�JRDOV�IURP�
WKH�&(2�DOO�WKH�ZD\�GRZQ�WR�WKH�LQGLYLGXDO�FRQWULE-
XWRU�LV�QRW�SDUW�RI�WKH�QHZ�GHVLJQ�

2QH� VLJQ� RI� SRVLWLYH� FKDQJH� LV� D� ULVH� LQ� HPSOR\HH�
GULYHQ� FRPPXQLFDWLRQ� UDWKHU� WKDQ� RQH�ZD\� IHHG-
EDFN�� (YDOXDWLQJ� PDQDJHUV� RQ� WKH� TXDQWLW\� DQG�
TXDOLW\�RI�FRQYHUVDWLRQV�LV�EHFRPLQJ�D�NH\�WR�ERWK�
WHDP�DQG�PDQDJHU�VXFFHVV�

:KLOH�WKH�XVH�RI�D�IRUFHG�GLVWULEXWLRQ�FXUYH�PD\�EH�
IDGLQJ��PDQ\�RUJDQL]DWLRQV�DUH�XQZLOOLQJ�WR�JLYH�XS�
WKH� FRQFHSW� HQWLUHO\�� 5DWLQJV� DUH� VWLOO� ZLGHO\� XVHG��
WKRXJK� RIWHQ�ZLWK� TXDOLWDWLYH�PHDVXUHV� LQVWHDG� RI�
QXPEHUV�� +RZHYHU�� WRGD\¶V� QHZ� SUDFWLFHV� ORRN� DW�
SHUIRUPDQFH� FXUYHV� DQG� UDWLQJV� EDVHG� RQ� ULFKHU�
GDWD�� XVLQJ� LQSXW� IURP�PDQ\� VRXUFHV�� DQG� LQ� WKH�
FRQWH[W�RI�D�FRQWLQXRXV�GLVFXVVLRQ�DERXW�WKLQJV�WKDW�
KDSSHQHG�DOO�\HDU²UDWKHU�WKDQ�GHOLYHULQJ�D�VLPSOH�
³HQG�RI�\HDU�UHSRUW´�WKDW�RIWHQ�ORVHV�VLJKW�RI�DOO�WKH�
WKLQJV�WKDW�KDSSHQ�RYHU�WKDW����PRQWK�WLPH�SHULRG��

The focus has shifted 
from talking about 
people to talking 

with people in open 
conversations.
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*LYHQ� WKH�SDFH� RI� FKDQJH�� LW� LV� XQFOHDU�ZKHUH� WKLV�
UHYROXWLRQ�ZLOO�HQG��ZKDW�WKH�QHZ�30�JROG�VWDQGDUG�
ZLOO� EHFRPH�� RU� LI� D� VLQJOH� VWDQGDUG� ZLOO²RU� HYHQ�
VKRXOG²HPHUJH��1HZ�SUDFWLFHV�DUH�EHLQJ�WHVWHG�LQ�
UHDO� WLPH� WKURXJK�D�SURFHVV�RI� WULDO� DQG�HUURU��'LI-
IHUHQW�FRPSDQLHV�� LQGXVWULHV��DQG�JHRJUDSKLHV�ZLOO�
OLNHO\� UHDFK� GL̆HUHQW� FRQFOXVLRQV� DERXW� ZKDW� FRQ-
VWLWXWHV�DQ�RSWLPDO�30�V\VWHP�

*(��D�FRPSDQ\�ZHOO�NQRZQ�IRU�LWV�SLRQHHULQJ�ZRUN�
LQ�FDVFDGLQJ�JRDOV�DQG�IRUFHG�UDQNLQJ�LQ�WKH�����V��
KDV�EHHQ�UHLQYHQWLQJ�LWV�SHUIRUPDQFH�PDQDJHPHQW�
RYHU�WKH�ODVW�WZR�\HDUV��1RZ��DIWHU�UHPRYLQJ�UDWLQJV��
DGRSWLQJ� RQJRLQJ� WRXFKSRLQWV�� DQG� LPSOHPHQWLQJ�
SURFHGXUHV� WR� GHOLYHU� LPPHGLDWH� KRUL]RQWDO� DQG�

YHUWLFDO�IHHGEDFN��WKH�FRPSDQ\�KDV�FRPSOHWHO\�UHLQ-
YHQWHG�LWV�SURFHVV�DQG�EXLOW�D�SHUIRUPDQFH�PDQDJH-
PHQW�V\VWHP�VKDSHG�E\�DQG�IRU�LWV�HPSOR\HHV��

*(¶V� QHZ�SURFHVV� DVNV� HPSOR\HHV� WR� IRFXV� RQ�SHU-
IRUPDQFH�GHYHORSPHQW�UDWKHU�WKDQ�DSSUDLVDO��WHDFK-
HV�³3HRSOH�/HDGHUV´�WR�³LQVSLUH�DQG�HPSRZHU´�WKHLU�
WHDPV�� KHOSV� HPSOR\HHV� VHW� UHDO�WLPH� SULRULWLHV�
EDVHG�RQ�FXVWRPHU�LQSXW��DQG��XOWLPDWHO\��LQFUHDVHV�
VSHHG� DQG� FROODERUDWLRQ�� 7KH� UHVXOW�� *(� LV� VHHLQJ�
GUDPDWLF� LPSURYHPHQWV� LQ� HPSOR\HH� HQJDJHPHQW��
WLPH�WR�PDUNHW��DQG�VSHHG�RI�LQQRYDWLRQ�13

THE PROMISE AND USES 
OF BETTER DATA

$V�SDUW�RI�30�H[SHULPHQWDWLRQ��FRPSDQLHV�DUH�VHHN-
LQJ�ZD\V�WR�DSSO\�GDWD�WR�SHUIRUPDQFH�PHDVXUHPHQW��
)RU�H[DPSOH��*(�GHYHORSHG�DQ�LQ�KRXVH�DSS�WR�JDLQ�
LQVLJKWV� IURP� HPSOR\HHV� DQG� PDQDJHUV� DW� DOO� OHY-
HOV�� LQFOXGLQJ�XSZDUG� IHHGEDFN�RQ�PDQDJHUV��7KLV�
PRGHO�UHVWV�RQ�WKH�SUHPLVH�WKDW�PRUH�LQIRUPDWLRQ�
\LHOGV�EHWWHU�GDWD��ZKLFK�LQ�WXUQ�EULQJV�EHWWHU�FODULW\�
DQG�LQVLJKW��OHDGLQJ�WR�FRQWLQXRXV�LPSURYHPHQW�14 

%XW� KRZ� LV� DOO� WKLV� GDWD� OHYHUDJHG� WR�PDNH� DFWXDO�
GHFLVLRQV�DERXW�SD\�DQG�SURPRWLRQ"�0RUH�SUHFLVH-
O\��KRZ�FDQ�DQ�RUJDQL]DWLRQ¶V�V\VWHPV�WDNH�JDLQIXO�
DGYDQWDJH� RI� WKHVH� QHZ� VRXUFHV� RI� SHUIRUPDQFH�
UHODWHG�GDWD"�7KHVH�DUH�RSHQ�TXHVWLRQV�WKDW�DUH�VWLOO�
EHLQJ�WHVWHG�

7KH�JRRG�QHZV�LV� WKDW�WKH� LQFUHDVH� LQ�WKH�TXDQWLW\�
DQG�TXDOLW\�RI�GDWD�JLYHV�RUJDQL]DWLRQV�PRUH� LQIRU-
PDWLRQ�RQ�SHUIRUPDQFH�DQG�EHWWHU�TXDOLW\�GDWD�ZLWK�
ZKLFK�WR�LGHQWLI\�KLJK�SHUIRUPHUV�DQG�PDNH�DSSUR-
SULDWH�SD\��SURPRWLRQ��DQG�RWKHU�UHZDUGV�GHFLVLRQV��
%HWWHU�TXDOLW\� GDWD� DOVR� PDNHV� FRXUVH� FRUUHFWLRQV�
HDVLHU�IRU�ERWK�LQGLYLGXDOV�DQG�WKH�30�V\VWHP�LWVHOI��
%XW� WKH� ZRUN� FRQWLQXHV�� DQG� PDQ\� RUJDQL]DWLRQV�
¿QG�WKLV�WKH�KDUGHVW�DVSHFW�RI�30�WR�WUDQVIRUP�

THE CHALLENGES OF NEW PM MODELS

:KLOH�PRVW�FRPSDQLHV�PD\�ZLVK�WR�FUHDWH�D�VLQJOH��
VLPSOH� 30� V\VWHP� DFURVV� WKH� RUJDQL]DWLRQ�� PDQ\�
DUH� ¿QGLQJ� WKDW� GRLQJ� WKLV� LV� FKDOOHQJLQJ� LQ� SUDF-
WLFH�� $W�PDQ\� JOREDO� FRPSDQLHV�� UHJXODWRU\� RU� FXO-
WXUDO� IDFWRUV� UHVWULFW� PDQ\� 30� LQQRYDWLRQV�� DQG�
FDQ�HYHQ�UHTXLUH�RUJDQL]DWLRQV�WR�PDLQWDLQ�UDWLQJV��

Finding the right 
solution takes time 
and commitment.
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$GLGDV�*URXS�� IRU� LQVWDQFH�� IRXQG� WKDW� LWV� HPSOR\-
HHV� LQ� $VLD� ZDQWHG� D�PRUH� WUDGLWLRQDO�� VWUXFWXUHG�
DSSURDFK�� ZKLOH� 86�ZRUNHUV� ZDQWHG� D�PRUH� DJLOH�
SURFHVV�15 

)LQGLQJ� WKH� ULJKW� VROXWLRQ� WDNHV� WLPH� DQG� FRPPLW-
PHQW�� ,Q� LWV� UHVHDUFK�� WKH� 1HXUR/HDGHUVKLS� ,QVWL-
WXWH� IRXQG�WKDW����SHUFHQW�RI�FRPSDQLHV� WRRN�WZR�
\HDUV�WR�JDLQ�VLJQL¿FDQW�WUDFWLRQ�ZLWK�D�QHZ�30�V\V-
WHP��7UDLQLQJ�DQG�FKDQJH�PDQDJHPHQW�DUH�WKH�PRVW�
LPSRUWDQW�HOHPHQWV�RI�VXFFHVV�LQ�WKLV�HQGHDYRU����$V�
RQH�H[HFXWLYH�SXW�LW��³,W¶V�D�MRXUQH\�QHHGLQJ�VXVWDLQ-
PHQW�DQG�FRQWLQXRXV�LPSURYHPHQW��+DELWV�DQG�FXO-
WXUH�FKDQJH�VORZO\�DQG�WKURXJK�SHUVLVWHQFH�´

SOFTWARE LEADING IN 
A NEW DIRECTION

*LYHQ�WKLV�IHUPHQW�RI�H[SHULPHQWDWLRQ��LW�LV�QRW�VXU-
SULVLQJ�WKDW�WKH�+5�VRIWZDUH�LQGXVWU\�LV�¿QGLQJ�LWVHOI�
LQ�ÀX[��,Q�PDQ\�ZD\V��+5�GHSDUWPHQWV�DUH�DKHDG�RI�
+5�WHFKQRORJ\�SURYLGHUV��7KH�YDVW�PDMRULW\�RI�30�
VRIWZDUH� WRROV�� LQFOXGLQJ� WKRVH� GHYHORSHG� E\�PDU-
NHW�OHDGHUV�DQG�PDMRU�KXPDQ�FDSLWDO�PDQDJHPHQW�
�+&0��FORXG�YHQGRUV��ZHUH�GHYHORSHG�DURXQG�WKH�
ROG�³RQFH�D�\HDU´�PRGHO��6WLOO��D�VPDOO�EXW�JURZLQJ�
VHJPHQW�RI�WKH�30�WRROV�PDUNHW�LV�OHDGLQJ�WKH�ZRUOG�
RI�+5�VRIWZDUH�LQ�D�FRPSOHWHO\�QHZ�GLUHFWLRQ��7KH�
GRPLQDQW�FKDUDFWHULVWLFV�RI�QHZHU�WRROV�LQFOXGH�

• Enabling goal making to be more so-
cial and transparent, mobile, and digi-
tal:� 0DQ\� QHZ� YHQGRUV� QRZ� R̆HU� PRELOH�

JRDO�VHWWLQJ� DQG�SHUIRUPDQFH� DSSOLFDWLRQV� WKDW�
OHW� WHDPPDWHV� VHW�� VKDUH�� DQG� FROODERUDWH� RQ�
JRDOV�RQOLQH�

• Enabling easy progress tracking:� 7RROV�
WR� OLQN� JRDOV�� RIWHQ� XVLQJ� WKH� 2EMHFWLYHV� DQG�
.H\� 5HVXOWV� �2.5��PRGHO�� DOORZ� SHRSOH� WR� XS-
GDWH� WKHLU� JRDOV� HDVLO\� DQG� VHH� KRZ� RWKHUV� DUH�
PDNLQJ�SURJUHVV��

• Providing continuous feedback:� 7RROV�
WKDW� KHOS� HPSOR\HHV� GHOLYHU� RU� UHTXHVW� IHHG-
EDFN�� RIWHQ� LQWHJUDWHG�ZLWK� HPDLO� V\VWHPV� DQG�
RWKHU� SURGXFWLYLW\� WRROV�� HQDEOH� FRQWLQXRXV�
LPSURYHPHQW�ORRSV�

• Providing instant information:� 3HULRGLF�
WHDP� VXUYH\V� KHOS�PDQDJHUV� HYDOXDWH� WHDP� HQ-
JDJHPHQW�DQG�H̆HFWLYHQHVV��ZKLFK�DUH�WKHQ�XVHG�
WR� HYDOXDWH�PDQDJHUV�� 5HJXODU� HQJDJHPHQW�� RU�
³SXOVH´�VXUYH\V�RI�HPSOR\HHV�R̆HU�LQVLJKWV�DERXW�
ZKHQ�DQG�ZK\�FHUWDLQ�WHDPV�DUH�XQGHUSHUIRUP-
LQJ�RU�PLJKW�EH�XQKDSS\�RU�IUXVWUDWHG�

• Deploying data/analytics:� %LJ� GDWD� WRROV�
ORRN� DW� SHUIRUPDQFH� RQOLQH� DQG� VHQG� VXJJHV-
WLRQV�WR�PDQDJHUV�EDVHG�RQ�DUWL¿FLDO�LQWHOOLJHQFH�
WR�HQFRXUDJH�FRDFKLQJ�

• Supporting career development:�7RROV�FDQ�
UHFRPPHQG�QHZ� MREV� DQG� FDUHHUV�EDVHG�RQ�DQ�
LQGLYLGXDO¶V�LQWHUQDO�H[SHULHQFHV�ZLWK�MRE�PRELO-
LW\�DQG�KLV�SULRU�VXFFHVV�LQ�WKH�FRPSDQ\�

• 2̆HULQJ� HDV\� LQWHJUDWLRQ�� 7KH� LQWHJUDWLRQ�
RI� 30� WRROV� ZLWK� SURGXFWV� OLNH� 6ODFN�� 2XWORRN��
*PDLO�� DQG� RWKHU� SURGXFWLYLW\� WRROV�ZKHUH� SHR-
SOH� VSHQG�PRVW� RI� WKHLU� WLPH� LQFRUSRUDWHV� 30�
LQWR�HYHU\GD\�ZRUN�

$V�WKH�30�UHYROXWLRQ�JDWKHUV�VSHHG��WKH�¿QDO�FKDS-
WHU�KDV�\HW�WR�EH�ZULWWHQ��0RVW�EXVLQHVVHV�WRGD\�EH-
OLHYH�WKH\�KDYH�SHUPLVVLRQ�WR�UHLQYHQW��H[SHULPHQW��
DQG� LQQRYDWH�ZLWK�30� V\VWHPV��$� IHZ� VKRUW� \HDUV�
DJR�� WKLV� ZDV� QRW� WUXH��1RZ�� WKH�ZHLJKW� RI� H[SHUL-
HQFH� DQG� WKH� FOHDU� EHQH¿WV� IRU� ERWK� RUJDQL]DWLRQV�
DQG�HPSOR\HHV�KDYH�SXVKHG�WKLV�WUHQG�GUDPDWLFDOO\�
IRUZDUG��&RPSDQLHV�DUH�H[SORULQJ�DQG�¿QGLQJ�ZKDW�
ZRUNV� IRU� WKHLU� KLJKO\� LQGLYLGXDOL]HG� VLWXDWLRQV�� ,W�
LV�DQ�H[FLWLQJ�HYROXWLRQ²SLRQHHUHG�E\�WKH�IRUHVLJKW�
DQG�FRXUDJH�RI�D� IHZ� LQQRYDWLYH�RUJDQL]DWLRQV�VHY-
HUDO�\HDUV�DJR��
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Lessons from the front lines 
3DWDJRQLD��D�GHVLJQHU�DQG�PDQXIDFWXUHU�RI�RXWGRRU�
DSSDUHO�DQG�DFFHVVRULHV��HPEDUNHG�RQ�D�QHZ��WHDP�
FHQWULF�SHUIRUPDQFH�SURJUDP�WZR�\HDUV�DJR��7RGD\��
3DWDJRQLD� HQFRXUDJHV� LQGLYLGXDOV� WR� VHW� ¿QDQFLDO�
DQG�VWUHWFK�JRDOV��XVLQJ�WKH�2.5�PHWKRGRORJ\��DQG�
WR� FKHFN� LQ� DW� OHDVW�TXDUWHUO\�ZLWK� WKHLU�PDQDJHUV��
7KH�FRPSDQ\�KDV�HOLPLQDWHG�\HDU�HQG� UDWLQJV��%R-
QXVHV�DUH�EDVHG�RQ�JRDO�DWWDLQPHQW��DQG�EDVH�SD\�
LV� DOORFDWHG� DFFRUGLQJ� WR� VNLOOV� DQG� UHODWLYH� SHUIRU-
PDQFH�� 7KH� HQWLUH� SURFHVV� KDV� EHHQ� LPSOHPHQWHG�
WKURXJK�D�PRELOH�DSS�FDOOHG�+LJK*URXQG��

7KHVH�GHYHORSPHQWV�GLG�QRW�KDSSHQ�RYHUQLJKW��)RU�
3DWDJRQLD�� WUDQVIRUPLQJ�30�WRRN�\HDUV�RI� UHWKLQN-
LQJ�� UHWUDLQLQJ�� DQG� UHHGXFDWLQJ� HPSOR\HHV�� 7KH�
FRPSDQ\� QRWHG� WKDW�� LQ� WKH� SURJUDP¶V� ¿UVW� \HDU��
IHHGEDFN�ZDV�YHU\�SRVLWLYH��DV�SHRSOH�ZHUH�DIUDLG�WR�
JLYH�VKDUS�VXJJHVWLRQV��%XW�E\�WKH�HQG�RI�WKH�VHFRQG�
\HDU��PDQDJHUV�EXLOW� D� ³PXVFOH´� DERXW�KDYLQJ� FDQ-
GLG� GHYHORSPHQWDO� FRQYHUVDWLRQV�� DQG� SHRSOH� IHOW�
FRPIRUWDEOH�WKDW�FKHFN�LQV�DQG�IHHGEDFN�ZRXOG�EH�
XVHIXO��SRVLWLYH��DQG�QRW�SXQLWLYH�

1RZ�WKDW�H̆RUW�KDV�SDLG�R̆��7KH�QHZ�30�SURFHVV�
KDV� JHQHUDWHG� EHWWHU� ¿QDQFLDO� SHUIRUPDQFH�� LP-
SURYHG� LQGLYLGXDO� SHUIRUPDQFH�� DQG� VWUHQJWKHQHG�
HQJDJHPHQW��3DWDJRQLD�KDV�VKRZQ�WKDW�SHRSOH�DQG�
WHDPV�ZKR�SDUWLFLSDWH�PRUH�UHJXODUO\� LQ�FKHFN�LQV�
DQG� IHHGEDFN� RXWSHUIRUP� WKHLU� SHHUV� RQ� D� ZLGH�
UDQJH�RI�¿QDQFLDO�DQG�WDOHQW�PHDVXUHV��� 

2WKHU� RUJDQL]DWLRQV� WKDW� UHYROXWLRQL]HG� SHUIRU-
PDQFH� PDQDJHPHQW� VHYHUDO� \HDUV� DJR� DUH� VWLOO�
UHDSLQJ� VLJQL¿FDQW� UHZDUGV�� $GREH� FKDQJHG� LWV�
SHUIRUPDQFH�PDQDJHPHQW�DSSURDFK� LQ�������DERO-
LVKLQJ�DQQXDO�SHUIRUPDQFH�DSSUDLVDOV��UDWLQJV��DQG�
D� IRUFHG� GLVWULEXWLRQ� FXUYH� DQG� PRYLQJ� WR� DQ� DS-
SURDFK� WKH\� FDOOHG� ³&KHFN�LQV�´� :KLOH� $GREH� XS-
GDWHG�LWV�³&KHFN�LQ´�EUDQG�LQ������WR�NHHS�LW�IHHOLQJ�
FXUUHQW��WKH�FRUH�FRQFHSWV�KDYH�KHOG�VWHDG\�DFURVV�
WKH� ODVW� IRXU� \HDUV�� D� IRFXV� RQ� PDQDJHUV� VHWWLQJ�
FOHDU�H[SHFWDWLRQV��PDQDJHUV�DQG�GLUHFW�UHSRUWV�FRO-
ODERUDWLQJ�RQ�HPSOR\HH�IHHGEDFN��DQG�GLUHFW�UHSRUWV�
EHLQJ�UHVSRQVLEOH�IRU�GHYHORSPHQW��ZLWK�PDQDJHUV�
DOVR�VKDULQJ�UHVSRQVLELOLW\���6LQFH�WKH�QHZ�DSSURDFK�
LV�D�FRQWLQXRXV�SHUIRUPDQFH�SURFHVV��HLWKHU�PDQDJ-
HUV�RU�GLUHFW�UHSRUWV�FDQ�UHTXHVW�D�FKHFN�LQ�DW�DQ\�
SRLQW�GXULQJ�WKH�\HDU��

8VLQJ� LWV� HQJDJHPHQW� VXUYH\� IURP� ����� DV�
WKH� EDVHOLQH�� $GREH� FRQWLQXHV� WR� PRQLWRU�
WKH� SURJUHVV� DQG� H̆HFWLYHQHVV� RI� LWV� &KHFN�
LQ� SURJUDP�� )RU� H[DPSOH�� WKHUH� KDV� EHHQ� D�
��� SHUFHQW� LQFUHDVH� LQ� ḊUPDWLYH� UHSOLHV� WR�
WKH�TXHVWLRQ�³,�ZRXOG�UHFRPPHQG�$GREH�DV�
D� JUHDW� SODFH� WR�ZRUN�´� DQG� D� ��� SHUFHQW� LQ-
FUHDVH�LQ�ḊUPDWLYH�UHSOLHV�WR�WKH�TXHVWLRQ�³,�
UHFHLYH�RQJRLQJ� IHHGEDFN� WKDW�KHOSV�P\�SHU-
IRUPDQFH�´

$V� RQH� RI� $GREH¶V�+5� OHDGHUV� QRWHG�� ³)RXU�
\HDUV� LV� D� ORQJ� WLPH� IRU�D�SURFHVV� WR� UHPDLQ�
WKH� VDPH²HVSHFLDOO\� LQ� WKH� G\QDPLF� WHFK�
LQGXVWU\�� +RZHYHU�� WKLV� DSSURDFK� LV� VLJ-
QL¿FDQWO\�EHWWHU� WKDQ�WKH�SULRU�DSSURDFK��VR� 
ZH� KDYHQ¶W� QHHGHG� WR� PDNH� VXEVWDQWLDO�
FKDQJHV�´19
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Start here
• Identify a strategy and philosophy for 

PM:�:KDW�LV�WKH�RUJDQL]DWLRQ�WU\LQJ�WR�DFKLHYH�
WKURXJK�D�QHZ�30�V\VWHP"�+RZ�FDQ�LW�EHVW�EH�
DOLJQHG�ZLWK�EXVLQHVV�VWUDWHJ\"�:KDW�DSSURDFK�
ZLOO�GHYHORS�OHDGHUV�PRVW�H̆HFWLYHO\"�,QVWHDG�RI�
FDVFDGHG�JRDOV�WKDW�ORFN�HPSOR\HHV�LQWR�D�VHW�RI�
DFWLYLWLHV�� FRQVLGHU�D�PRUH�ÀH[LEOH�� DJLOH�� WUDQV-
SDUHQW�DSSURDFK�WR�JRDO�VHWWLQJ�

• Look to peers: ,GHQWLI\� FRPSDQLHV� LQ� WKH� LQ-
GXVWU\� RU� UHJLRQ� WKDW� DUH� OHDGLQJ� WKH� 30� UHYR-
OXWLRQ�DQG�WKDW� IDFH�FRPSDUDEOH�FKDOOHQJHV��G\-
QDPLFV��DQG�RSSRUWXQLWLHV�

• See what is working:�$PRQJ�SHHUV� WKDW�DUH�
H[SHULPHQWLQJ�ZLWK�30��LGHQWLI\�WKH�GHVLJQ�HOH-
PHQWV��WRROV��DQG�SURFHVVHV�WKDW�DUH�PRVW�H̆HF-
WLYH�IRU�WKHP��,QWHUQDOO\��VWXG\�KLJK�SHUIRUPLQJ�
LQGLYLGXDOV�� WHDPV��DQG� OHDGHUV� WR�¿QG�ZD\V� WR�
LQFRUSRUDWH� WKHLU� SUDFWLFHV� WKURXJKRXW� WKH� UHVW�
RI�WKH�RUJDQL]DWLRQ�

• Tailor PM to strategic and organizational 
needs:� 7KH� FRUH� SULQFLSOHV� RI� FKHFN�LQV�� DJLOH�
JRDO�VHWWLQJ��DQG�IUHTXHQW�IHHGEDFN�DUH�EHFRPLQJ�
FRPPRQ�DURXQG�WKH�ZRUOG��%XW�VRPH�FRPSDQLHV�
VWLOO�ZDQW� IRUPDO�UHYLHZV��QXPHULF�UDWLQJV��DQG�
GHYHORSPHQW�SODQV��2UJDQL]DWLRQDO�FXOWXUH�WDNHV�
\HDUV�WR�FKDQJH��VR�FRPSDQLHV�VKRXOG�DGRSW�QHZ�
SUDFWLFHV�DW�D�VSHHG�WKDW�ZRUNV�IRU�WKH�EXVLQHVV�

• Upskill managers in coaching skills:�&RQ-
WLQXRXV�IHHGEDFN�IRU�HPSOR\HHV�LV�D�FULWLFDO�IHD-
WXUH�RI�WKH�QHZ�30�SDUDGLJP��\HW�PDQDJHUV�RIWHQ�
QHHG�KHOS�OHDUQLQJ�KRZ�WR�EH�IXOO�WLPH�FRDFKHV�
UDWKHU� WKDQ� SDUW�WLPH� HYDOXDWRUV�� &RPSDQLHV�
DGRSWLQJ�D�QHZ�30�DSSURDFK�VKRXOG�IRFXV�KHDY-
LO\� RQ� OHDGHUVKLS� GHYHORSPHQW�� EXLOGLQJ� QHZ�
³PXVFOHV´� LQ� PDQDJHUV�� DQG� FUHDWLQJ� GLVFLSOLQH�
DURXQG�IHHGEDFN��FRDFKLQJ��DQG�FROODERUDWLRQ��

• Put it all together:� 'HWHUPLQH� KRZ� FKDQJHV�
WR� 30� ZLOO� LQIRUP� WKH� RUJDQL]DWLRQ¶V� UHZDUGV��
SURPRWLRQ��DQG�VXFFHVVLRQ�SURFHVVHV��$SSURDFK�
WKLV�IURP�WKH�HPSOR\HH�H[SHULHQFH�SHUVSHFWLYH�

FAST FORWARD

In the future, leading companies will create a continuous, highly agile process 
among employees and teams, as well as among employees and leaders. Many will 
take advantage of new software tools that integrate PM into daily work and use the 
greater quantity and richer quality of data now available. The dreaded end-of-year 
HYDOXDWLRQ�ZLOO�EH�JRQH��UHSODFHG�E\�FRQWLQXRXV�IHHGEDFN�ȵRZLQJ�EHWZHHQ�HPSOR\HHV�
and managers.

These changes are not merely new processes, but rather new organizational muscles. 
As such, they will take time to develop and need constant exercise to maintain. But 
RYHU�WLPH��WKH\�ZLOO�EHFRPH�VWURQJHU��30�FKDQJHV�WKDW�VHHP�GLɝFXOW�LQ�WKH�HDUO\�
stages of transformation become more natural over time. As trust grows, feedback 
becomes more direct and constructive, and changes are accepted. 
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)LJXUH����3HUIRUPDQFH�PDQDJHPHQW��2OG�UXOHV�YV��QHZ�UXOHV

Old rules New rules

Performance appraisals and goal-setting conducted 
once per year

Check-ins conducted quarterly or more frequently; 
regular goal-setting occurs in an open, collaborative 
process 

Feedback collected by manager at end of year Feedback collected continuously and easily reviewed 
at end of year (often through apps and mobile tools)

*RDOV�NHSW�FRQȴGHQWLDO�ZLWK�IRFXV�RQ�LQGLYLGXDO�
achievement 

Goals made public and transparent with increased 
focus on team achievement

Employees evaluated by their manager Managers also evaluated by their employees

Employees force-ranked on a quantitative scale Employees rated on a qualitative scale; rankings 
considered, not forced

&RPSHQVDWLRQ�NHSW�FRQȴGHQWLDO�DQG�IRFXVHG�RQ�
equity; bands based on performance ratings

Compensation levels more transparent, more 
frequently discussed, and focused more on pay for 
performance than on equity

Managers focused on evaluating performance Managers focused on coaching and developing 
people

One leader evaluates each individual in a qualitative, 
opinion-based process

0DQ\�FRQWULEXWH�WR�DQ�LQGLYLGXDOȇV�SHUIRUPDQFH�
evaluation; evaluation draws heavily on data

Process considered to be a burden and waste of time Process is agile, faster, continuous, and lighter

'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP
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/HDGHUVKLS� GHYHORSPHQW� FRQWLQXHV� WR� EH� D� VLJQLȴFDQW� FKDOOHQJH� IRU� FRPSDQLHV�
around the world, as the transition to the new digital organization creates even larger 
OHDGHUVKLS�JDSV��+LJK�SHUIRUPLQJ� OHDGHUV� WRGD\�QHHG�GL΍HUHQW�VNLOOV�DQG�H[SHUWLVH�
than in generations past, yet most organizations have not moved rapidly enough to 
develop digital leaders, promote young leaders, and build new leadership models. 

• The leadership gap has become larger; organizational capabilities to address lead-
ership dropped by 2 percent.

• Forty-two percent of companies cite “leadership development” as very important.

• The percentage of companies with strong or adequate experiential programs for 
leaders rose by 2 percent this year.

Leadership disrupted
Pushing the boundaries

AS GLJLWDO�GLVUXSWLRQ�VZHHSV�DFURVV�HYHU\�PD-
MRU� LQGXVWU\�� OHDGHUVKLS�FDSDELOLWLHV�DUH�QRW�
NHHSLQJ�SDFH��,Q�������ZH�WHUPHG�OHDGHUVKLS�

WKH�³SHUHQQLDO� LVVXH�LQ�EXVLQHVV´²D�FKDOOHQJH�WKDW�
QHYHU�VHHPV�WR�JR�DZD\��7KLV�\HDU�ZH�VHH�D�UDGLFDO�
VKLIW��7RGD\��DV�QHYHU�EHIRUH��RUJDQL]DWLRQV�GR�QRW�
MXVW� QHHG� PRUH� VWURQJ� OHDGHUV�� WKH\� QHHG� D� FRP-
SOHWHO\�GL̆HUHQW�NLQG�RI� OHDGHU�� ,Q� VKRUW�� RUJDQL]D-
WLRQV�QHHG� WR�EXLOG�D�QHZ�EUHHG�RI�\RXQJHU��PRUH�
DJLOH��³GLJLWDO�UHDG\´�OHDGHUV��

/HDGHUVKLS� WRGD\� LV� OHVV� DERXW� WKH� ³DUW´� RI� OHDGHU-
VKLS�DQG�PRUH�DERXW�WKH�FKDOOHQJHV�OHDGHUV�DUH�IDF-
LQJ��$ERYH�DOO��WKH�GUDPDWLF�WUDQVIRUPDWLRQ�RI�EXVL-
QHVV�LV�GULYHQ�ODUJHO\�E\�WKH�VZLWFK�WR�GLJLWDO�

8QIRUWXQDWHO\��PDQ\�&(2V�GR�QRW�XQGHUVWDQG� WKH�
JUDYLW\� RI� WKLV� LVVXH�� ,Q� D� UHFHQW� LQGXVWU\� VWXG\�RI�
���� WRS� EXVLQHVV� H[HFXWLYHV�� ��� SHUFHQW� EHOLHYHG�
WKDW�WHFKQRORJ\�ZLOO�GULYH�JUHDWHU�YDOXH�WKDQ�KXPDQ�
FDSLWDO� �DQG����SHUFHQW�EHOLHYHG�SHRSOH�DUH�D� FRVW��
QRW� D� GULYHU� RI� YDOXH��1�:KLOH� WKH� WRSLF� RI� KXPDQ�

FDSLWDO�YV��WHFKQRORJ\�PD\�EH�LQ�GHEDWH��VRPH�H[HF-
XWLYHV�VWLOO�FRQWLQXH�WR�IRFXV�RQ�WKH�WHFKQRORJ\�VLGH�
RI�WKH�EXVLQHVV�DW�WKH�H[SHQVH�RI�GHYHORSLQJ�OHDGHUV�

2I�FRXUVH��WHFKQRORJ\�LV�FULWLFDOO\�LPSRUWDQW��EXW�KX-
PDQ�FDSLWDO�UHPDLQV�LQGLVSHQVDEOH��

+RZHYHU��WKH�FRQFHSW�RI�³OHDGHU�DV�KHUR´�QR�ORQJHU�
VFDOHV��+LJKO\� H̆HFWLYH� FRPSDQLHV� VXFK� DV�*RRJOH��
/\IW��:/�*RUH��0DVWHUFDUG�� DQG� $WODVVLDQ� ORRN� DW�
OHDGHUVKLS�DV�D�WHDP�H̆RUW�DQG�UHFUXLW�OHDGHUV�ZKR�
FDQ� ZRUN� WRJHWKHU�� FRPSOHPHQW� HDFK� RWKHU�� DQG�
IXQFWLRQ�DV�D�WHDP�2

:KHQ�ROGHU�EXVLQHVV�PRGHOV�DUH�QR�ORQJHU�ZRUNLQJ��
OHDGHUV�QHHG�QHZ�FDSDELOLWLHV��<HW�PRVW�FRPSDQLHV�
DUH�GLJLWDO�³LPPLJUDQWV�´�QHZ�WR�WKLV�ZRUOG�DQG�EXLOW�
RQ�ROGHU�PRGHOV�VXFK�DV�FRQWURO�PHFKDQLVPV�DQG�¿-
QDQFLDO�UHWXUQV��1RZ��FRPSDQLHV�DUH�VFDOLQJ�IRU�GLI-
IHUHQW�JRDOV��VXFK�DV�LQQRYDWLRQ�DQG�PRYLQJ�DW�KLJK�
VSHHG��1LQHW\�SHUFHQW�RI�FRPSDQLHV�DUH�UHGHVLJQLQJ�
WKHLU�RUJDQL]DWLRQV�WR�EH�PRUH�G\QDPLF�� WHDP�FHQ-
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WULF��DQG�FRQQHFWHG��7KHVH�FKDQJHV�UHTXLUH�QRW�MXVW�
QHZ�RSHUDWLQJ�PRGHOV��EXW�D�GL̆HUHQW�W\SH�RI�OHDG-
HUVKLS�WR�PRELOL]H�DQG�H[HFXWH�WKHVH�PRGHOV��

%HFDXVH�RI� WKHVH� VKLIWV��RUJDQL]DWLRQV�QHHG�SHRSOH�
ZKR� FDQ� OHDG� WHDPV�DQG�SDUWQHU�ZLWK� WKH�EURDGHU�
HFRV\VWHPV�� 7KLV� QHZ� W\SH� RI� OHDGHU� PXVW� XQGHU-
VWDQG� KRZ� WR� EXLOG� DQG� OHDG� WHDPV�� NHHS� SHRSOH�
FRQQHFWHG� DQG� HQJDJHG�� DQG� GULYH� D� FXOWXUH� RI� LQ-
QRYDWLRQ�� OHDUQLQJ�� DQG� FRQWLQXRXV� LPSURYHPHQW��
7KH\�PXVW�DOVR�EH�DEOH�WR�OHDG�D�ZRUNIRUFH�WKDW�QRZ�
LQFOXGHV�FRQWUDFWRUV��WKH�FRQWLQJHQW�ZRUNIRUFH��DQG�
FURZG�WDOHQW�

$� QDWXUDO� FRUROODU\� RI� WKLV� LV� WKDW� OHDGHUV� QHHG� LQ-
WHUGLVFLSOLQDU\�VNLOOV��&RPSDQLHV�VXFK�DV�*(�� ,%0��
1HVWOp��;HUR[��DQG�0DVWHUFDUG�QRZ�EULQJ�OHDGHUV�WR-
JHWKHU�IRU�FROODERUDWLYH�GHVLJQ�DQG�SUREOHP�VROYLQJ�
H[HUFLVHV��FKDOOHQJLQJ�WKHP�WR�XQGHUVWDQG�KRZ�GLI-
IHUHQW�EXVLQHVV�IXQFWLRQV��LQGXVWULHV��DQG�WHFKQROR-

JLHV� FRPH� WRJHWKHU� WR� IRUP� VROXWLRQV��7KH�GD\V� RI�
D� OLQH� OHDGHU� UHDFKLQJ� WKH�H[HFXWLYH� OHYHO� LQ�D� VROH�
IXQFWLRQ�KDYH�HQGHG�3

3HUKDSV� PRVW� LPSRUWDQW�� LQQRYDWLRQ� DQG� ULVN�
WDNLQJ� QRZ� GH¿QH� KLJK�LPSDFW� OHDGHUVKLS�� ,Q� WKH�
ZRUGV�RI�0DUN�=XFNHUEHUJ��&(2�RI�)DFHERRN��³7KH�
ELJJHVW� ULVN� LV�QRW� WDNLQJ�DQ\�ULVN�� ,Q�D�ZRUOG� WKDW�
LV�FKDQJLQJ�UHDOO\�TXLFNO\��WKH�RQO\�VWUDWHJ\�WKDW�LV�
JXDUDQWHHG�WR�IDLO�LV�QRW�WDNLQJ�ULVNV�´4�5LVN�WDNLQJ�
KDV�EHFRPH�RQH�RI�WKH�PRVW�LPSRUWDQW�GULYHUV�RI�D�
KLJK�SHUIRUPLQJ�OHDGHUVKLS�FXOWXUH�

DEMOGRAPHICS AND 
LEADERSHIP DESTINY

'HPRJUDSKLF�FKDQJHV�DUH�DOVR� LQÀXHQFLQJ�ZKDW� LV�
UHTXLUHG� IRU� D� OHDGHU� WR� EH� VXFFHVVIXO��0LOOHQQLDOV�
H[SHFW� WR� EH� GHYHORSHG� WKURXJKRXW� WKHLU�ZRUN� OLIH�

Percentages by region:
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81 74
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Figure 1. Leadership: Percentage of respondents rating this trend “important” or 
“very important”
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YLD� RSSRUWXQLWLHV�� PHQWRULQJ�� DQG� VWUHWFK� DVVLJQ-
PHQWV�� /LNHZLVH�� WKH� PRVW� VRSKLVWLFDWHG� RUJDQL]D-
WLRQV� YLHZ� OHDGHUVKLS� GHYHORSPHQW� DV� PRUH� WKDQ�
WUDLQLQJ�� 7KH\� FRPELQH� RUJDQL]DWLRQDO� GHVLJQ�� MRE�
GHVLJQ��PHQWRULQJ��and� GHYHORSPHQW� SURJUDPV� WR�
FUHDWH�WKH�OHDGHUV�WKH\�QHHG�5 

+RZHYHU��DW�PDQ\�FRPSDQLHV�WRGD\��WKH�OHDGHUVKLS�
SLSHOLQH� UHPDLQV� WRR� WRS�KHDY\�� SUHYHQWLQJ� 0LO-
OHQQLDOV� IURP� JHWWLQJ� WKH� RQ�WKH�MRE� OHDUQLQJ� DQG�
GHYHORSPHQW� WKH\� QHHG� DQG� OHDYLQJ� RUJDQL]DWLRQV�
VWUXJJOLQJ� WR� EXLOG� WKHLU� OHDGHUVKLS� SLSHOLQHV� HDU-
OLHU��0RUH� WKDQ����SHUFHQW�RI�0LOOHQQLDOV� DUH�QRZ�
LQ� OHDGHUVKLS� SRVLWLRQV�� EXW�PRVW� EHOLHYH� WKH\� DUH�
UHFHLYLQJ� OLWWOH� WR� QR� GHYHORSPHQW� LQ� WKHLU� UROHV���

,Q� WKLV� \HDU¶V� VXUYH\�� ��� SHUFHQW� RI� FRPSDQLHV� UH-
SRUW� WKH\�KDYH�H[FHOOHQW�RU�DGHTXDWH�SURJUDPV�IRU�
0LOOHQQLDOV��XS�IURP�RQO\����SHUFHQW�WZR�\HDUV�DJR��
'HVSLWH�WKLV�VKLIW��0LOOHQQLDOV�VWLOO�IHHO�OHIW�RXW��RQO\�
���SHUFHQW�EHOLHYH�WKHLU�RUJDQL]DWLRQ�LV�IXOO\�WDNLQJ�
DGYDQWDJH�RI�WKHLU�VNLOOV��

7R�DGGUHVV�EXVLQHVV�QHHGV�DQG�VDWLVI\�WKH�GHVLUH�IRU�
OLIHORQJ�GHYHORSPHQW�DQG�PRUH�UDSLG�DGYDQFHPHQW��
PDQ\�IRUPDO�OHDGHUVKLS�SURJUDPV�DUH�EHLQJ�VXSSOH-
PHQWHG�ZLWK�GHYHORSPHQWDO� DVVLJQPHQWV�� H[WHUQDO�
H[SHULHQFHV��VWUHWFK�SURMHFWV��DQG�H[SRVXUH�WR�LQWHU-
QDO�DQG�H[WHUQDO�OHDGHUV��

7KH� SHUFHQWDJH� RI� FRPSDQLHV� ZLWK� VWURQJ� H[SH-
ULHQWLDO�SURJUDPV�URVH� IURP����SHUFHQW� LQ������ WR�
��� SHUFHQW� LQ� ������ 2XU� QHZHVW� UHVHDUFK� VKRZV�
WKDW� IRUPDO� WUDLQLQJ� LV� DPRQJ� WKH� OHDVW� YDOXHG� LQ-
YHVWPHQWV� WR�GHYHORS� OHDGHUV��� ,QVWHDG��FRPSDQLHV�
VKRXOG� IRFXV� RQ� HVWDEOLVKLQJ� D� OHDGHUVKLS� FXOWXUH��
ULVN�WDNLQJ�� NQRZOHGJH� VKDULQJ�� DQG� PDWUL[� PDQ-
DJHPHQW�WR�EXLOG�WKH�OHDGHUV�RI�WKH�IXWXUH��

THE DIGITAL LEADER

7KH�PRVW�FULWLFDO�QHHG�IRU�PRVW�RUJDQL]DWLRQV�LV�IRU�
OHDGHUV� WR�GHYHORS�GLJLWDO� FDSDELOLWLHV��7RGD\��RQO\�
��SHUFHQW�RI�FRPSDQLHV�
IHHO� WKH\� KDYH� VWURQJ�
GLJLWDO� OHDGHUV� LQ�SODFH��
DFFRUGLQJ� WR� RXU� �����
Global Human Capital 
Trends� VXUYH\� UHVSRQ-
GHQWV��,Q�D�VLJQ�RI�SRVL-
WLYH� FKDQJH�� KRZHYHU��
��� SHUFHQW� RI� UHVSRQ-
GHQWV�DUH�GHYHORSLQJ�RU�
VWDUWLQJ�WR�GHYHORS�QHZ�
OHDGHUVKLS� SURJUDPV�
IRFXVHG�RQ�GLJLWDO�PDQ-
DJHPHQW�

)LJXUH����/HDGHUVKLS�FDSDELOLWLHV�QHHGHG�WR�VXFFHHG�LQ�D�GLJLWDO�ZRUOG

/HDGHUV�QHHG�WR�WKLQN��DFW��DQG�UHDFW�GL΍HUHQWO\�WR�PDNH�
their organizations succeed in a digital world

Cognitive transformation 
�7+Ζ1.�GL΍HUHQWO\�

Behavioral transformation 
�$&7�GL΍HUHQWO\�

Emotional transformation 
�5($&7�GL΍HUHQWO\�

Conceptualizing possibilities in a 
virtual world

Adapting to constantly shifting 
SRZHU�DQG�LQȵXHQFH

Tolerating an environment of risk 
and ambiguity

Handling ever-increasing 
cognitive complexity

Collaborating with ease across 
PDQ\�GL΍HUHQW�WHDPV

Showing resilience in the face of 
constant change

Thinking divergently about new 
ways of doing things

Valuing the contribution of new 
ZRUN�SDUWQHUV�DQG�GL΍HUHQW�

interest groups

Being brave in challenging how 
things are being done

Making decisions quickly without 
all of the information

Investing huge amounts of energy 
into getting things right; try, fail, 

try again

+DYLQJ�WKH�FRQȴGHQFH�WR�WDNH�WKH�
lead in driving change

'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP
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*HWWLQJ�WKHUH�LV�KDUG��2XU�UHVHDUFK�RQ�GLJLWDO� OHDG-
HUVKLS�� EDVHG� RQ� VWXGLHV� GRQH�ZLWK�0,7�� VKRZV� D�
VKLIW� LQ� OHDGHUVKLS�FDSDELOLWLHV� LQ� WKUHH�DUHDV��KRZ�
OHDGHUV�PXVW�WKLQN��KRZ�OHDGHUV�PXVW�DFW��DQG�KRZ�
OHDGHUV�PXVW�UHDFW�9 

DIGITAL LEADERS: A FIELD GUIDE

/HDGHUVKLS�LV�FULWLFDO�LQ�PDNLQJ�WKH�WUDQVIRUPDWLRQ�
IURP�DQ�RUJDQL]DWLRQ�³GRLQJ´�GLJLWDO� WKLQJV� WR�RQH�
WKDW�LV�³EHFRPLQJ´�GLJLWDO��)RU�ERWK�WKH�RUJDQL]DWLRQ�
DQG�LWV�OHDGHUV��WKLV�LQYROYHV�WKUHH�GL̆HUHQW�W\SHV�RI�
WUDQVIRUPDWLRQV��¿JXUH����

• Cognitive transformation:�/HDGHUV�QHHG� WR�
think�GL̆HUHQWO\

• Behavioral transformation:� /HDGHUV� QHHG�
to act�GL̆HUHQWO\

• Emotional transformation:� /HDGHUV� QHHG�
to react�GL̆HUHQWO\

7DNHQ� WRJHWKHU�� WKHVH� WUDQVIRUPDWLRQV� VKRZ� KRZ�
UDGLFDO� WKH� GLJLWDO� WUDQVIRUPDWLRQ�ZLOO� EH��$QG� RU-
JDQL]DWLRQV� VKRXOG�KDYH�FHUWDLQ�FRUH�H[SHFWDWLRQV�
RI�GLJLWDO�OHDGHUV��7KH\�QHHG�WR�PDNH�VHQVH�RI�YDJXH�
H[WHUQDO�WUHQGV��KHOS�WKH�RUJDQL]DWLRQ�LPDJLQH�WKH�
GLJLWDO�IXWXUH��EOXU�WKH�LQWHUQDO�DQG�H[WHUQDO�ERXQG-
DULHV� LQ� ZD\V� WKDW� DVVLVW� WKH� WUDQVIRUPDWLRQ�� HGX-
FDWH�RWKHUV��UHSXUSRVH�WHFKQLFDO�H[SHUWLVH��DQG�XVH�
GHVLJQ�WKLQNLQJ�PHWKRGV�WR�IRVWHU�LQQRYDWLRQ��

7KDW�LV�D�EURDG�OLVW�RI�OHDGHUVKLS�FKDUDFWHULVWLFV��EXW�
LW�LV�LPSRUWDQW�WR�UHFDOO�WKDW�QRW�HYHU\�GLJLWDO�OHDGHU�
GRHV� WKH�VDPH�WKLQJ��:H�VHH� WKUHH�GL̆HUHQW� W\SHV�

RI�GLJLWDO�OHDGHUV��DQG�PRVW�RUJDQL]DWLRQV�ZLOO�QHHG�
VRPH�FRPELQDWLRQ�RI�DOO�WKUHH�

• Digital investors:� 6HQLRU� H[HFXWLYHV�ZKR�HP-
EUDFH� WKH� 9&� PLQG�VHW�� XQFRYHU� RSSRUWXQLWLHV��
LQYHVW� LQ� WDOHQW� DQG� LGHDV�� IRUJH� SDUWQHUVKLSV��
DQG�EXLOG�DQ�HFRV\VWHP�IRU�LQQRYDWLRQ�WR�WKULYH

• Digital pioneers:�%XVLQHVV�DQG�IXQFWLRQ�OHDG-
HUV�ZKR�FDQ�UHLPDJLQH�WKH�IXWXUH��VKDSH�QHZ�DQG�
GL̆HUHQW� EXVLQHVV�PRGHOV�� DQG� OHDG� D� ZLQQLQJ�
GLJLWDO�VWUDWHJ\

• Digital transformers:�/HDGHUV�ZKR�FDQ�PDQ-
DJH� SHRSOH� WKURXJK� UDGLFDO� FKDQJH� DQG� WUDQV-
IRUP�WKH�EXVLQHVV

)RU�GLJLWDO� LQYHVWRUV�� D�SULQFLSDO� WDVN� LV� HGXFDWLRQ��
7KLV�LQFOXGHV�HGXFDWLQJ�WKH�ERDUG�DQG�RWKHU�VHQLRU�
OHDGHUV� ZKR�PD\� QRW� IXOO\� XQGHUVWDQG� WKH� QDWXUH�

Getting there is hard. Our research on digital 
leadership, based on studies done with MIT, 

shows a shift in leadership capabilities in three 
areas: how leaders must think, how leaders 

must act, and how leaders must react.
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RI�WKH�VKLIW��$QRWKHU�FKDOOHQJH�LV�JHWWLQJ�WKH�LQYHVW-
PHQW�GHFLVLRQV�ULJKW��VXFK�DV�FKRRVLQJ�EHWZHHQ�LQ-
WHUQDO� LQYHVWPHQW� LQ� V\VWHPV� RU� SXUFKDVLQJ� IURP�
H[WHUQDO� YHQGRUV�DW� OHVV� FRVW�EXW� DOVR�ZLWK� OHVV�GH-
VLJQ�FRQWURO��'LJLWDO�LQYHVWRUV�PXVW�DOVR�GHWHUPLQH�
KRZ�WR�EDODQFH�WKH�FXUUHQW�EXVLQHVV�PRGHO�ZLWK�WKH�
GLJLWDO�WUDQVIRUPDWLRQ�DQG�WKHQ�LQWHJUDWH�LW�LQWR�WKH�
QHZHU��GLJLWDO�PRGHOV�

'LJLWDO�SLRQHHUV�DUH��LQ�PDQ\�ZD\V��WKH�KHDUW�RI�LQ-
QRYDWLRQ��7KH\�VHW� WKH�YLVLRQ�IRU� WKH�ZKROH�RUJDQL-
]DWLRQ��³IXWXUH�SURRI´�WKH�EXVLQHVV��GH¿QH�WKH�URDG-
PDS�IRU�WKH�QH[W�WZR�WR�WKUHH�\HDUV��DQG�GULYH�ERWK�
WKH�SDFH�RI�FKDQJH�DQG�WKH�RUJDQL]DWLRQ¶V�QHZ�GLJL-
WDO�FDSDELOLWLHV��7KH\�HQVXUH�D�FRQVLVWHQW�YLVLRQ�DQG�
SODQ�IRU�GLJLWDO�WKURXJKRXW�WKH�RUJDQL]DWLRQ��

'LJLWDO� WUDQVIRUPHUV� DUH� DW� WKH� IXOFUXP� SRLQW� RI�
OHDGLQJ�UDGLFDO�FKDQJH��%XVLQHVVHV�IDFH�D�SDUWLFXODU�
FKDOOHQJH�LQ�¿QGLQJ�OHDGHUV�ZKR�FDQ�FDUU\�RQ�³EXVL-
QHVV�DV�XVXDO´�ZKLOH�PRYLQJ�WKH�GLJLWDO�DJHQGD�IRU-
ZDUG�

Lessons from the front lines
$V� WKH� SDFH� RI� WHFKQRORJ\� GLVUXSWLRQ� FRQWLQXHV� WR�
DFFHOHUDWH�� WKH� KLJK�WHFK� PDQXIDFWXULQJ� LQGXVWU\�
LV� H[SHULHQFLQJ� EURDG�EDVHG� WDOHQW� VKRUWDJHV� DQG�
VNLOOV� JDSV�� 2QH� JOREDO� KLJK�WHFK� PDQXIDFWXUHU�
VHHNLQJ� WR� H[SORUH� QHZ� RSHUDWLQJ� PRGHOV� WR� VSXU�
UDSLG� JURZWK� IDFHG� VHULRXV� OHDGHUVKLS� FKDOOHQJHV�
DV�LW�DWWHPSWHG�WR�VKLIW�LWV�EXVLQHVV�VWUDWHJ\��$V�LWV�
EXVLQHVV� FKDQJHG�� VR� GLG� LWV� WDOHQW� QHHGV�� SDUWLFX-
ODUO\�ZKHQ�LW�FDPH�WR�GHYHORSLQJ�WKH�OHDGHUV�RI�WKH�
IXWXUH�LW�QHHGHG�WR�LPSOHPHQW�WKH�QHZ�VWUDWHJ\�

7KH�FRPSDQ\�IRFXVHG�¿UVW�RQ�JURZLQJ�LWV�RZQ�SLSH-
OLQH�RI�OHDGHUV��%XW�WKH�RUJDQL]DWLRQ�TXLFNO\�UHDOL]HG�
LW�QHHGHG�JUHDWHU�SUHFLVLRQ�LQ�LGHQWLI\LQJ�OHDGHUVKLS�
SRWHQWLDO�DFURVV�LWV�ZRUNIRUFH��6SHFL¿FDOO\��WKH�FRP-
SDQ\�]HURHG�LQ�RQ�WZR�JRDOV��WR�LPSURYH�LWV�DELOLW\�WR�
VSRW� OHDGHUVKLS� WDOHQW�DFURVV�DOO�RI� LWV� WDOHQW�SRROV��
HVSHFLDOO\�DW�WKH�PLGGOH�PDQDJHU�OHYHO��DQG�WR�LGHQ-
WLI\�SRWHQWLDO�OHDGHUV�IDVWHU�DQG�DW�ORZHU�FRVW�

7R� DFKLHYH� WKHVH� JRDOV�� WKH� FRPSDQ\� GHYHORSHG� D�
IUDPHZRUN� IRU� OHDGHUVKLS� SRWHQWLDO� WKDW� RXWOLQHG�
WKH� VSHFL¿F� DWWULEXWHV� PRVW� SUHGLFWLYH� RI� OHDGHU-
VKLS� VXFFHVV�� 7KH� RUJDQL]DWLRQ� UROOHG� RXW� WKH� WRRO�

WR� RQH� RI� LWV� EXVLQHVV� IXQFWLRQV� RQ� D� ZRUOGZLGH�
EDVLV�� ,Q�WZR�ZHHNV�����UDWHUV�DVVHVVHG�PRUH�WKDQ�
����PLG�OHYHO� OHDGHUV� DFURVV� WKH�JOREH�� HQDEOLQJ�D�
UDSLG�� GDWD�EDVHG� DSSURDFK�� $Q� DJJUHJDWH� UHSRUW�
RI�DOO� OHDGHUV�ZDV�FRPSLOHG�DQG�UHYLHZHG�ZLWK�+5�
OHDGHUVKLS��5DWHUV�EHOLHYHG� WKH�QHZ� WRRO�ZDV�ERWK�
HDV\�WR�XVH�DQG�R̆HUHG�DFWLRQDEOH�UHVXOWV��WKHVH�UH-
VXOWV�SURYLGHG� LQIRUPDWLYH�DQG�DFWLRQDEOH� LQVLJKWV�
WR�WKH�H[HFXWLYH�FRPPLWWHH��ZKLFK�KHOSHG�LQ�PDNLQJ�
IXWXUH�WDOHQW�GHFLVLRQV�

7KH�RUJDQL]DWLRQ�LV�QRZ�H[SDQGLQJ�WKH�WRRO�DFURVV�
WKH�HQWLUH�JOREDO�RUJDQL]DWLRQ��DOORZLQJ�LW�WR�TXLFNO\�
FRPSDUH�UDWLQJV�RI�SRWHQWLDO� OHDGHUV�E\�SODFLQJ�DOO�
OHDGHUV� RQ� D� OHYHO� SOD\LQJ� ¿HOG� UHJDUGOHVV� RI� IXQF-
WLRQ�RU�UHJLRQ��7KLV�DSSURDFK�HVWDEOLVKHV�D�VWDQGDUG��
FRQVLVWHQW�ODQJXDJH�IRU�LGHQWLI\LQJ�SRWHQWLDO�DFURVV�
WKH� JOREDO� RUJDQL]DWLRQ�� ,W� DOVR�KHOSV� WKH�RUJDQL]D-
WLRQ�WR�XQFRYHU�³KLGGHQ�JHPV´�LQ�XQH[SHFWHG�SODFHV��
WKDQNV� WR� ULFK�� FRQVLVWHQW�GDWD� IURP�JOREDO�DQG�UH-
JLRQDO�WDOHQW�UHYLHZV��,QGHHG����SHUFHQW�RI�WKH�KLJK-
HVW�SRWHQWLDO�OHDGHUV�LGHQWL¿HG�LQ�WKH�LQLWLDO�SURMHFW�
ZHUH� ³PHHWV� H[SHFWDWLRQV´� SHUIRUPHUV²LQGLFDWLQJ�
HLWKHU�SRRU�UROH�¿W�RU�XQWDSSHG�SRWHQWLDO�

Start here
• Rethink the organization’s leadership 

model: 7KH� QHZ� PRGHO� VKRXOG� LQFOXGH� WKH�
FRQFHSWV�RI�LQQRYDWLRQ��JURZWK��LQFOXVLRQ��WHDP-
ZRUN��DQG�FROODERUDWLRQ��

• Identify the likely digital leaders in the 
organization:� 'HWHUPLQH� ZKR� FDQ� EH� WKH� LQ-
YHVWRUV��SLRQHHUV��DQG�WUDQVIRUPHUV��7KHQ�WUDLQ�
WKHP�WR�XQGHUVWDQG�WKHVH�RSSRUWXQLWLHV��

• Ensure accountability:� ,GHQWLI\� WKH� SHUVRQ�
RU�JURXS�UHVSRQVLEOH�WR�WKH�&�VXLWH�DQG�ERDUG�IRU�
EXLOGLQJ�OHDGHUV�DV�SDUW�RI�WKH�EXVLQHVV�VWUDWHJ\��

• Promote younger people into leadership 
much faster:� *LYH� WKHP� WKH� RSSRUWXQLW\� WR�
OHDUQ�RQ�WKH�MRE�DQG�WKH�ÀH[LELOLW\�WR�OHDG�WHDPV�
DQG� SURMHFWV� ZLWK� VXSSRUW� IURP� VHQLRU� OHDGHUV��
8VH� WKHP�DV�UHYHUVH�PHQWRUV� WR�KHOS�VHQLRU�H[-
HFXWLYHV�OHDUQ�DERXW�WHFKQRORJ\��ZRUN�SUDFWLFHV��
DQG�WKH�FXOWXUH�RI�\RXQJHU�HPSOR\HHV�
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• Foster risk-taking and experimentation 
through leadership strategy:� /HDGHUVKLS�
SURJUDPV�PXVW�EH�LQWHUGLVFLSOLQDU\�DQG�IRFXV�RQ�
QHZ�SURGXFW�DQG�VHUYLFH�LQQRYDWLRQV��HQFRXUDJ-
LQJ� ULVN�WDNLQJ� DQG� H[SHULPHQWDWLRQ� DV� SHRSOH�
GHYHORS�QHZ�VNLOOV�

FAST FORWARD

Great leaders have always been expected to succeed in the context of ambiguity. Now, 
they face even greater pressures as the speed of technology accelerates. The role that 
leaders play will continue to change, becoming even more digital-focused and team-
centric. A focus on organizational practice, including culture and organizational design, 
will become an ever-more important part of leadership development. Despite this 
more challenging environment, leaders will be asked to execute at a higher level—and 
ensure that their organizations do not lag behind in the digital transformation.

• Move beyond traditional leadership 
training: ,QVWHDG�� IRFXV� RQ� OHDGHUVKLS� VWUDW-
HJ\��ZLWK�DQ�HPSKDVLV�RQ�FXOWXUH��HPSRZHUPHQW��
ULVN�WDNLQJ�� NQRZOHGJH� VKDULQJ�� H[SRVXUH�� PD-
WUL[�PDQDJHPHQW��DQG�EXLOGLQJ�WDOHQW�DV�JXLGHV��
%ULQJ�LQ�H[WHUQDO�OHDGHUV�DQG�UHWKLQN�\RXU�OHDG-
HUVKLS�YHQGRUV��PDQ\�DUH�VWHHSHG�LQ�ROG�PRGHOV�
DQG�WUDGLWLRQDO�OHDGHUVKLS�WKLQNLQJ�
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)LJXUH����/HDGHUVKLS��2OG�UXOHV�YV��QHZ�UXOHV

Old rules New rules

/HDGHUV�DUH�LGHQWLȴHG�DQG�DVVHVVHG�EDVHG�RQ�
experience, tenure, and business performance

Leaders are assessed early in their careers for agility, 
creativity, and ability to lead and connect teams

Leaders must “pay their dues” to work their way up 
the leadership pipeline

/HDGHUV�DUH�LGHQWLȴHG�HDUO\�DQG�JLYHQ�HDUO\��RXWVL]HG�
responsibility to test and develop their leadership 
skills

Leaders are expected to know what to do and bring 
judgment and experience to new business challenges

Leaders are expected to innovate, collaborate, and 
use client teams, crowdsourcing, and hackathons to 
ȴQG�QHZ�VROXWLRQV

Leadership development focuses on assessments, 
training, coaching, and 360-degree development 
programs

Leadership development focuses on culture, context, 
knowledge-sharing, risk-taking, and exposure to 
others

Leaders are assessed and developed based on 
behavior and style

Leaders are assessed and developed based on 
thinking patterns and problem-solving ability

Leaders are developed through training and 
professional development programs

Leaders are developed through simulation, problem 
solving, and real-world projects

Diversity of leadership is considered a goal and 
important benchmark to measure

Leaders are assessed and trained to understand 
unconscious bias, inclusion, and diversity in their role

/HDGHUVKLS�LV�FRQVLGHUHG�D�GLɝFXOW�UROH�DQG�RQH�WKDW�
is sacrosanct in the organization

Leadership is considered a role that all play; 
everyone has opportunities to become a leader

Leaders lead organizations and functions Leaders lead teams, projects, and networks of teams

'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP
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HR is undergoing rapid and profound change. Once viewed as a support function 
that delivered employee services, HR is now being asked to help lead the digital 
transformation sweeping organizations worldwide. We see this change taking place 
in three areas:

• Digital workforce: How can organizations drive new management practices 
(which we call “digital DNA”1), a culture of innovation and sharing, and a set of tal-
ent practices that facilitate a new network-based organization?2 

• Digital workplace: How can organizations design a working environment that 
enables productivity; uses modern communication tools (such as Slack, Work-
place by Facebook, Microsoft Teams, and many others); and promotes engage-
ment, wellness, and a sense of purpose?

• Digital HR: How can organizations change the HR function itself to operate in a 
digital way, use digital tools and apps to deliver solutions, and continuously ex-
periment and innovate?

This shift is happening rapidly, as HR leaders are being pushed to take on a larger 
role in helping to drive the organization to “be digital,” not just “do digital.”

• Fifty-six percent of companies we surveyed this year are redesigning their HR 
programs to leverage digital and mobile tools.

• Fifty-one percent of companies are currently in the process of redesigning their 
organizations for digital business models.

• 7KLUW\�WKUHH�SHUFHQW�RI�VXUYH\HG�+5�WHDPV�DUH�XVLQJ�VRPH�IRUP�RI�DUWLȴFLDO�LQWHOOL-
gence (AI) technology to deliver HR solutions, and 41 percent are actively building 
mobile apps to deliver HR services.

Digital HR
Platforms, people, and work
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OVER WKH� ODVW� ¿YH� \HDUV�� WKH�+5� GLVFLSOLQH�
KDV� XQGHUJRQH� D� UDSLG� HYROXWLRQ�� 7KUHH�
\HDUV�DJR��ZH�ZURWH�DERXW�+5¶V�³UDFH�WR�WKH�

FORXG�´�DV�FRPSDQLHV�UXVKHG�WR�UHSODFH�OHJDF\�WDOHQW�
V\VWHPV�ZLWK� LQWHJUDWHG�+5�SODWIRUPV�� 7ZR� \HDUV�
DJR��ZH�FKDUDFWHUL]HG�+5�DV�D�IXQFWLRQ�³LQ�QHHG�RI�
D� PDNHRYHU�´� DV� FRPSDQLHV� IRFXVHG� RQ� UHVNLOOLQJ�
+5�SURIHVVLRQDOV��LQWHJUDWLQJ�WKH�RUJDQL]DWLRQ��DQG�
LPSOHPHQWLQJ� DQDO\WLFV�� 7KLV� \HDU�� DV� GLJLWDO�PDQ-
DJHPHQW�SUDFWLFHV�DQG�DJLOH�RUJDQL]DWLRQ�GHVLJQ�EH-
FRPH�FHQWUDO�WR�EXVLQHVV�WKLQNLQJ��+5�LV�FKDQJLQJ�
DJDLQ��IRFXVLQJ�RQ�SHRSOH��ZRUN��DQG�SODWIRUPV��:H�
FDOO�WKH�UHVXOWLQJ�VHW�RI�+5�SUDFWLFHV�³GLJLWDO�+5�´

'LJLWDO�+5�EXLOGV�XSRQ�\HDUV�RI�H̆RUW��,Q�WKH�����V�
DQG� ����V�� +5� IRFXVHG� RQ� SHUVRQQHO� RSHUDWLRQV��
DXWRPDWLQJ�WUDQVDFWLRQV��DQG�PDLQWDLQLQJ�D�VRXQG�
HPSOR\HH� V\VWHP�RI� UHFRUG�� ,Q� WKH� ����V��+5�ZDV�

UHGHVLJQHG� DV� D� ³VHUYLFH� RUJDQL]DWLRQ´�� FHQWHUV� RI�
H[SHUWLVH� EHJDQ� WR� PDQDJH� FRUH� WDOHQW� SUDFWLFHV��
VHUYLFH� FHQWHUV� KDQGOHG� LQGLYLGXDO� QHHGV�� DQG�+5�
EXVLQHVV� SDUWQHUV� EHJDQ� WR� EH� HPEHGGHG� LQ� WKH�
EXVLQHVV�� ,Q� WKH� ����V� DQG� HDUO\� ����V�� +5� ZDV�
UHGHVLJQHG�DJDLQ�DURXQG�LQWHJUDWHG�WDOHQW�PDQDJH-
PHQW��RIWHQ�DFFRPSDQLHG�E\�WKH�LPSOHPHQWDWLRQ�RI�
QHZ�V\VWHPV� IRU� UHFUXLWLQJ�� OHDUQLQJ��SHUIRUPDQFH�
PDQDJHPHQW��DQG�FRPSHQVDWLRQ��

7RGD\��+5¶V� IRFXV�KDV�VKLIWHG�WRZDUG�EXLOGLQJ�WKH�
RUJDQL]DWLRQ� RI� WKH� IXWXUH�� &RPSDQLHV� DUH� KLULQJ�
\RXQJ��GLJLWDOO\�VDYY\�ZRUNHUV�ZKR�DUH�FRPIRUWDEOH�
GRLQJ�WKLQJV�WKHPVHOYHV�DQG�VKDULQJ�LQIRUPDWLRQ�LQ�
D�WUDQVSDUHQW�ZD\��7KH\�ZDQW�DQ�LQWHJUDWHG��GLJLWDO�
H[SHULHQFH� DW� ZRUN²RQH� GHVLJQHG� DURXQG� WHDPV��
SURGXFWLYLW\�� DQG� HPSRZHUPHQW²DQG� +5� LV� H[-
SHFWHG�WR�GHOLYHU�LW��

Percentages by region:

Latin & South
America

North
America

Americas
81 65

Asia Oceania

$VLD�3DFLȴF
79 67

Africa Central & 
Eastern Europe

Middle East Nordic
countries

Western
Europe

Europe, Middle East, and Africa
79 69 76 72 67

Italy  74

 UK  67

Canada  63

Belgium  61

  75  Netherlands

Spain  73

74  South Africa

USA  65

Mexico  79

82  Brazil
68  Australia

73  China

87  India

France  63

Germany  75  

64  Japan

Figure 1. Digital HR: Percentage of respondents rating this trend “important” or “very 
important”
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REWRITING THE RULES FOR DIGITAL HR

:KLOH�QRQH�RI�+5¶V�SULRU�UHVSRQVLELOLWLHV�KDV�JRQH�
DZD\�� +5� GHSDUWPHQWV� WRGD\� DUH� XQGHU� SUHVVXUH�
WR�UHZULWH�WKH�UXOHV�E\�UHGHVLJQLQJ�WDOHQW�SUDFWLFHV��
IURP�UHFUXLWLQJ�WR� OHDGHUVKLS�WR�SHUIRUPDQFH�PDQ-
DJHPHQW�� E\� H[SHULPHQWLQJ�ZLWK�GLJLWDO� DSSV�� DQG�
E\�EXLOGLQJ�D�FRPSHOOLQJ�HPSOR\HH�H[SHULHQFH��$OO�
WKLV�PXVW�EH�GRQH�ZLWK�D�IRFXV�RQ�UHGHVLJQLQJ�WKH�
RUJDQL]DWLRQ�DURXQG�WHDPV��LPSOHPHQWLQJ�DQDO\WLFV�
DQG� RUJDQL]DWLRQDO� QHW-
ZRUN�DQDO\VLV��DQG�GULYLQJ�
D�JOREDO�IRFXV�RQ�GLYHUVLW\��
FXOWXUH�� OHDUQLQJ�� DQG� FD-
UHHUV�

'LJLWDO� +5� LV� EXLOW� RQ�
LQQRYDWLRQ� DQG� H[SHUL-
PHQWDWLRQ�� $V� FRPSD-
QLHV� EHFRPH� QHWZRUNV�
DQG� WKH� HPSOR\HH� EDVH�
EHFRPHV� ERWK� ROGHU� DQG�
\RXQJHU��QHZ�DSSURDFKHV�
DUH� QHHGHG� LQ� DOPRVW� HY-
HU\� +5� GRPDLQ�� &RP-
SDQLHV� RIWHQ� QRZ� XVH�
KDFNDWKRQV�� UDSLG� GHVLJQ�
JURXSV�� DQG� ERWK� SUR-
WRW\SHV� DQG� ³PLQLPDOO\� 
YLDEOH�SURGXFWV´�WR�UROO�RXW�SLORW�+5�SURJUDPV�

'HVLJQ� WKLQNLQJ� KDV� JRQH� PDLQ-
VWUHDP�� 5DWKHU� WKDQ� GHOLYHU�
+5� SURJUDPV� GHVLJQHG� DURXQG�
OHJDF\� EXVLQHVV� SURFHVVHV�� +5�
WHDPV� QRZ� VWXG\� HPSOR\HH�
QHHGV� DFURVV� DOO� VHJPHQWV��KRXU-
O\� ZRUNHUV�� VDODULHG� HPSOR\HHV��
PDQDJHUV�� H[HFXWLYHV�� ,QVWHDG�
RI�WUDGLWLRQDO�FDUHHU�PRGHOV��+5�
LV� R̆HULQJ� MRXUQH\�PDSV� DQG� UH-
SODFLQJ� FRPSOH[� SURFHVVHV� ZLWK�
ORFDO� SUDFWLFHV� EDVHG� RQ� DQ� LQWH-
JUDWHG� SODWIRUP�� �6HH� WKH� )RUG�
FDVH� VWXG\� LQ� WKH� ³(PSOR\HH� H[-
SHULHQFH´�FKDSWHU�RI�WKLV�UHSRUW���

'LJLWDO� +5� UHTXLUHV� GLJLWDO� WHFKQRORJ\� H[SHUWLVH��
:KLOH� FORXG�EDVHG� +5� V\VWHPV� EURXJKW� WUHPHQ-
GRXV� YDOXH� WR� RUJDQL]DWLRQV�� WKH\� DUH� QR� ORQJHU�
HQRXJK�� 7RGD\��+5� WHDPV� DUH� UHWKLQNLQJ� WKHLU� VR-
OXWLRQV�LQ�WKH�FRQWH[W�RI�ZRUNÀRZ�HPEHGGHG�DSSV��
5R\DO� %DQN� RI� &DQDGD�� 'HXWVFKH� 7HOHNRP�� )RUG��
DQG�RWKHUV�QRZ�KDYH�GLJLWDO�GHVLJQ�WHDPV�ZLWKLQ�WKH�
+5�GHSDUWPHQW�3�7KLV�PHDQV�XVLQJ� WKH�FORXG�DV�D�
³SODWIRUP´� DQG�EXLOGLQJ� RQ� LW� IRU� FRPSDQ\�VSHFL¿F�
QHHGV�

7KH�YHQGRU�PDUNHW�LV�UHLQ-
YHQWLQJ�LWVHOI��$�QHZ�EUHHG�
RI�+5� SURGXFWV� DQG� VROX-
WLRQV�LV�FRPLQJ�WR�PDUNHW��
PDQ\�EXLOW�DURXQG�PRELOH�
DSSV�� $,�� DQG� FRQVXPHU�
OLNH� H[SHULHQFHV�4� 7KHVH�
WRROV� DUH� HQDEOLQJ� +5� WR�
EHFRPH� QHDU�UHDO� WLPH��
&RPSDQLHV� VXFK� DV� 6$3�
DQG� 5HOLDQFH� -LR� QRZ�
PRQLWRU�UHDO�WLPH�PHWULFV�
RQ� HQJDJHPHQW�� UHFUXLW-
LQJ�� WXUQRYHU�� DQG� RWKHU�
PHDVXUHV�WR�KHOS�EXVLQHVV�
OHDGHUV� PDNH� GHFLVLRQV�
PRUH� TXLFNO\�5� ,%0� KDV�
EHJXQ� WR� XVH� $,� WRROV� WR�

JLYH�OHDGHUV�UHJXODU�SXOVHV�RQ�KRZ�WKHLU�WHDPV�DUH�
GRLQJ��KHOSLQJ�WKHP�VHH�SDWWHUQV�WKDW�FDQ�JHW�LQ�WKH�
ZD\� RI� SHUIRUPDQFH� RU� UHWHQWLRQ� DQG� SURPSWLQJ�
WKHP�WR�SURDFWLYHO\�DGGUHVV�WKHP�WKURXJK�FRDFKLQJ��
UHFRJQLWLRQ��RU�FRPPXQLW\�EXLOGLQJ���

$V�GLJLWDO�+5�WDNHV�KROG�DQG�+5�RUJDQL]DWLRQV�EH-
FRPH�PRUH� SODWIRUP� EDVHG�� EXVLQHVV� SDUWQHUV� DUH�
EHFRPLQJ� PRUH� GLJLWDOO\� HPSRZHUHG� DQG� DEOH� WR�
VSHQG�PRUH�WLPH�LQ�WKH�EXVLQHVV��2XU�ODWHVW�UHVHDUFK�
VKRZV� WKDW�KLJK�SHUIRUPLQJ�+5�WHDPV�KDYH� IHZHU�
JHQHUDOLVWV�DQG�PRUH�VHQLRU�+5�EXVLQHVV�SDUWQHUV��
IRUFLQJ�PDQ\�+5�GHSDUWPHQWV� WR� UHVNLOO� WKHLU�+5�
VWD̆�DQG�JLYH�WKHP�QHZ�UROHV�DV�VHQLRU�FRQVXOWDQWV��
OHYHUDJLQJ�WKH�GLJLWDO�WRROV�LQ�SODFH��

As companies 
become networks 
and the employee 

base becomes both 
older and younger, 

new approaches are 
needed in almost 
every HR domain.
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Rewriting the rules for the digital age

NEWS TOOLS AND EXPANDED 
TRANSPARENCY FACILITATE DIGITAL HR

7KH�UROH�RI�$,��FRJQLWLYH�SURFHVVLQJ��HPEHGGHG�DQD-
O\WLFV�� DQG�PRELOH� WHFKQRORJ\� LV� FKDQJLQJ� WKH�ZD\�
SHRSOH�SURJUDPV�ZRUN�� 

• :DGH�DQG�:HQG\�� D� FKDWERW� VHUYLFH�� EULQJV�$,�
DQG� FKDWERWV� WR� UHFUXLWPHQW� DQG� FDUHHU� SODQ-
QLQJ�9�:DGH�KHOSV� HPSOR\HHV�ZLWK� WKHLU� FDUHHU�
VWUDWHJLHV�DQG�VKRZV�WKHP�FDUHHU�RSSRUWXQLWLHV�
LQ� WKH� FRPSDQ\�� :HQG\� WDONV� ZLWK� FDQGLGDWHV�
DQG�KHOSV� WKHP�XQGHUVWDQG� WKH� FRPSDQ\¶V� FXO-
WXUH��MRE�RSSRUWXQLWLHV��DQG�KLULQJ�SURFHVV��

• )LUVWMRE¶V� FKDWERW� 0\D� FDQ� HOLPLQDWH� XS� WR� ���
SHUFHQW�RI�WKH�TXHVWLRQV�SHRSOH�KDYH�GXULQJ�WKH�
UHFUXLWLQJ�SURFHVV��� 

• 6ZLWFK�� D� QHZ� DSS� IRU� UHFUXLWLQJ�� KHOSV� FDQGL-
GDWHV�¿QG�MREV�E\�JLYLQJ�WKHP�D�7LQGHU�OLNH�H[-
SHULHQFH�IRU�MRE�VHDUFK�DQG�UHFUXLWPHQW�11 

• 6RIWZDUH� YHQGRU� 8QLWLYH� XVHV� $,� WR� ZULWH� MRE�
GHVFULSWLRQV�EDVHG�RQ�DFWXDO�GLVFXVVLRQV� DERXW�
WKH�MRE��DQG�FDQ�DOJRULWKPLFDOO\�LGHQWLI\�JHQGHU��
UDFH��RU�JHQHUDWLRQDO�ELDV�WR�UHGXFH�XQFRQVFLRXV�
ELDV�LQ�UHFUXLWLQJ�12�$QRWKHU�H[DPSOH�LV�6XFFHVV-

)DFWRUV��ZKLFK�QRZ�SURYLGHV�VLPLODU�WRROV�LQ�LWV�
HQWHUSULVH�WDOHQW�PDQDJHPHQW�DSSOLFDWLRQ�

7UDQVSDUHQF\�LV�EHFRPLQJ�D�VWDQGDUG�LQ�WKH�ZRUOG�RI�
+5�DQG�WDOHQW��,Q�FRPSHQVDWLRQ��*ODVVGRRU¶V�.QRZ�
<RXU�:RUWK13�DQG�/LQNHG,Q¶V�6DODU\�ZHUH�ODXQFKHG�
WKLV� \HDU�� MRLQLQJ� YHQGRUV� VXFK� DV� 6DODU\�FRP�DQG�
3D\VFDOH�� ZKLFK� FURZGVRXUFH� FRPSHQVDWLRQ� GDWD�
IRU� DQ\RQH� WR� VHH�� %\� FROOHFWLQJ� DQRQ\PRXV� GDWD�
RQ� WHQV�RI� WKRXVDQGV� WR�PLOOLRQV�RI� VDODULHV�� WKHVH�
WRROV�OHW�ZRUNHUV�FRPSDUH�WKHLU�VDODU\�DJDLQVW�WKRVH�
IRU�VLPLODU� MREV�E\�FLW\��WHQXUH�� LQGXVWU\��DQG�HYHQ�
FRPSDQ\�

Lessons from the front lines
,%0��D�JOREDO�FRPSDQ\�ZLWK�RYHU���������SHRSOH��
LV�OHDGLQJ�WKH�WUDQVLWLRQ�WR�GLJLWDO�+5��XVLQJ�D�ZLGH�
YDULHW\�RI�H[SHULPHQWV�WR�GULYH�QHZ�GLJLWDO�+5�VROX-
WLRQV�14 

$IWHU� DQ� HPSOR\HH� KDFNDWKRQ�� WKH� FRPSDQ\� UHLQ-
YHQWHG� LWV� SHUIRUPDQFH� PDQDJHPHQW� SURFHVV� E\�
EXLOGLQJ�&KHFNSRLQW�� D� QHZ� IHHGEDFN� SURFHVV� WKDW�
LV� GUDPDWLFDOO\� LQFUHDVLQJ� HQJDJHPHQW�� DOLJQPHQW��
DQG�JRDO�PDQDJHPHQW�15 

7R� GULYH� FRQWLQXRXV� OHDUQLQJ�� ,%0� VKXW� GRZQ� LWV�
WUDGLWLRQDO�JOREDO�OHDUQLQJ�PDQDJHPHQW�V\VWHP�DQG�
UHSODFHG�LW�ZLWK�D�QHZ�GLJLWDO�OHDUQLQJ�SODWIRUP��7KH�
QHZ�V\VWHP�HQDEOHV�HPSOR\HHV�WR�SXEOLVK�DQ\�FRQ-
WHQW�WKH\�IHHO�LV�LPSRUWDQW��FXUDWHV�DQG�UHFRPPHQGV�
WUDLQLQJ� EDVHG� RQ� UROH� DQG� H[SHULHQFH�� DQG� LQWH-
JUDWHV�H[WHUQDO�OHDUQLQJ�IURP�DFURVV�WKH�,QWHUQHW��

7R� HPSRZHU� HPSOR\HHV� WR� WDNH� JUHDWHU� FRQWURO� RI�
WKHLU�FDUHHU�PDQDJHPHQW��,%0�GHYHORSHG�D�SURSUL-
HWDU\�FDUHHU�PDQDJHPHQW�V\VWHP�WKDW�KHOSV�SHRSOH�
¿QG�QHZ�MREV�DQG�UHFRPPHQGV�QHZ�DVVLJQPHQWV�E\�
ORRNLQJ�DW�WKH�SDWWHUQV�RI�WKHLU�SHHUV�

:LWKLQ�+5��,%0�OHYHUDJHG�WKH�FRPSDQ\¶V�$,�LQYHVW-
PHQWV� LQ�:DWVRQ� WR� SLORW� WKH� XVH� RI� &+,3� �&RJQL-
WLYH� +XPDQ� ,QWHUIDFH� 3HUVRQDOLW\��� D� FRJQLWLYH� DV-
VLVWDQW�WKDW�FDQ�KDQGOH�D�ZLGH�UDQJH�RI�+5�UHODWHG�
TXHVWLRQV��&+,3�LV�DQ�LQWHOOLJHQW�FKDWERW��DYDLODEOH�
WKURXJK�FRPSXWHU�� WH[W�PHVVDJHV��DQG�VRRQ�YRLFH��
WKDW� UHFRJQL]HV� WKH� ���� PRVW� IUHTXHQWO\� DVNHG�
HPSOR\HH� TXHVWLRQV� �VXFK� DV� ³7HOO� PH� DERXW� P\�
YDFDWLRQ�EHQH¿WV´�RU�³)LQG�PH�DQ�H[SHUW� LQ�GLJLWDO�
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PDUNHWLQJ´��DQG�EHFRPHV�VPDUWHU�DOO�WKH�WLPH��7KH�
V\VWHP�KDV�DOUHDG\�UHGXFHG�FDOO�FHQWHU�WLPH�DQG�LV�
SURYLQJ�SRSXODU�ZLWK�HPSOR\HHV��� 

5R\DO�%DQN�RI�&DQDGD��5%&��LV�UHLQYHQWLQJ�LWV�HP-
SOR\HH�H[SHULHQFH�WKURXJK�D�FRPSOHWH�GLJLWDO�IRFXV��
7KH�FRPSDQ\�VHW�XS�D�GLJLWDO�+5�GHYHORSPHQW�WHDP��
SDUWQHULQJ�ZLWK� ,7� IRU� LQIUDVWUXFWXUH� DQG� VHFXULW\��
WR�GHSOR\�D�QHZ�³SUHERDUGLQJ´�DSSOLFDWLRQ��7KH�DSS��
FDOOHG� (PEDUN�� KHOSV� HPSOR\HHV� OHDUQ� DERXW� WKHLU�
QHZ�MREV��HPEUDFH�WKH�FRPSDQ\�FXOWXUH��DQG�PHHW�
WKHLU� WHDPV� RQOLQH�� 7R� EXLOG� RQ� WKLV� VXFFHVV��5%&�
SODQV�WR�GHYHORS�&RPSHOOLQJ�&DUHHUV��DQ�HQG�WR�HQG�
VHW�RI�DSSV�DQG�WRROV�WKDW�IRUPV�D�GLJLWDO�VROXWLRQ�IRU�
FDUHHU�GHYHORSPHQW��MRE�WUDQVLWLRQ��DQG�FRQWLQXRXV�
OHDUQLQJ��� 

Start here 
• 5HGH¿QH� \RXU�PLVVLRQ�� +5� WRGD\�PXVW� GH-
¿QH�LWV�UROH�DV�WKH�WHDP�WKDW�KHOSV�PDQDJHPHQW�
DQG�HPSOR\HHV� UDSLGO\� WUDQVIRUP�DQG�DGDSW� WR�
WKH� GLJLWDO� ZD\� RI� WKLQNLQJ�� )DPLOLDUL]H� \RXU-
VHOI� ZLWK� QHWZRUNHG� RUJDQL]DWLRQ� VWUXFWXUHV��
RUJDQL]DWLRQDO� QHWZRUN� DQDO\VLV�� DQG� GLJLWDO�
OHDGHUVKLS�PRGHOV�

• Upgrade core technology:� 5HSODFH� OHJDF\�
V\VWHPV�ZLWK�DQ�LQWHJUDWHG�FORXG�SODWIRUP�IRU�D�
VRXQG�GLJLWDO� LQIUDVWUXFWXUH��8SJUDGH�ROG� WRROV�
IRU� OHDUQLQJ�� UHFUXLWLQJ�� DQG�SHUIRUPDQFH�PDQ-
DJHPHQW��DQG�EULQJ�LQ�V\VWHPV�WKDW�DUH�HDV\�IRU�
HPSOR\HHV�WR�XVH��

• Develop a multiyear HR technology strat-
egy: ,Q� WRGD\¶V� UDSLGO\� FKDQJLQJ� +5� WHFKQRO-
RJ\� ZRUOG�� LW¶V� LPSRUWDQW� WR� EXLOG� D� PXOWL\HDU�
VWUDWHJ\�WKDW�LQFOXGHV�FORXG�HQWHUSULVH�UHVRXUFH�
SODQQLQJ��(53��SODWIRUPV��DSSV��DQDO\WLFV��DQG�
D� UDQJH�RI� WRROV� IRU�$,�� FDVH�PDQDJHPHQW�� DQG�
RWKHU�VROXWLRQV�

• Build a digital HR team:�'HGLFDWH�WHDPV�WR�
H[SORUH�QHZ�YHQGRU� VROXWLRQV�DQG�EXLOG�RWKHUV��
DQG�FRQVLGHU�$,�VROXWLRQV�WR�LPSURYH�VHUYLFH�GH-
OLYHU\��UHFUXLWLQJ��DQG�OHDUQLQJ��&RPSDQLHV�VXFK�
DV�5%&�DQG�'HXWVFKH�7HOHNRP�QRZ�KDYH�GLJLWDO�
GHVLJQ�WHDPV�LQ�+5�WKDW�ZRUN�ZLWK�,7�WR�GHVLJQ��
SURWRW\SH��DQG�UROO�RXW�GLJLWDO�DSSV�     

• Organize HR into networks of expertise 
with strong business partners:� 5HWKLQN�
\RXU� +5� RUJDQL]DWLRQ� PRGHO� WR� IRFXV� H̆RUWV�
RQ� WKH� HPSOR\HH� H[SHULHQFH�� DQDO\WLFV�� FXOWXUH��
DQG�WKH�QHZ�ZRUOG�RI�OHDUQLQJ��0DNH�VXUH�WKHVH�
WHDPV�FRPPXQLFDWH�ZHOO��+LJK�SHUIRUPLQJ�+5�
WHDPV� VKDUH� OHDGLQJ� SUDFWLFHV� DQG� NQRZ� ZKDW�
WKH�RWKHU�WHDPV�DUH�GRLQJ�

• Make innovation a core strategy within 
HR: 3XVK� \RXUVHOI� WR� UHLQYHQW� DQG� LQQRYDWH�
LQ� HYHU\� SHRSOH� SUDFWLFH�� 0DQ\� RUJDQL]DWLRQV�
DUH� QRZ� XVLQJ� QHZ� SHUIRUPDQFH� PDQDJHPHQW�
SUDFWLFHV� EXLOW� DURXQG� GHVLJQ� VHVVLRQV� DQG�
KDFNDWKRQV�� ,QYHVWLJDWH� QHZ� LQQRYDWLRQV� LQ� 
UHFUXLWLQJ�� LQFOXGLQJ� XVLQJ� GDWD� WR� ¿QG� SHRSOH�
ZKR�UHVHPEOH�KLJK�SHUIRUPHUV�LQ�WKH�FRPSDQ\��

• Rotate younger people into the HR pro-
fession:�5HJXODUO\�URWDWH�SHRSOH�IURP�WKH�EXVL-
QHVV�LQWR�DQG�RXW�RI�+5��XVH�LQQRYDWLRQ�WHDPV�WR�
UHYHUVH�PHQWRU�VHQLRU� OHDGHUV��DQG�UHFUXLW�QHZ�
0%$V�WR�EULQJ�SHRSOH�ZLWK�DQDO\WLFV�VNLOOV� LQWR�
WKH�SURIHVVLRQ��

• Benchmark:�9LVLW�RWKHU�FRPSDQLHV�WR�VHH�ZKDW�
WKH\�DUH�GRLQJ��+5�WHDPV�FDQ�EULQJ� LQ�RXWVLGH�
VSHDNHUV�� MRLQ� UHVHDUFK�PHPEHUVKLS� SURJUDPV��
DQG�FRQWLQXDOO\� ORRN� IRU�QHZ� LGHDV� WR� IRVWHU� LQ-
QRYDWLRQ��7RGD\¶V� OHDGLQJ� SUDFWLFHV� FRPH� IURP�
LQQRYDWLYH�LGHDV�GHYHORSHG�DURXQG�DQ�RUJDQL]D-
WLRQ¶V�FXOWXUH�DQG�EXVLQHVV�QHHGV��QRW�D�ERRN�
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)LJXUH����'LJLWDO�+5��2OG�UXOHV�YV��QHZ�UXOHV

Old rules New rules

HR departments focus on process design and 
harmonization to create standard HR practices

HR departments focus on optimizing employee 
productivity, engagement, teamwork, and career 
growth

HR selects a cloud vendor and implements out-of-
the-box practices to create scale

+5�EXLOGV�LQQRYDWLYH��FRPSDQ\�VSHFLȴF�SURJUDPV��
develops apps, and leverages the platform for scale

HR technology teams focus on ERP implementation 
and integrated analytics, with a focus on “ease of use”

HR technology team moves beyond ERP to develop 
digital capabilities and mobile apps with a focus on 

“productivity at work”

HR centers of excellence focus on process design and 
process excellence

HR centers of excellence leverage AI, chat, apps, and 
other advanced technologies to scale and empower 
employees

HR programs are designed for scale and consistency 
around the world

HR programs target employee segments, personae, 
DQG�VSHFLȴF�JURXSV��SURYLGLQJ�WKHP�ZLWK�MRXUQH\�
maps relevant to their jobs and careers

HR focuses on “self-service” as a way to scale services 
and support

HR focuses on “enablement” to help people get work 
GRQH�LQ�PRUH�H΍HFWLYH�DQG�SURGXFWLYH�ZD\V

HR builds an employee “self-service portal” as a 
WHFKQRORJ\�SODWIRUP�WKDW�PDNHV�LW�HDV\�WR�ȴQG�
transactional needs and programs

HR builds an integrated “employee experience 
platform” using digital apps, case management, AI, 
and bots to support ongoing employee needs

'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP

FAST FORWARD

HR has a critical opportunity to help lead the transformation to a digital enterprise. 
In the next several years, HR teams that embrace digital platforms to take up the 
dual challenge of transforming HR operations on the one hand, and transforming 
the workforce and the way work is done on the other, will be game changers. HR 
leaders who “lean into” new technologies, platforms, and ways of working, and who 
explore and invest in enabling agility through constant reinvention, will be strongly 
positioned to have an impact on business results and employee experience.  
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People analytics in HR is undergoing a seismic shift. Driven by the widespread adop-
tion of cloud HR systems, companies are investing heavily in programs to use data 
for all aspects of workforce planning, talent management, and operational improve-
ment. People analytics, a discipline that started as a small technical group that ana-
lyzed engagement and retention, has now gone mainstream. Organizations are 
redesigning their technical analytics groups to build out digitally powered enterprise 
analytics solutions. These new solutions, whether developed internally or embedded 
in new digital solutions, are enabling organizations to conduct real-time analytics at 
the point of need in the business process. This allows for a deeper understanding of 
issues and actionable insights for the business.

• While 71 percent of companies see people analytics as a high priority in their orga-
nizations (31 percent rate it very important), progress has been slow. The percent-
age of companies correlating HR data to business outcomes, performing predic-
tive analytics, and deploying enterprise scorecards barely changed from last year.

• Analytics is being applied to a wide range of business challenges: Recruiting remains 
the No. 1 area of focus, followed by performance measurement, compensation, 
workforce planning, and retention. We see an explosive growth in the use of orga-
nizational network analysis (ONA) and the use of “interaction analytics” (studying 
employee behavior) to better understand opportunities for business improvement.

• 5HDGLQHVV�UHPDLQV�D�VHULRXV�LVVXH��$IWHU�\HDUV�RI�GLVFXVVLQJ�WKLV�LVVXH��RQO\���SHU-
cent report they have usable data; only 9 percent believe they have a good under-
standing of which talent dimensions drive performance in their organizations; and 
only 15 percent have broadly deployed HR and talent scorecards for line managers.

People analytics
Recalculating the route
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THE IXQFWLRQ� RI� SHRSOH� DQDO\WLFV�� ZKLFK� LQ-
YROYHV�XVLQJ�GLJLWDO�WRROV1�DQG�GDWD�WR�PHDVXUH��
UHSRUW�� DQG� XQGHUVWDQG� HPSOR\HH� SHUIRU-

PDQFH�� LV�JRLQJ� WKURXJK�D�PDMRU�VKLIW��$IWHU�\HDUV�
RI� LQYHVWLQJ� LQ� FORXG�+5� SODWIRUPV� DQG� VSHFLDOLVW�
WHDPV��&+52V�DQG�EXVLQHVV�OHDGHUV�DUH�QRW�JHWWLQJ�
WKH�UHVXOWV�WKH\�ZDQW��1R�ORQJHU�LV�DQDO\WLFV�DERXW�
¿QGLQJ� LQWHUHVWLQJ� LQIRUPDWLRQ� DQG� ÀDJJLQJ� LW� IRU�
PDQDJHUV��,W� LV�QRZ�EHFRPLQJ�D�EXVLQHVV� IXQFWLRQ�
IRFXVHG�RQ�XVLQJ�GDWD� WR�XQGHUVWDQG�HYHU\�SDUW�RI�
D�EXVLQHVV�RSHUDWLRQ��DQG�HPEHGGLQJ�DQDO\WLFV�LQWR�
UHDO�WLPH�DSSV�DQG�WKH�ZD\�ZH�ZRUN��,Q�WKH�FRQWH[W�
RI�PRELOH�PDSV��LW�LV�WLPH�WR�³UHFDOFXODWH�WKH�URXWH�´

NEW TOOLS PROVIDE DEEP NEW 
INSIGHTS TO DRIVE PERFORMANCE

6WDNHKROGHUV²HVSHFLDOO\� ERDUG� PHPEHUV� DQG�
&(2V²DUH�GULYLQJ� WKLV� FKDQJH�� 6HQLRU� OHDGHUV� DUH�

LPSDWLHQW�ZLWK�+5�WHDPV� WKDW�FDQ¶W�GHOLYHU�DFWLRQ-
DEOH� LQIRUPDWLRQ�DQG� LQVLJKWV�� WKHUHIRUH�� DQDO\WLFV�
LV�VKLIWLQJ�IURP�D�IRFXV�RQ�+5�WR�D�IRFXV�RQ�WKH�EXVL-
QHVV�LWVHOI��)RU�H[DPSOH�

• /HDGLQJ� (53� YHQGRUV� DUH� LPSOHPHQWLQJ� D� VHW�
RI�SHRSOH�DQDO\WLFV�GDVKERDUGV�DYDLODEOH� WR� WKH�
&(2�� WR� KHOS� VHQLRU� OHDGHUV� XQGHUVWDQG� DWWUL-
WLRQ�� KLULQJ� PHWULFV�� HPSOR\HH� FRVW�� DQG� HP-
SOR\HH�HQJDJHPHQW�E\�JHRJUDSK\��EXVLQHVV�XQLW��
DQG�PDQDJHU��

• 7KH� FKLHI� RSHUDWLQJ� ṘFHU� DW� D� ODUJH� FKDLQ� RI�
KRVSLWDOV�XVHV�DQDO\WLFV�WR�XQGHUVWDQG�SDWWHUQV�
RI�SDWLHQW�RXWFRPHV�DQG�KRZ�PDQDJHPHQW�DQG�
SHRSOH�LVVXHV�FRQWULEXWH�WR�UHVXOWV�2

• 7KH� VDOHV� RUJDQL]DWLRQ� DW� D� PDMRU� FRQVXPHU�
SURGXFWV� FRPSDQ\� KDV� SDUWQHUHG� ZLWK� +5� WR�
GHYHORS� D� FRPSOHWH� PRGHO� IRU� VDOHV� SURGXFWLY-
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Figure 1. People analytics: Percentage of respondents rating this trend “important” or 
“very important”
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LW\��ZKLFK�KHOSV�SUHGLFW�DQG�GLDJQRVH�SUREOHPV��
SLQSRLQW�WUDLQLQJ�VROXWLRQV��DQG�LPSURYH�TXDOLW\�
RI�KLULQJ�3 

• $� UHWDLO� KHDG� RI� RSHUDWLRQV� QRZ� XVHV� EXVLQHVV�
DQG�SHRSOH�DQDO\WLFV�WR�ORRN�DW�FXVWRPHU�DQG�HP-
SOR\HH�WUḊF�SDWWHUQV��LGHQWLI\LQJ�QHZ�ORFDWLRQV�
ZKHUH�VDOHV�SHRSOH�VKRXOG�EH�SRVLWLRQHG�WR�KHOS�
LPSURYH�WRWDO�FXVWRPHU�SXUFKDVH�4 

)RU�FRPSDQLHV�WKDW�KDYH�EHHQ�LQYHVWLQJ�LQ�WKLV�DUHD�
IRU�\HDUV��LW�LV�QRZ�HDVLHU�WR�JHW�WKHVH�DQVZHUV�WKDQ�
HYHU� EHIRUH�� 3UHGLFWLYH� DQDO\WLFV� WRROV� IURP�PDQ\�
+5� WHFKQRORJ\� YHQGRUV� KDYH� DUULYHG�� PDNLQJ� LW�
SRVVLEOH� WR� DQDO\]H� GDWD� UHJDUGLQJ� UHFUXLWPHQW��
SHUIRUPDQFH��HPSOR\HH�PRELOLW\��DQG�RWKHU�IDFWRUV��
([HFXWLYHV�QRZ�KDYH�DFFHVV�WR�D�VHHPLQJO\�HQGOHVV�
FRPELQDWLRQ�RI�PHWULFV�WR�KHOS�WKHP�XQGHUVWDQG��DW�
D�IDU�GHHSHU�OHYHO��ZKDW�GULYHV�UHVXOWV�5

0RYLQJ� EH\RQG� WKH� DQDO\VLV� RI� HPSOR\HH� HQJDJH-
PHQW� DQG� UHWHQWLRQ�� DQDO\WLFV� DQG� $,� KDYH� FRPH�
WRJHWKHU�� JLYLQJ� FRPSDQLHV� D�PXFK�PRUH� GHWDLOHG�
YLHZ�RI�PDQDJHPHQW�DQG�RSHUDWLRQDO� LVVXHV� WR� LP-
SURYH�RSHUDWLRQDO�SHUIRUPDQFH��)RU�H[DPSOH���

• 'DWD�GULYHQ�WRROV�FDQ�QRZ�KHOS�SUHGLFW�SDWWHUQV�
RI� IUDXG�� VKRZ� WUXVW� QHWZRUNV�� FRQGXFW� 21$��
VKRZ� UHDO�WLPH� FRUUHODWLRQV� EHWZHHQ� FRDFKLQJ�
DQG� HQJDJHPHQW�� DQG� HYHQ� DQDO\]H� HPSOR\HH�
SDWWHUQV� IRU� WLPH�PDQDJHPHQW�GULYHQ�E\�HPDLO�
DQG�FDOHQGDU�GDWD��  

• $UWL¿FLDO� LQWHOOLJHQFH�VRIWZDUH�FDQ�QRZ�DQDO\]H�
YLGHR�LQWHUYLHZV�DQG�KHOS�DVVHVV�FDQGLGDWH�KRQ-
HVW\�DQG�SHUVRQDOLW\�WKURXJK�VRIWZDUH�� 

• 7RROV�FDQ�QRZ�DQDO\]H�KRXUO\�ODERU��DQG�LPPH-
GLDWHO\� LGHQWLI\� SDWWHUQV� RI� RYHUWLPH� DQG� RWKHU�
IRUPV� RI� SD\UROO� OHDNDJH�� HQDEOLQJ� LPSURYH-
PHQWV� RI�PLOOLRQV� RI� GROODUV� WKURXJK� LPSURYHG�
SUDFWLFHV�LQ�ZRUNIRUFH�PDQDJHPHQW�

• 2̆�WKH�VKHOI�UHWHQWLRQ�PRGHOV��RQFH�RQO\�XVHIXO�
LI�EHVSRNH��DUH�QRZ�DYDLODEOH�IURP�6$3��2UDFOH��
:RUNGD\�� $'3�� 8OWLPDWH� 6RIWZDUH�� DQG� RWKHUV��
PDNLQJ�LW�HDVLHU�WKDQ�HYHU�WR�XQGHUVWDQG�GULYHUV�
IRU�DWWULWLRQ�

• 'HORLWWH� DQG� RWKHU� FRPSDQLHV� DUH� QRZ� ORRN-
LQJ� DW� WUDYHO� GDWD�� ELOOLQJ� KRXUV�� DQG� RWKHU�

KXPDQ� SHUIRUPDQFH� GDWD� WR� KHOS� HPSOR\HHV�
LPSURYH� WKHLU� OHYHOV� RI� HQHUJ\�� ZHOOQHVV�� DQG�
EXVLQHVV�SHUIRUPDQFH�

7KH�ELJ�WUHQG�LQ������LV�WKDW�WKHVH�QHZ�VROXWLRQV�DUH�
EXVLQHVV� GULYHQ�� QRW� LQWHUQDOO\� +5� IRFXVHG�� FKDO-
OHQJLQJ�+5�GHSDUWPHQWV�WR�PRYH�EH\RQG�WKHLU�RZQ�
LQWHUQDO�YLHZ�RI�GDWD�DQG�OHYHUDJLQJ�SHRSOH�GDWD�IRU�
D�EURDG�UDQJH�RI�EXVLQHVV�SUREOHPV�

IMAGINING NEW USES FOR DATA 
TO DRIVE BUSINESS RESULTS

7UDGLWLRQDO� +5� RUJDQL]DWLRQV� VHW� XS� DQ� DQDO\WLFV�
WHDP�DV�D�VHSDUDWH�JURXS�RI�VSHFLDOLVWV��7RGD\��FRP-
SDQLHV�DUH�UHWKLQNLQJ�+5�DV�DQ�³LQWHOOLJHQW�SODWIRUP´�
DQG�HPEHGGLQJ�DQDO\WLFV�LQWR�WKHLU�HQWLUH�ZRUNIRUFH�
PDQDJHPHQW� SURFHVV� DQG� RSHUDWLRQV�� $� ODUJH� WHOH-
FRPPXQLFDWLRQV� FRPSDQ\� LQ� ,QGLD� DQDO\]HV� WKH�
WLPH� WR� SURGXFWLYLW\� RI� HYHU\� QHZ� KLUH� DFURVV� WKH�
FRPSDQ\��JLYLQJ�OLQH�PDQDJHUV�DQG�FRUSRUDWH�OHDG-
HUV�D�GDVKERDUG�WR�QRWH�ZKHQ�SHRSOH�DUH�EHKLQG�LQ�
WKHLU�RQERDUGLQJ�SURFHVV�9�8EHU¶V�RSHUDWLRQV�WHDP�
FROOHFWV� GDWD� RQ� KRZ� TXLFNO\� GULYHUV� FDQ� SLFN� XS�
IRRG� LQ� UHVSRQVH� WR� UHTXHVWV� WR� LPSURYH� FXVWRPHU�
VHUYLFH� DQG� HQKDQFH� SURGXFWLYLW\���� 6HYHUDO� RI� RXU�
ODUJH�FOLHQWV�KDYH�QRZ�XVHG�21$�WR�DQDO\]H�WKH�EH-
KDYLRU�RI�KLJK�SHUIRUPLQJ�WHDPV�WR�XQGHUVWDQG�KRZ�
ZRUN�LV�GRQH��KHOSLQJ�WHDPV�EHFRPH�VPDUWHU��

Predictive analytics 
tools from many HR 
technology vendors 

have arrived, making it 
possible to analyze data 
regarding recruitment, 

performance, 
employee mobility, 
and other factors.
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$V� ZH� GLVFXVV� LQ� WKH� WDOHQW� DFTXLVLWLRQ� FKDSWHU�11 
DQDO\WLFV� LV� QRZ� EHFRPLQJ� D� FULWLFDO� SDUW� RI� KLJK�
SHUIRUPDQFH�KLULQJ��&RPSDQLHV�XVH�LQWHUYLHZ�GDWD��
FDUHIXO�SDUVLQJ�RI� MRE�SRVWLQJ� ODQJXDJH��DQG�FDQGL-
GDWH� VFUHHQLQJ�GDWD� WR� UHGXFH�XQFRQVFLRXV�ELDV� LQ�
UHFUXLWLQJ��1HZ� WRROV� WKDW� ORRN� DW� VRFLDO� DQG� ORFDO�
KLULQJ�GDWD�KHOS�FRPSDQLHV�LGHQWLI\�SHRSOH�ZKR�DUH�
³OLNHO\� WR� ORRN� IRU� QHZ� MREV´�PXFK� EHIRUH� WKH\� DUH�
HYHQ�DSSURDFKHG�E\�FRPSHWLWRUV�12�7KH�XVH�RI�H[WHU-
QDO�GDWD�IRU�SHRSOH�DQDO\WLFV�KDV�JURZQ�VLJQL¿FDQWO\��
DV�PRUH�WKDQ����SHUFHQW�RI�FRPSDQLHV�QRZ�DFWLYHO\�
XVH�VRFLDO�QHWZRUN�DQG�H[WHUQDO�GDWD�WR�XQGHUVWDQG�
DWWULWLRQ��UHWHQWLRQ��DQG�RWKHU�SHUIRUPDQFH�PHWULFV�

+5ȇ6�52/(�Ζ6�6+Ζ)7Ζ1*

:KLOH�ZLGHVSUHDG� DGRSWLRQ�PLJKW� EH� OLPLWHG�� SHR-
SOH� DQDO\WLFV� KDV� JURZQ� IURP� D� WHFKQLFDO� VSHFLDO-
LVW� JURXS� WR�D� VHULRXV�EXVLQHVV� IXQFWLRQ� WKDW�PXVW�
PHHW� WKH� QHHGV� RI� PDQ\� VWDNHKROGHUV� WKURXJKRXW�
WKH�FRPSDQ\�� ,Q�VKRUW�� WKH�DELOLW\� WR�DQDO\]H�KXJH�
DPRXQWV�RI�GDWD�VKRXOG�EH�PRUH�RI�D�EXVLQHVV�ZLGH�
IXQFWLRQ��QRW�OLPLWHG�WR�+5���

*LYHQ�WKLV�VKLIW��WKHUH�LV�D�JURZLQJ�FRQVHQVXV�
WKDW�WKH�EHVW�DQDO\WLFV�SURJUDPV�DUH�RZQHG�E\�
D�GHGLFDWHG��PXOWLGLVFLSOLQDU\�JURXS��3HUKDSV�
WKLV�IXQFWLRQ�ZLOO�HYHQWXDOO\�EH�GHFHQWUDOL]HG��
EXW� IRU�QRZ��FHQWUDOL]DWLRQ�\LHOGV�D�VWURQJHU�
DQDO\WLFV� UHVXOW�� 6RPH� RUJDQL]DWLRQV� SODFH�
WKLV�LQ�+5��ZKLOH�RWKHUV�EXLOG�D�FHQWHU�RI�H[-
SHUWLVH� RXWVLGH� +5�� )RU� LQVWDQFH�� )RUG� DQG�
RWKHUV� KDYH� H[SDQGHG� WKH� SHRSOH� DQDO\WLFV�
IXQFWLRQ� WR�ZRUN� DFURVV� DOO� VHJPHQWV� RI� WKH�
EXVLQHVV�� LQFOXGLQJ� ¿QDQFH�� +5�� DQG� RSHUD-
WLRQV�13 

0RUH�DQG�PRUH�DQDO\WLFV�LV�VKLIWLQJ�IURP�³SXOO´�
WR�³SXVK�´�ZKHUH�WKH�DQDO\WLFV�WHDP�QR�ORQJHU�
VLPSO\� EXLOGV�PRGHOV� DQG�GRHV� SURMHFWV� EXW�
QRZ�GHYHORSV�GDVKERDUGV�DQG�WRROV�WKDW�KHOS�
PDQDJHUV� DQG� HPSOR\HHV� VHH� UHOHYDQW� GDWD�
LQ� UHDO� WLPH�� 2QH� RI� RXU� FOLHQWV� EXLOW� D� ³WDO-
HQW� PDQDJHPHQW� GDVKERDUG´� WKDW� DQDO\]HV�
��� GL̆HUHQW� PHDVXUHV� RI� WHDP� HQJDJHPHQW�
DQG�SHUIRUPDQFH�� DQG�GHOLYHUV� WKLV� LQIRUPD-
WLRQ�WR�DOO�WHDP�OHDGHUV�DQG�VHQLRU�PDQDJHUV�
WKURXJKRXW�WKH�FRPSDQ\��9HUVLRQV�RI�WKLV�DUH�
DYDLODEOH� WR� VHQLRU� H[HFXWLYHV�� KHOSLQJ� WKHP�

XQGHUVWDQG�KLULQJ��PDQDJHPHQW��DQG�SHUIRUPDQFH�
LVVXHV�DURXQG�WKH�FRPSDQ\�LQ�UHDO�WLPH�14 

7KH�TXDOLW\�RI�GDWD�LQ�+5�FRQWLQXHV�WR�EH�D�FKDOOHQJH��
1HZ�FORXG�+5�WHFKQRORJ\�KHOSV�WUHPHQGRXVO\��EXW�
FOLHQWV�WHOO�XV�WKH�SUREOHP�UHTXLUHV�D�V\VWHPLF�VROX-
WLRQ��&RPSDQLHV�PXVW�QRZ�ZRUU\�DERXW�GDWD�TXDOLW\�
DW�DOO�OHYHOV��SXW�LQ�SODFH�SULYDF\�DQG�DQRQ\PLW\�SRO-
LFLHV�� DQG�FDUHIXOO\� LPSOHPHQW�SUDFWLFHV� WR�SURWHFW�
HPSOR\HH�GDWD�IURP�WKHIW�DQG�DEXVH��$QG�DGYDQFHG�
FRPSDQLHV�QRZ�KDYH�JRYHUQDQFH�WHDPV�WKDW�PDNH�
VXUH�DOO�SHRSOH�UHODWHG�GDWD�DUH�FRRUGLQDWHG�DV�WKH�
FRPSDQ\� UHRUJDQL]HV�� DFTXLUHV� RWKHUV�� DQG� LPSOH-
PHQWV�QHZ�V\VWHPV�

-XVW� DV� VSUHDGVKHHWV� ZHUH� RQFH� D� WRRO� RI� ¿QDQFH�
DORQH�EXW�DUH�QRZ�XVHG�WKURXJKRXW�EXVLQHVV��SHRSOH�
DQDO\WLFV� LV�PDNLQJ�D� VLPLODU� OHDS��%XVLQHVVHV�DQG�
RUJDQL]DWLRQV�WKDW�DUH�DGRSWLQJ�DQDO\WLFV�DUH�EULQJ-
LQJ�LW�LQWR�WKH�FRUH�RI�WKHLU�EXVLQHVV�DQG�XVLQJ�LW�WR�
LQIRUP�EXVLQHVV� VWUDWHJ\�� 6XFFHVV� LQ� DQDO\WLFV�ZLOO�
UHTXLUH�D�SURORQJHG� WLPH�FRPPLWPHQW�DQG�FRQWLQ-
XHG�LQYHVWPHQW��
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Lessons from the front lines
$�JRRG�H[DPSOH�RI�WKH�QHZ�UROH�RI�SHRSOH�DQDO\WLFV�
LV�WKH�MRXUQH\�&KHYURQ�KDV�WDNHQ�WR�EXLOG�D�JOREDO��
ZRUOG�FODVV�DQDO\WLFV�IXQFWLRQ�15�)DOOLQJ�RLO�SULFHV�LQ�
UHFHQW�\HDUV�KDV�UHTXLUHG�&KHYURQ�WR�¿QG�QHZ�ZD\V�
WR�PDLQWDLQ�LWV�DERYH�DYHUDJH�SUR¿WDELOLW\�DQG�UHY-
HQXH�SHU� HPSOR\HH��7R� DFKLHYH� WKLV� JRDO�� WKH� FRP-
SDQ\�XVHG�DQDO\WLFV�WR�IRFXV�PRUH�GHHSO\�RQ�XQGHU-
VWDQGLQJ�ZRUNIRUFH�SURGXFWLYLW\�

&KHYURQ�EHJDQ�ZLWK�D�VPDOO��FHQWUDOL]HG�+5�DQDO\W-
LFV� JURXS� WKDW� SURYLGHG� UHSRUWV� DQG� VWDQGDUGL]HG�
SHRSOH� PHWULFV� DW� KHDGTXDUWHUV�� 3UHYLRXVO\�� WKHUH�
ZDV� OLWWOH� VHQVH� RI� FRPPXQLW\� DPRQJ� WKH� YDULRXV�
+5� VSHFLDOW\� DUHDV� DQG� EXVLQHVV� XQLWV�� OHDGLQJ� WR�
JUHDW�YDULDELOLW\�LQ�WKHLU�SUDFWLFHV��RSHUDWLQJ�SURFH-
GXUHV��DQG�FDSDELOLWLHV��'L̆HUHQW�DUHDV�RI� WKH�EXVL-
QHVV�ZHUH�GXSOLFDWLQJ�GDWD� FROOHFWLRQ�DQG�DQDO\VLV�
PHWKRGV�WR�JHQHUDWH�WKH�VDPH�UHSRUWV�

7R� VROYH� WKHVH� SUREOHPV�� WKH� WHDP� UHGH¿QHG� LWV�
PLVVLRQ��³WR�VXSSRUW�&KHYURQ¶V�EXVLQHVV�VWUDWHJLHV�
ZLWK�EHWWHU��IDVWHU�ZRUNIRUFH�GHFLVLRQV�LQIRUPHG�E\�
GDWD�´�7KLV�H[SDQGHG�YLVLRQ�OHG�&KHYURQ�WR�UHLQYHQW�
LWV�DQDO\WLFV�WHDP�DV�D�FRPSDQ\�ZLGH�FRPPXQLW\�RI�
SUDFWLFH�DQG�HVWDEOLVK�D�JOREDO�SURFHVV�WR�SULRULWL]H�
DOO�SHRSOH�DQDO\WLFV�SURMHFWV�LQ�WKH�FRPSDQ\�

7KH� FRPPXQLW\� RI� SUDFWLFH� WRWDOHG� ���� PHPEHUV��
DFURVV� DOO� LPSRUWDQW� GLYLVLRQV� RI� WKH� FRPSDQ\�� LQ-
FOXGLQJ�+5� EXVLQHVV� SDUWQHUV�� VSHFLDOLVWV�� DQG� DQ-
DO\VWV� IURP�DURXQG� WKH�ZRUOG�� ,W�SURYLGHV�D� IRUXP�
IRU� LQWHUHVWHG� DQDO\WLFV� SURIHVVLRQDOV� LQ� WKH� RUJD-
QL]DWLRQ� WR� JDWKHU� YLUWXDOO\� DQG� GLVFXVV� GDWD�PRG-
HOV�� VKDUH� GDWD�� VKRZFDVH� QHZ� WHFKQLTXHV�� GHVLJQ�
VWDQGDUGL]HG� PHWULFV�� DQG� GHYHORS� DQDO\WLFV� SUR-
JUDPV��7KH� FRUH� WHDP�DOVR�GHYHORSHG� DQ� LQ�KRXVH�
ZRUNIRUFH�DQDO\WLFV�FXUULFXOXP�DLPHG�DW�GHYHORSLQJ�
FULWLFDO�DQDO\WLFV�FRPSHWHQFLHV�LQ�ERWK�+5�DQG�QRQ�
+5�VWDNHKROGHUV��%HFDXVH�DQDO\WLFV�LQYROYHV�D�UDQJH�
RI�VNLOOV²IURP�SUREOHP�VROYLQJ�DQG�GDWD�DQDO\VLV�WR�
YLVXDOL]DWLRQ� DQG� VWDWLVWLFV²WKLV� FXUULFXOXP� KHOSV�
WHDP�PHPEHUV�JDLQ�D�FRPPRQ�OHYHO�RI�XQGHUVWDQG-
LQJ�DQG�FDSDELOLW\�

7KH� UHVXOWV� KDYH� EHHQ� VLJQL¿FDQW�� 2QO\� WZR� \HDUV�
DIWHU� WKH�UHLQYHQWLRQ�RI�SHRSOH�DQDO\WLFV�� WKH� WHDP�
LV� QRZ� SHUIRUPLQJ� GR]HQV� RI� DQDO\WLFV� SURMHFWV��
&KHYURQ¶V� SHRSOH� DQDO\WLFV� SUDFWLFH� KDV� GUDPDWL-

FDOO\�UHGXFHG�WLPH�WR�FRPSOHWH�DQ�DQDO\WLFV�SURMHFW�
DQG�LQFUHDVHG�UHOLDELOLW\�IRU�DOO�SHRSOH�UHODWHG�GHFL-
VLRQV��WKH�FRPSDQ\�QRZ�KDV�VWDQGDUG�UHSRUWV�DFURVV�
WKH�EXVLQHVV�IRU�DOO�WDOHQW�PHWULFV��DQG�WKH�WHDP�LV�
ZLGHO\� FRQVXOWHG� IRU� GHFLVLRQV� RQ� UHRUJDQL]DWLRQ��
UHVWUXFWXULQJ�� DQG� RWKHU� VWUDWHJLF� EXVLQHVV� GHFL-
VLRQV��&RPSDUHG�ZLWK�WKH�SULRU�GHFHQWUDOL]HG�PRGHO��
WKH�QHZ�PRGHO�RSHUDWHV�DW� VLJQL¿FDQWO\� ORZHU�FRVW�
\HW� DFKLHYHV� ��� SHUFHQW� KLJKHU� SURGXFWLYLW\�� GR-
LQJ�PRUH�ZRUN�ZLWK�VLJQL¿FDQWO\�IHZHU�SHRSOH�DQG�
LQ� VLJQL¿FDQWO\� OHVV� WLPH��2QH�EXVLQHVV� XQLW� DORQH�
HOLPLQDWHG�QHDUO\�����KRXUV�RI�UHGXQGDQW�UHSRUWLQJ�
ZRUN�LQ������

Start here
2XU� UHVHDUFK� DQG� FRQVXOWLQJ�ZRUN� KDYH� LGHQWL¿HG�
WKH�IROORZLQJ�HLJKW�IDFWRUV�DV�LPSRUWDQW�WR�FUHDWLQJ�
D�VXFFHVVIXO�SHRSOH�DQDO\WLFV�SURJUDP�

• Invest at a senior level in people analyt-
ics:�7KH�IXQFWLRQ�VKRXOG�SURYLGH�JOREDO�VXSSRUW��
QRW� MXVW�WHFKQLFDO�DQDO\VLV��DQG�UHTXLUHV�&+52�
DQG�VHQLRU�H[HFXWLYH�VXSSRUW��WHFKQLFDO�UHVRXUF-
HV�IURP�,7��DQG�D�VWURQJ�EXVLQHVV�IRFXVHG�OHDGHU��

• Establish clear leadership:� $� VLQJOH� WHDP�
DQG� OHDGHU� VKRXOG� RZQ� WKH� LQLWLDO� VWDJHV� RI� DQ�
DQDO\WLFV�H̆RUW��HYHQ�LI�WKDW�FDSDELOLW\�HYHQWXDOO\�
EHFRPHV�GHFHQWUDOL]HG��

• Prioritize clean and reliable data across 
HR and the organization:�$QDO\VHV�DUH�RQO\�
DV�JRRG�DV�WKH�GDWD�IHG�LQWR�WRROV�DQG�VRIWZDUH��
:RUNLQJ� ZLWK� FRQVLVWHQW�� WLPHO\�� DQG� DFFXUDWH�
GDWD� LV� IRXQGDWLRQDO� WR� DOO� DQDO\WLFV� SUDFWLFHV��
7DNH�FRQFUHWH�VWHSV� WR�HQVXUH� WKDW�GDWD�TXDOLW\�
LV�D�SDUW�RI�HYHU\�DQDO\WLFV�GLVFXVVLRQ��(GXFDWH�
+5¶V� VWDNHKROGHUV� DQG� LPSOHPHQW� GDWD� JRY-
HUQDQFH� SURJUDPV� WR� FOHDQ� DQG�PDLQWDLQ� GDWD�
DFFXUDF\�DQG�FRQVLVWHQF\�DFURVV�+5�DQG�RSHUD-
WLRQDO�GDWD�VWRUHV�

• Understand that analytics is multidis-
ciplinary: %ULQJ� WRJHWKHU� D� PXOWLGLVFLSOLQDU\�
JURXS� IURP� DFURVV� WKH� RUJDQL]DWLRQ�� QRW� MXVW�
3K'V�DQG�VWDWLVWLFLDQV��7HFKQLFDO�DQDO\VLV�LV�RQO\�
D�VPDOO�SDUW�RI�WKH�IXQFWLRQ��'DWD�IXQFWLRQ��GDWD�
TXDOLW\��EXVLQHVV�NQRZOHGJH��GDWD�YLVXDOL]DWLRQ��
DQG�FRQVXOWLQJ�VNLOOV�DUH�DOO�FULWLFDO�WR�VXFFHVV�
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FAST FORWARD

Over the next few years, the number of data sources will continue to rise, leading 
to a fusion of external and internal data in predicting employee behavior. At leading 
companies, analytics will become even more interdisciplinary, along the lines of ONA. 
Eventually, people analytics will be fully integrated into systems and always in the 
background, rather than a separate source of information. 

Going forward, analytics technology will have the capability to deliver increasingly 
personalized recommendations. Due to the sensitive nature of some people analytics 
programs, organizations will likely need to become far more serious about data 
FRQȴGHQWLDOLW\��ORFDO�UHJXODWLRQ�UHJDUGLQJ�WKH�XVH�RI�HPSOR\HH�GDWD��DQG�WKH�ULVN�RI�
public disclosure of private information on the organization and its employees.

• ,QFUHDVH� DQDO\WLFV� ÀXHQF\� WKURXJKRXW�
the organization:�5HJDUGOHVV�RI�ZKHWKHU� WKH�
DQDO\WLFV�FXVWRPHUV�GR� WKH�DQDO\VLV� WKHPVHOYHV�
RU� KDYH� VSHFLDOLVWV� VXSSRUWLQJ� WKHP�� WUDLQLQJ�
IRU� ERWK�+5� DQG� RWKHU� EXVLQHVV� IXQFWLRQV�ZLOO�
EH� FULWLFDO� WR� RSHUDWLQJ� DW� VFDOH�� ,GHQWLI\� D� FXU-
ULFXOXP�RU�RWKHU�SDUWQHU�WR�KHOS�ZLWK�HGXFDWLRQ��
LPSOHPHQWDWLRQ� RI� VWDQGDUG� WRROV�� DQG� VWDQ-
GDUGL]DWLRQ�RI�UHSRUWV�DQG�GDVKERDUGV�

• Develop a two- to three-year roadmap for 
investment in analytics programs:� 7KLV�
LQYHVWPHQW�LV�DLPHG�DW�EXLOGLQJ�D�QHZ�EXVLQHVV�
IXQFWLRQ� IRU� WKH� FRPSDQ\�� QRW� MXVW� D� WHFKQLFDO�
WHDP�ZLWKLQ�+5��

• )RFXV�RQ�DFWLRQV��QRW�MXVW�¿QGLQJV��7R�SUR-
YLGH�YDOXH��WKH�DQDO\WLFV�WHDP�PXVW�WUDQVODWH�LQ-
IRUPDWLRQ�LQWR�VROXWLRQV��DQG�VWDNHKROGHUV�PXVW�
WDNH�DFWLRQ��

• Integrate HR, organizational, and exter-
nal data:�$GYDQFHG�SHRSOH�DQDO\WLFV�SURJUDPV�
LQFUHDVLQJO\�UHO\�RQ�WKH�LQWHUVHFWLRQ�RI�GDWD�IURP�
+5��RSHUDWLRQV��DQG�H[WHUQDO�VRXUFHV��2UJDQL]D-
WLRQV�UHTXLUH�D�GDWD�VWUDWHJ\�WKDW�HQFRXUDJHV�WKH�
LQWHJUDWLRQ� DQG� XVH� RI� VWUXFWXUHG� DQG� XQVWUXF-
WXUHG�GDWD�IURP�LQWHUQDO�DQG�H[WHUQDO�VRXUFHV����
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)LJXUH����3HRSOH�DQDO\WLFV��2OG�UXOHV�YV��QHZ�UXOHV

Old rules New rules

People analytics is viewed as an HR team focused on 
advanced analytics within HR

People analytics is viewed as a business analytics 
team that works across the business to drive 
business results

Analytics focuses on HR topics such as retention, 
engagement, learning, and recruitment metrics

Analytics focuses on business problems such as sales 
SURGXFWLYLW\��ZRUNIRUFH�H΍HFWLYHQHVV��KLJK�SRWHQWLDO�
retention, fraud, accident patterns, and other 
operational needs

The organization makes a business case for better 
data integration, quality, and tools

The organization has already committed to accurate 
and integrated data, and has tools and processes to 
ensure quality and ease of analysis

The people analytics team has a strong 
understanding of HR data

The people analytics team understands HR data, 
ȴQDQFLDO�GDWD��DQG�FXVWRPHU�GDWD��DQG�LW�KDV�
relationships with all the other analytics groups in 
the company

The people analytics team lives in HR operations and 
reports to HR technology, or in functional areas

The people analytics team operates at a senior level, 
reports to the CHRO, and serves business leaders 
across the company

The people analytics team is a small set of technical 
experts with data management and statistical skills

The people analytics team is a multidisciplinary 
team, with a focus on business consulting, visual 
communications, and problem solving

3HRSOH�DQDO\WLFV�LV�VWD΍HG�E\�3K'�VWDWLVWLFLDQV�ZKRVH�
primary focus is the development of models and 
data warehouses

People analytics is a consulting function that helps 
business leaders solve problems

People analytics focuses on employees People analytics focuses on the entire workforce, 
including employees and contingent labor

The people analytics team focuses heavily on 
engagement survey data and employee happiness 
and culture

The people analytics team moves beyond 
engagement to understand the detailed drivers 
of engagement and builds culture models to 
understand what drives the workforce

'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP
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Diversity and inclusion has become a CEO-level issue around the world. The digital 
organization of today, which operates as a network of teams, thrives on empower-
ment, open dialogue, and inclusive working styles. Leading organizations now see 
diversity and inclusion as a comprehensive strategy woven into every aspect of the 
talent life cycle to enhance employee engagement, improve brand, and drive perfor-
mance. The era of diversity as a “check the box” initiative owned by HR is over. CEOs 
must take ownership and drive accountability among leaders at all levels to close the 
gap between what is said and actual impact.

• ΖQ�WKLV�\HDUȇV�VXUYH\��WKH�SURSRUWLRQ�RI�H[HFXWLYHV�ZKR�FLWHG�LQFOXVLRQ�DV�D�WRS�SUL-
ority has risen by 32 percent compared with our 2014 survey.

• Over two-thirds (69 percent) of executives rate diversity and inclusion an impor-
tant issue (up from 59 percent in 2014).

• Thirty-eight percent of executives report that the primary sponsor of the compa-
Q\ȇV�GLYHUVLW\�DQG�LQFOXVLRQ�H΍RUWV�LV�WKH�&(2�

Diversity and inclusion
The reality gap

IN WRGD\¶V�SROLWLFDO��HFRQRPLF��DQG�JOREDO�EXVLQHVV�
HQYLURQPHQW�� GLYHUVLW\� KDV� EHFRPH� LQFUHDVLQJO\�
LPSRUWDQW�� 7KH� QXPEHU� RI� H[HFXWLYHV�ZKR� FLWHG�

LQFOXVLRQ�DV�D�WRS�SULRULW\�KDV�ULVHQ����SHUFHQW�IURP�
WKH�+XPDQ�&DSLWDO�7UHQGV������VXUYH\��DQG�LQ�WKH�
ODVW� WKUHH� \HDUV�� WKH�SHUFHQWDJH�RI� FRPSDQLHV� WKDW�
UDWH� WKHPVHOYHV� H[FHOOHQW� DW� JHQGHU�GLYHUVLW\�ZHQW�
XS� E\� ��� SHUFHQW�� %DVHG� RQ� WKLV� \HDU¶V� VXUYH\�� ���
SHUFHQW�RI�FRPSDQLHV�FRQVLGHU�WKHPVHOYHV�DGHTXDWH�
DW�IRFXVLQJ�RQ�JOREDO�FXOWXUDO�GLYHUVLW\��DQG����SHU-
FHQW�RI�FRPSDQLHV�FRQVLGHU�WKHPVHOYHV�DGHTXDWH�RU�
H[FHOOHQW�DW�VXSSRUWLQJ�D�YDULHW\�RI�IDPLO\�PRGHOV�LQ�
WKH�ZRUNIRUFH�

7KLV� \HDU�� WKH� LVVXH� LV� EURDGHU� WKDQ� WKH� VWDQGDUG�
EXVLQHVV�FDVH�DQG�UHTXLUHV�D�PRUH�FRPSUHKHQVLYH�

YLHZ�� 'LYHUVLW\� DQG� LQFOXVLRQ� QRZ� LPSDFWV� EUDQG��
FRUSRUDWH� SXUSRVH�� DQG� SHUIRUPDQFH�� 1RW� RQO\� LV�
WKH�SXEOLF� LQFUHDVLQJO\�DZDUH�RI�WKH�LVVXH��ZLWQHVV�
WKH� VFUXWLQ\� RI� JHQGHU� DQG� UDFLDO� GLYHUVLW\� LQ� WKH�
WHFKQRORJ\� LQGXVWU\��1� EXW� HPSOR\HHV� DUH� DOVR� H[-
SUHVVLQJ�VWURQJHU�YLHZV�RQ�GLYHUVLW\�DQG�LQFOXVLRQ��
0LOOHQQLDOV�� IRU� H[DPSOH�� VHH� LQFOXVLRQ� DV� D� PDQ-
GDWRU\�SDUW�RI� FRUSRUDWH� FXOWXUH��GH¿QLQJ�KRZ� WKH�
FRPSDQ\� OLVWHQV� WR� WKHP� DW� ZRUN�2� 6KDUHKROGHUV��
FXVWRPHUV��DQG�VXSSOLHUV�DUH�DOO�WDNLQJ�D�FORVHU�ORRN�
DW�WKLV�LVVXH�

$V�DZDUHQHVV�DURXQG�GLYHUVLW\�DQG�LQFOXVLRQ�JURZV��
GLYHUVLW\� DQG� LQFOXVLRQ� KDYH� EHFRPH�PRUH� LPSRU-
WDQW�IRU�WDOHQW�DFTXLVLWLRQ�DQG�D�FRPSDQ\¶V�HPSOR\-
PHQW�EUDQG��0DQ\�RUJDQL]DWLRQV�RSHUDWH� LQ�DQ�HQ-
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YLURQPHQW�RI�KLJK� WUDQVSDUHQF\��ZKLFK� HPSOR\HHV�
GHPDQG��)RU�\RXQJHU�ZRUNHUV��LQFOXVLRQ�LV�QRW�MXVW�
DERXW�DVVHPEOLQJ�GLYHUVH�WHDPV�EXW�DOVR�DERXW�FRQ-
QHFWLQJ� WHDP�PHPEHUV� VR� WKDW� HYHU\RQH� LV� KHDUG�
DQG� UHVSHFWHG�3� &RPSDQLHV� VKRXOG� DOLJQ� WKHLU� DS-
SURDFK�ZLWK�WKH�H[SHFWDWLRQV�RI�0LOOHQQLDOV�DQG�RWK-
HUV��RU�WKH\�ZLOO�OLNHO\�ORVH�WDOHQW��

,I� RQH� FRQVLGHUV� WKH� IDFW� WKDW� RUJDQL]DWLRQV� QRZ�
RSHUDWH�DV�QHWZRUNV�4� LW�EHFRPHV�HYHQ�FOHDUHU� WKDW�
GLYHUVLW\�DQG�LQFOXVLRQ�FDQ�UHLQIRUFH�RUJDQL]DWLRQDO�
SHUIRUPDQFH��1HZ� UHVHDUFK� E\�'HORLWWH� DQG� RWKHU�
DFDGHPLF� LQVWLWXWLRQV� GHPRQVWUDWHV� WKDW� GLYHUVH�
DQG� LQFOXVLYH� WHDPV�DUH�PRUH� LQQRYDWLYH��HQJDJHG��
DQG�FUHDWLYH�LQ�WKHLU�ZRUN�5�2XU�UHVHDUFK�FRPSDULQJ�
KLJK�SHUIRUPLQJ� WHDPV� DJDLQVW� ORZHU�SHUIRUPLQJ�
WHDPV� VXSSRUWV� WKH� YLHZ� WKDW� SHRSOH�PXVW� IHHO� LQ-
FOXGHG�LQ�RUGHU�WR�VSHDN�XS�DQG�IXOO\�FRQWULEXWH��

'HVSLWH�WKLV�LQFUHDVHG�HPSKDVLV�DQG�VFUXWLQ\��KRZ-
HYHU�� ZH� EHOLHYH� EXVLQHVVHV� IDFH� D� UHDOLW\� JDS�� 5H-
VXOWV� DSSHDU� WR� EH� WRR� VORZ�� &(2V�ZKR� KDYH� DEGL-
FDWHG� UHVSRQVLELOLW\� IRU� WKLV� LVVXH� WR� WKH�&+52�RU�
FKLHI�GLYHUVLW\�ṘFHU�PXVW�QRZ�WDNH�RZQHUVKLS�DQG�
KROG�EXVLQHVV�OHDGHUV�DFFRXQWDEOH�DW�DOO�OHYHOV��3HR-
SOH�WRGD\�DUH�VORZO\�EHFRPLQJ�DZDUH�RI�ERWK�XQFRQ-
VFLRXV�DQG�H[SOLFLW�ELDV��DQG�VRPH�RUJDQL]DWLRQV�DUH�
VWDUWLQJ�WR�WDNH�DFWLRQ�WR�H[SRVH�WKH�LVVXH�DQG�PDNH�
LQVWLWXWLRQDO�FKDQJHV�WR�GHDO�ZLWK�LW�� 

7KH� PRVW� SRSXODU� VROXWLRQ� WRGD\� LV� WUDLQLQJ�� %XW�
ZKLOH�VXFK�LQWHUYHQWLRQV�DUH�KHOSIXO��LW�DSSHDUV�WKDW�
PDNLQJ�SHRSOH�DZDUH�LV�QRW�HQRXJK��2UJDQL]DWLRQV�
VKRXOG�FRQVLGHU�PDNLQJ� VWUXFWXUDO� FKDQJHV�� LPSOH-
PHQWLQJ� WUDQVSDUHQW�� GDWD�GULYHQ� VROXWLRQV�� DQG�
LPPHUVLQJ� H[HFXWLYHV� LQ� WKH�ZRUOG� RI� ELDV� WR� JLYH�
WKHP�D�YLVFHUDO�XQGHUVWDQGLQJ�RI�KRZ�ELDV�LPSDFWV�
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Figure 1. Diversity and inclusion: Percentage of respondents rating this trend “important” 
or “very important”
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GHFLVLRQ�PDNLQJ��WDOHQW�GHFLVLRQV��DQG�EXVLQHVV�RXW-
FRPHV��

:H� KLJKOLJKW� WKLV� WUHQG� EHFDXVH� WKLV� LVVXH� KDV� EH-
FRPH�LQFUHDVLQJO\�LPSRUWDQW��(PSOR\HHV�DQG�VWDNH-
KROGHUV�DUH�VWDUWLQJ�WR�YRLFH�FRQFHUQV��EXW�VROXWLRQV�
EXLOW�DURXQG�WUDLQLQJ�DQG�HGXFDWLRQ�DUH�QRW�ZRUNLQJ�
ZHOO� HQRXJK��$� VHW� RI� ³QHZ� UXOHV´� LV� EHLQJ�ZULWWHQ�
WKDW�ZLOO�GHPDQG�D�QHZ�IRFXV�RQ�H[SHULHQWLDO�OHDUQ-
LQJ��SURFHVV�FKDQJH��GDWD�GULYHQ� WRROV�� WUDQVSDUHQ-
F\��DQG�DFFRXQWDELOLW\��

WHAT IS DRIVING THE RISE 
IN CONCERN? 

:K\�KDV� GLYHUVLW\� DQG� LQFOXVLRQ� EHFRPH�
VR� LPSRUWDQW"� $� VHULHV� RI� EXVLQHVV� DQG�
FXOWXUDO� FKDQJHV� KDV� FRPH� WRJHWKHU� WR�
VSRWOLJKW�WKH�LPSRUWDQFH�RI�WKLV�LVVXH�

)LUVW�� WKH� JOREDO� SROLWLFDO� HQYLURQPHQW�
KDV� KHLJKWHQHG� HPSOR\HH� VHQVLWLYLW\� WR�
GLYHUVLW\� DQG� LQFOXVLRQ�� ,PPLJUDWLRQ�
FKDOOHQJHV�� QDWLRQDOLVP�� DQG� IHDU� RI� WHU-
URULVP�DSSHDU�ZLWK�JUHDWHU� IUHTXHQF\� LQ� WKH�SUHVV��
2UJDQL]DWLRQV� UHSRUW� WKDW� HPSOR\HHV� DUH� SHUVRQ-
DOO\�FRQFHUQHG�DERXW�ZKDW�WKH\�UHDG�DQG�KHDU��DQG�
WKH\�ZDQW�WKHLU�HPSOR\HUV�WR�R̆HU�SHUVSHFWLYH���7KH�
EXVLQHVV�LVVXH�RI�GLYHUVLW\�DQG�LQFOXVLRQ�QRZ�WRXFK-
HV�LVVXHV�RI�HPSOR\HH�HQJDJHPHQW��IDLUQHVV��KXPDQ�
ULJKWV��DQG�HYHQ�VRFLDO�MXVWLFH��

6HFRQG��WKH�QHHG�IRU�GLYHUVLW\�DQG�LQFOXVLRQ�LV�QRZ�
DQ�LPSRUWDQW�FRPSRQHQW�DW�ZRUN��0DQ\�ODUJH�RUJD-
QL]DWLRQV�QRZ�GH¿QH� WKHPVHOYHV� DV� JOREDO� HQWLWLHV��
PDNLQJ� UHOLJLRXV�� JHQGHU�� JHQHUDWLRQDO�� DQG� RWKHU�
W\SHV� RI� GLYHUVLW\� D� EXVLQHVV� UHDOLW\�� 3URJUDPV� WR�
UDLVH� DZDUHQHVV� RI� XQFRQVFLRXV� ELDV� DUH� LQFUHDV-
LQJO\�SRSXODU��

7KLUG��D�JURZLQJ�ERG\�RI�UHVHDUFK�LQGLFDWHV�WKDW�GL-
YHUVH�DQG�LQFOXVLYH�WHDPV�RXWSHUIRUP�WKHLU�SHHUV�9  

&RPSDQLHV� ZLWK� LQFOXVLYH� WDOHQW� SUDFWLFHV� LQ� KLU-
LQJ��SURPRWLRQ��GHYHORSPHQW��OHDGHUVKLS��DQG�WHDP�
PDQDJHPHQW�JHQHUDWH�XS�WR����SHUFHQW�KLJKHU�UHY-
HQXH� SHU� HPSOR\HH� DQG� JUHDWHU� SUR¿WDELOLW\� WKDQ�
WKHLU�FRPSHWLWRUV����:LWKRXW�D�VWURQJ�FXOWXUH�RI� LQ-
FOXVLRQ�DQG�ÀH[LELOLW\��WKH�WHDP�FHQWULF�PRGHO�FRP-
SULVLQJ�GLYHUVH�LQGLYLGXDOV�PD\�QRW�SHUIRUP�ZHOO��

)RXUWK��WKH�WRSLF�RI�HTXDOLW\�DQG�JHQGHU�SD\�HTXLW\�
KDV� UHFHLYHG�PRXQWLQJ�SXEOLF� DWWHQWLRQ��&DQDGLDQ�
3ULPH�0LQLVWHU�-XVWLQ�7UXGHDX�PDGH�KHDGOLQHV� LQ�
�����E\�DSSRLQWLQJ�D�JHQGHU�HTXDO�FDELQHW�11�7KHUH�

LV�D�QHZ�HPSKDVLV�RQ� WUDQVSDUHQF\�RI�
H[HFXWLYH� SD\�12  &RPSDQLHV� VXFK� DV�
)DFHERRN�� 6DOHVIRUFH�� DQG� RWKHUV� DUH�
SXEOLFO\�KLJKOLJKWLQJ�JHQGHU� HTXDOLW\²
DQG� VHWWLQJ� D� VWURQJ� H[DPSOH�� $V� DQ�
H[DPSOH�� DIWHU�6DOHVIRUFH�SHUIRUPHG�D�
FRPSUHKHQVLYH� DQDO\VLV� RI� ������� HP-
SOR\HHV�DQG�LGHQWL¿HG�D�JHQGHU�SD\�JDS��
WKH�FRPSDQ\�VSHQW�URXJKO\����PLOOLRQ�
WR�HYHQ�RXW�WKH�GLVSDULW\�13 

)LIWK��DV�FDUHHU�WUDMHFWRULHV�FKDQJH��LVVXHV�RI�DJH�DQG�
OLIH�WUDQVLWLRQ�DUH�EHFRPLQJ�PRUH�LPSRUWDQW��$QHF-
GRWDO�HYLGHQFH�VXJJHVWV�WKDW�PLOOLRQV�RI�%DE\�%RRP-
HUV�DUH�GHOD\LQJ�UHWLUHPHQW��ZKLOH�PDQ\�0LOOHQQLDOV�
DUH� DSSURDFKLQJ� WKH� DJH�ZKHQ�ERWK� VSRXVHV� RIWHQ�
ZRUN��DQG�WKH\�H[SHFW�DQG�GHPDQG�HTXDO�WUHDWPHQW��
$QG� WKH�SURVSHFW� RI� ORQJHU� FDUHHUV�PHDQV�D�ZLGHU�
JHQHUDWLRQDO� VSDQ� LQ� WKH� ZRUNIRUFH�� (̆RUWV� WR� DG-
GUHVV�VXFK� LVVXHV�DUH�JDLQLQJ�JURXQG��2QH�UHWDLOHU��
IRU�H[DPSOH��GHYHORSHG�D�SURJUDP�FDOOHG�6QRZELUG�
WR�KHOS�ROGHU�ZRUNHUV�WUDQVIHU�WR�ZDUPHU�FOLPDWHV�WR�
VWD\�ZLWK� WKH�FRPSDQ\��0LFKHOLQ� OHWV� VHQLRU�ZKLWH�
FROODU� ZRUNHUV� VWUHWFK� RXW� WKHLU� FDUHHUV� WR� UHGXFH�
VWUHVV� ODWHU� LQ� OLIH�� 7KH� 86� 1DWLRQDO� ,QVWLWXWHV� RI�

A set of “new rules” is being written that 
will demand a new focus on experiential 

learning, process change, data-driven tools, 
transparency, and accountability.
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Rewriting the rules for the digital age

+HDOWK� R̆HUV� HPHUJHQF\� HOGHU� FDUH�� DOORZLQJ� HP-
SOR\HHV�WR�PRGLI\�WKHLU�ZRUN�SDWWHUQV�ZKHQ�SDUHQWV�
EHFRPH�LOO�14 

MANY COMPANIES ARE STILL 
NOT SEIZING OPPORTUNITIES

'HVSLWH�WKH�RYHUDOO�LQFUHDVH�LQ�IRFXV�RQ�DQG�LQYHVW-
PHQW� LQ� GLYHUVLW\� DQG� LQFOXVLRQ��PDQ\� EXVLQHVVHV�
PD\�EH�LQ�GHQLDO�DERXW�WKH�UHDOLW\�LQ�WKHLU�RZQ�FRP-
SDQLHV��2XU�UHVHDUFK�LQWR�+5�SUDFWLFHV�IRXQG�WKDW��
ZKLOH� DQ� RYHUZKHOPLQJ� PDMRULW\� RI� RUJDQL]DWLRQV�
���� SHUFHQW�� DVSLUH� WR� KDYH� DQ� ³LQFOXVLYH´� FXOWXUH�
LQ� WKH� IXWXUH�� WKHLU� DFWXDO�PDWXULW\� OHYHOV� DUH� YHU\�
ORZ�15�2QO\����SHUFHQW�KDYH�UHDFKHG�OHYHO����WKH�PRVW�
PDWXUH�OHYHO�LQ�RXU�PRGHO��� 

,Q�VRPH�FRXQWULHV�� WKH�SUREOHPV�DUH�HYHQ�PRUH�
SUHVVLQJ��,Q�-DSDQ��VXUYH\V�VKRZ�WKDW����SHUFHQW�
RI�ZRPHQ�EHWZHHQ�WKH�DJHV�RI����DQG����ZRXOG�
OLNH�WR�ZRUN�EXW�DUH�XQDEOH�WR�REWDLQ�MREV��� 

COMPANIES MUST UNDERSTAND THE 
COMPLEXITY OF THEIR WORKFORCE

7KLV� \HDU¶V� Global Human Capital Trends re-
VHDUFK� VKRZV� WKDW� ��� SHUFHQW� RI� UHVSRQGHQWV�
QRZ� EHOLHYH� GLYHUVLW\� DQG� LQFOXVLRQ� LV� D� FRP-
SHWLWLYH� DGYDQWDJH� ���� SHUFHQW� VD\� LW� LV� D� ³VLJ-
QL¿FDQW´� FRPSHWLWLYH� DGYDQWDJH��� <HW�� GHVSLWH�
WKLV�LQFUHDVHG�OHYHO�RI�LQWHUHVW��RQO\���SHUFHQW�RI�
FRPSDQLHV�DFWXDOO\�WLH�FRPSHQVDWLRQ�WR�GLYHUVLW\�
RXWFRPHV��:K\"

7KH� DQVZHU� LV� VLPSOH�� 6ROYLQJ� GLYHUVLW\� FKDO-
OHQJHV� LV� GDXQWLQJO\� GL̇FXOW�� 2XU� UHVHDUFK� DQG�
FRPSDQ\�LQWHUYLHZV�VKRZ�WKDW�RUJDQL]DWLRQV�DUH�
QRZ� FRQVLGHULQJ� PRYLQJ� EH\RQG� WUDLQLQJ� WR� IR-
FXV�RQ�PHDVXUHPHQW��WUDQVSDUHQF\��DQG�SHUVRQDO�
DFFRXQWDELOLW\�� $OVR� WUHQGLQJ� XSZDUG� LV� D� IRFXV�
RQ�HOLPLQDWLQJ�PHDVXUDEOH�ELDV� IURP�WDOHQW�SUR-
FHVVHV��LQFOXGLQJ�KLULQJ��SURPRWLRQ��SHUIRUPDQFH�
PDQDJHPHQW�� OHDGHUVKLS� GHYHORSPHQW�� VXFFHV-
VLRQ��DQG�FRPSHQVDWLRQ��

)RU�LQVWDQFH��RUJDQL]DWLRQV�DUH�H[SHULPHQWLQJ�ZLWK�
HOLPLQDWLQJ�QDPHV�RQ�UHVXPHV�EHFDXVH�FDQGLGDWHV�
ZLWK�HWKQLF�VRXQGLQJ�QDPHV�PD\�H[SHULHQFH�ORZHU�
KLULQJ�UDWHV��$XVWUDOLD�KDV�EHHQ�D�OHDGHU�LQ�WKLV�DUHD��
WKH�VWDWH�RI�9LFWRULD�LV�H[SHULPHQWLQJ�ZLWK�UHPRYLQJ�

DOO� SHUVRQDO� GHWDLOV� IURP� MRE� DSSOLFDWLRQV���� 6RPH�
FRPSDQLHV� ORRN� DW� SDWWHUQV� RI� MRE� R̆HUV� DQG� FRP-
SDUH�PDQDJHUV�DJDLQVW�WKHLU�SHHUV�IRU�VLJQV�RI�JHQ-
GHU��UDFLDO��RU�DJH�GLVFULPLQDWLRQ�

:H�DUH�QRW�VD\LQJ�WKDW�WUDLQLQJ�LV�QRW�LPSRUWDQW��LW�
SOD\V�D�YLWDO�UROH�LQ�HGXFDWLRQ�DQG�DZDUHQHVV�RI�WKH�
LVVXH��%XW�WKLV�\HDU�DQG�PRYLQJ�IRUZDUG��ZH�VHH�DQ�
DGGLWLRQDO�HPSKDVLV�RQ�UHPRYLQJ�ELDV�IURP�V\VWHPV�
DQG�SURFHVVHV��7KLV� LV�ZKDW� LW�PHDQV� WR� HPEHG�GL-
YHUVLW\� LQWR� DQ� RUJDQL]DWLRQ¶V� FXOWXUH�� UDWKHU� WKDQ�
PRXQWLQJ� D� PHUHO\� SURJUDPPDWLF� H̆RUW�� %\� PHD-
VXULQJ�HDFK�RI�LWV�WDOHQW�SURFHVVHV��UHPRYLQJ�IDFWRUV�
WKDW�OHDG�WR�ELDV��JLYLQJ�PDQDJHUV�D�ODQJXDJH�WR�GLV-
FXVV�ELDV��DQG�KROGLQJ�WKHP�DFFRXQWDEOH��RUJDQL]D-
WLRQV�FDQ�PRYH�WRZDUG�WUXH�LQFOXVLYHQHVV�19 

2QH�DUHD�RI�FKDQJH�RYHU�WKH�
SDVW�\HDU�LV�WKH�LQFUHDVHG�IR-
FXV�RQ�ELDV�LQ�UHFUXLWLQJ�DQG�
WKH�XVH�RI�QHZ� WRROV� WR�KHOS�
FRPSDQLHV�UHGXFH�ELDV��7KLV�
\HDU�� ��� SHUFHQW� RI� RXU� VXU-
YH\�UHVSRQGHQWV�EHOLHYH�WKHLU�
RUJDQL]DWLRQV� SURYLGH� H[FHO-
OHQW� WUDLQLQJ� DJDLQVW� XQFRQ-
VFLRXV� ELDV�� DQG� ��� SHUFHQW�
PHDVXUH� DQG� PRQLWRU� GLYHU-
VLW\� DQG� LQFOXVLRQ� LQ� UHFUXLW-
LQJ��1HZ�WRROV�IURP�YHQGRUV�
VXFK� DV� +LUH9XH�� 6XFFHVV-
)DFWRUV�� DQG� (QWHOR� FDQ� GL-
UHFWO\� PRQLWRU� PDQDJHU� KLU-
LQJ� SUDFWLFHV�� LQFOXGLQJ� MRE�
GHVFULSWLRQV� DQG� LQWHUYLHZ�
VFRULQJ� SDWWHUQV�� WR� LGHQWLI\�
UDFLDO�DQG�FXOWXUDO�ELDV��

2UJDQL]DWLRQV� DUH� DOVR� SD\-
LQJ� PRUH� DWWHQWLRQ� WR� GLYHU-
VLW\� LQ� VXFFHVVLRQ� DQG� OHDG-
HUVKLS�� 7RGD\�� ��� SHUFHQW� RI�
VXUYH\� UHVSRQGHQWV� EHOLHYH�

WKHLU� RUJDQL]DWLRQV� DUH� DGHTXDWH� RU� H[FHOOHQW� DW�
LGHQWLI\LQJ�DQG�SURPRWLQJ�GLYHUVH�OHDGHUV�WKURXJK-
RXW� WKH�RUJDQL]DWLRQ�� ,QYHVWPHQW� LQ� WKLV�DUHD� LV� LQ-
FUHDVLQJ�� EXW�PRUH�ZRUN� UHPDLQV� WR� EH�GRQH��7KH�
SHRSOH�RUJDQL]DWLRQV�GHVLUH�DUH�RXW�WKHUH��LI�DQ�RUJD-
QL]DWLRQ�GRHV�QRW�KDYH�GLYHUVH�OHDGHUV��LW�UDLVHV�WKH�
TXHVWLRQ�RI�ZK\��
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THE ROLE OF LEADERSHIP

:H� EHOLHYH� LVVXHV� DURXQG� GLYHUVLW\� DQG� LQFOXVLRQ�
DUH�FKDOOHQJHV� WKDW�DOO� OHDGHUV�VKRXOG�DGGUHVV��:H�
LGHQWLI\� FRPPLWPHQW�� FRXUDJH�� FRJQL]DQFH� RI� ELDV��
FXULRVLW\�� FXOWXUDO� LQWHOOLJHQFH�� DQG� FROODERUDWLRQ�
DV�WKH�VL[�WUDLWV�RI�DQ�LQFOXVLYH�OHDGHU����:H�HQFRXU-
DJH�FRPSDQLHV�WR�LQFOXGH�WKHVH�FDSDELOLWLHV�LQ�WKHLU�
OHDGHUVKLS�DVVHVVPHQW�DQG�OHDGHUVKLS�GHYHORSPHQW�
SURFHGXUHV��

)RU�GLYHUVLW\�DQG�LQFOXVLRQ�WR�EHFRPH�HPEHGGHG�LQ�
WKH�RUJDQL]DWLRQ��OHDGHUV�VKRXOG�SXUVXH�FKDQJHV�LQ�
SURFHVVHV�DQG�V\VWHPV��2UJDQL]DWLRQV�VKRXOG�WUDQV-
SDUHQWO\� PHDVXUH� GLYHUVLW\�� DQG�PDQDJHUV� VKRXOG�
EH� KHOG� DFFRXQWDEOH� IRU� RXWFRPHV� DV�ZHOO� DV� WKHLU�
RZQ� EHKDYLRU�� 2UJDQL]DWLRQV� ZRXOG� DOVR� EHQH¿W�
IURP�H[SDQGLQJ� WKH�GH¿QLWLRQ�RI�GLYHUVLW\�EH\RQG�
GHPRJUDSKLF�DQG�VRFLDO�LGHQWLWLHV��5HVHDUFK�VKRZV�
WKDW�RQH�RI�WKH�ELJJHVW�VRXUFHV�RI�ELDV�DW�FRPSDQLHV�
LV�D� ODFN�RI�GLYHUVLW\�RI� WKRXJKW��/HDGHUV�DQG�PDQ-
DJHUV�FDQ�EHQH¿W�E\� OLVWHQLQJ� WR�SHRSOH�ZKR� WKLQN�
GL̆HUHQWO\�� EHFDXVH� WKH\� RIWHQ� EULQJ� VRPH� RI� WKH�
WHDP¶V�PRVW�LQQRYDWLYH�LGHDV�

Lessons from the front lines
5HFRJQL]LQJ� WKH�PDQ\� EXVLQHVV� LPSDFWV� RI� XQFRQ-
VFLRXV� ELDV�� %02� )LQDQFLDO� *URXS�� D� WRS� 1RUWK�
$PHULFDQ�EDQN��KDV�SLRQHHUHG�D�QHZ�DSSURDFK�WR�GL-
YHUVLW\�DQG�LQFOXVLRQ��,W�KDV�LPSOHPHQWHG�DQ�LQLWLD-

WLYH�DLPHG�DW�UDLVLQJ�DZDUHQHVV�DQG�GLVUXSWLQJ�ELDV�
GXULQJ�WKH�UHFUXLWPHQW�DQG�SHUIRUPDQFH�SURFHVVHV��
LQ� DQ� H̆RUW� WR� HQDEOH� PRUH� REMHFWLYH� WDOHQW� GHFL-
VLRQV�DQG�EHWWHU�GLYHUVLW\�RXWFRPHV��7KH�FRPSDQ\�
KDG�ODXQFKHG�SUHYLRXV�H̆RUWV�WR�UDLVH�DZDUHQHVV�RI�
ELDV��EXW�LW�ZDQWHG�WR�GHHSHQ�LWV�FRPPLWPHQW�E\�DF-
WLYHO\�DGGUHVVLQJ�SUDFWLFHV�VXFK�DV�UHFUXLWLQJ��

�7KH�LQLWLDWLYH�LQYROYHG�IRXU�NH\�DFWLYLWLHV��,W�EHJDQ�
ZLWK�D� UHYLHZ� WKDW�PDSSHG� WKH�PDMRU� VWHSV� LQ� WKH�
UHFUXLWPHQW� DQG� SURPRWLRQ� SURFHVVHV�� HVSHFLDOO\�
DUHDV�RI�KLJK�PDQDJHULDO�GLVFUHWLRQ��7KH�UHYLHZ�DOVR�
LGHQWL¿HG�WKH�VSHFL¿F�SURFHGXUHV�DQG�V\VWHPV�WKDW�
FRXOG�LQÀXHQFH�WKH�LPSDFW�RI�ELDV��)RU�LQVWDQFH�� LI�
LQWHUYLHZLQJ�GHFLVLRQV�ZHUH�PDGH�DW�WKH�HQG�RI�WKH�
GD\��ZKHQ�PDQDJHUV�ZHUH�WLUHG�DQG�UXVKHG��WKH�SR-
WHQWLDO�IRU�VLPLODULW\�DWWUDFWLRQ�ELDV�FRXOG�EH�DPSOL-
¿HG�EHFDXVH�ELDVHV�DUH�PDJQL¿HG�ZLWK�WLUHGQHVV��

�6HFRQG��WKH�LQLWLDWLYH�UHGHVLJQHG�QHZ�WLSV�DQG�SUDF-
WLFHV� WR� QXGJH�PDQDJHUV� WRZDUG�PHULWRFUDWLF� GHFL-
VLRQV�WR�HOLPLQDWH�DUHDV�ZKHUH�ELDV�FRXOG�EH�SUHVHQW��
ZKLOH� WDNLQJ� FDUH� WR�PDNH� WKH� QHZ� SUDFWLFHV� ERWK�
SUDFWLFDO�DQG�UHOHYDQW�WR�WKH�EXVLQHVV��

7KH�QHZ�SUDFWLFHV�ZHUH�FRPPXQLFDWHG�WR�PDQDJHUV��
DQG� WHDPV�ZHUH� HQFRXUDJHG� WR�GLVFXVV�ZD\V� WR� UH-
GXFH�ELDV�LQ�UHFUXLWPHQW�DQG�SHUIRUPDQFH�UHYLHZV��
)LQDOO\�� WKH� H̆RUW� GHYHORSHG�PXOWLSOH�PHDVXUHV� RI�
VXFFHVV�DQG�ZD\V�WR�WUDFN�SURJUHVV�IRU�ODWHU�UHYLHZ��
2QH�NH\�PHDVXUH�RI�VXFFHVV�ZDV�WKH�LPSDFW�RQ�HP-
SOR\HHV¶�SHUFHSWLRQV�RI�LQFOXVLRQ�DQG�WKHLU�YRLFH�DW�
ZRUN��%RWK�RI�WKHVH�PHDVXUHV�VDZ�DQ�XQSUHFHGHQW-
HG� \HDU�RYHU�\HDU� LQFUHDVH�� ZLWK� D� �� SHUFHQWDJH�
SRLQW�LQFUHDVH�RQ�SHUFHSWLRQV�RI�LQFOXVLRQ��DQG�D���
SHUFHQWDJH�SRLQW�LQFUHDVH�RQ�HPSOR\HHV¶�SHUFHSWLRQ�
RI�WKHLU�YRLFH�DW�ZRUN�

7UDLQLQJ� IRFXVHG�QRW� RQO\� RQ� LGHQWLI\LQJ�SRWHQWLDO�
DUHDV�IRU�ELDV�EXW�DOVR�RQ�WHDFKLQJ�PDQDJHUV�WR�OHDG�
FRQYHUVDWLRQV� WR� FR�GHYHORS� VROXWLRQV� ZLWK� VWD̆��
0DQDJHUV� OHDUQHG� DERXW� GL̆HUHQW� W\SHV� RI� ELDVHV�
DQG�ZKHUH�WKH\�FRXOG�VKRZ�XS��7UDLQLQJ�PDWHULDOV�
DQG� WRROV� LQFOXGHG� H�OHDUQLQJ�PRGXOHV�� DQ� RQOLQH�
KXE�� DQG� RQH�SDJH� KDQGRXWV� FRQFLVHO\� FRQYH\LQJ�
NH\�SRLQWV��7KH�WUDLQLQJ�DQG�VXSSRUW�PDWHULDOV�DUH�
KDYLQJ�D�SRVLWLYH� LPSDFW��JHQHUDWLQJ�KLJK� OHYHOV�RI�
DGRSWLRQ�IRU�WKH�QHZ�SURFHVVHV�DQG�SUDFWLFHV��ZLWK�
�����SHUFHQW�RI�SHRSOH�PDQDJHUV�DQG�RQH�WKLUG�RI�
DOO�HPSOR\HHV�YROXQWDULO\�FRPSOHWLQJ�WKH�H�OHDUQLQJ�

We identify 
commitment, courage, 

cognizance of bias, 
curiosity, cultural 
intelligence, and 
collaboration as 

the six traits of an 
inclusive leader.
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PRGXOH�ZLWKLQ�WKH�¿UVW�PRQWKV�RI�ODXQFKLQJ�WKH�LQL-
WLDWLYH��7KH�RUJDQL]DWLRQ�KDV�DOVR�VHHQ�D�PHDVXUDEOH�
LPSDFW�RQ�KLULQJ�UDWHV�RI�GLYHUVH�FDQGLGDWHV��ZKLFK�
KDV�LQFUHDVHG�RYHU���SHUFHQW�LQ�WKH�SDVW�\HDU�21 

/OR\G¶V�%DQNLQJ�*URXS��D�OHDGLQJ�8.�EDVHG�EDQN��LV�
DQRWKHU�H[DPSOH�RI�D�FRPSDQ\� WKDW� WDNHV�DQ� LQQR-
YDWLYH�DSSURDFK�WR�GLYHUVLW\�DQG�LQFOXVLRQ��HPEDUN-
LQJ�RQ�D�PXOWLIDFHWHG�H̆RUW�WR�HPEHG�GLYHUVLW\�DQG�
LQFOXVLRQ�ZLWKLQ� LWV� FXOWXUH��7KH�JURXS� UHFRJQL]HG�
WKDW� SXWWLQJ� LQFOXVLYH� EHKDYLRUV� DW� WKH� FRUH� RI� LWV�
RSHUDWLRQV� DQG�PDNLQJ� JHQGHU� HTXDOLW\� D� SULRULW\�
EHQH¿WHG�QRW�RQO\�WKH�ZRPHQ�WKH\�HPSOR\�EXW�DOVR�
WKH�RUJDQL]DWLRQ�DV�D�ZKROH�DQG�WKH�FOLHQWV��FXVWRP-
HUV��DQG�FRPPXQLWLHV�WKH\�VHUYH��/HDGHUV�VHW�D�FOHDU��
WUDQVSDUHQW� WDUJHW��%\� ������ ���SHUFHQW� RI� VHQLRU�
UROHV�ZHUH� WR� EH� RFFXSLHG� E\�ZRPHQ�22� 5HFUXLWLQJ�
SURJUDPV�ZHUH�FKDQJHG� WR�DOLJQ�ZLWK� WKLV�JRDO�� LQ-
FOXGLQJ� D� UHTXLUHPHQW� WKDW� WKH� VKRUWOLVW� IRU� HYHU\�
VHQLRU� UROH�PXVW� LQFOXGH� D� TXDOL¿HG� IHPDOH� FDQGL-
GDWH²RU�D�FRQYLQFLQJ�H[SODQDWLRQ�IRU�WKH�DEVHQFH��

7KLV� FRPPLWPHQW� WR�GLYHUVLW\� LV�GHOLYHULQJ� UHVXOWV��
,Q� ������ ��� SHUFHQW� RI� H[WHUQDO� KLUHV� LQWR� VHQLRU�
PDQDJHPHQW�ZHUH�ZRPHQ�� FRPSDUHG�ZLWK� ��� SHU-
FHQW�LQ������23�7KH�SURSRUWLRQ�RI�ZRPHQ�SURPRWHG�
LQWR� VHQLRU� UROHV� LQFUHDVHG� IURP� ��� SHUFHQW� WR� ���
SHUFHQW�24�HDUQLQJ�WKH�JURXS�UHFRJQLWLRQ�DPRQJ�WKH�
Times’�WRS����HPSOR\HUV�IRU�ZRPHQ�25 

7R� SXVK� GLYHUVLW\� DQG� LQFOXVLRQ� GHHSHU� LQWR� WKH�
FRPSDQ\¶V� FXOWXUH�� DOO� OLQH�PDQDJHUV� UHFHLYHG� VSH-
FLDOL]HG� WUDLQLQJ� LQ�������7R�DVVLVW�ZLWK� WKHVH� DQG�
RWKHU� LQLWLDWLYHV��D�PHPEHU�RI� WKH�JURXS�H[HFXWLYH�
FRPPLWWHH�DFWV�DV�ERWK�H[HFXWLYH�VSRQVRU�IRU�GLYHU-
VLW\� DQG� LQFOXVLRQ�� DQG� H[HFXWLYH� VSRQVRU� IRU� JHQ-
GHU��� 

3	*�KDV�DOVR�EHFRPH�D�OHDGHU�LQ�WKLV�DUHD�E\�LQFRU-
SRUDWLQJ� D� FRPPLWPHQW� WR�GLYHUVLW\� DQG� LQFOXVLRQ�
GHHSO\�ZLWKLQ�LWV�FXOWXUH��2YHU�WKH�SDVW�VHYHQ�\HDUV��
WKH�FRPSDQ\�KDV� VSHQW����ELOOLRQ�DQQXDOO\� WR� VXS-
SRUW�LWV�VXSSOLHU�GLYHUVLW\�SURJUDP��EXLOGLQJ�D�EURDG�
DQG�GLYHUVH�VXSSOLHU�EDVH�WKDW� LQFOXGHV�RYHU�������
ZRPHQ��DQG�PLQRULW\�RZQHG�VXSSOLHUV��� 

7KH� FRPSDQ\� DOVR� IRFXVHV� RQ� DGYDQFLQJ� ZRPHQ�
OHDGHUV� WKURXJK� D� FRPSUHKHQVLYH� OHDGHUVKLS� GH-
YHORSPHQW� VWUDWHJ\� IHDWXULQJ� VWURQJ� PHQWRUVKLS�
DQG�VSRQVRUVKLS�DV�ZHOO�DV�VLWH��DQG�UHJLRQ�VSHFL¿F�
SURJUDPV��$V�D�UHVXOW�RI�WKHVH�H̆RUWV��EHWZHHQ������

DQG� ������ ZRPHQ¶V� UHSUHVHQWDWLRQ� DPRQJ� 3	*�
PDQDJHUV�JUHZ�IURP����WR����SHUFHQW��LQFOXGLQJ����
SHUFHQW�DW�DQG�DERYH�DW�WKH�93�OHYHO��� 

%H\RQG�JHQGHU�GLYHUVLW\��WKH�FRPSDQ\�KDV�WDNHQ�D�
OHDGHUVKLS� SRVLWLRQ� LQ� VXSSRUWLQJ� HPSOR\HHV� ZLWK�
GLVDELOLWLHV�� $� UHYHUVH�PHQWRULQJ� SURJUDP� HQDEOHV�
VHQLRU�VWD̆�WR�XQGHUVWDQG�WKH�GDLO\�FKDOOHQJHV�VRPH�
RI�WKHLU�FROOHDJXHV�IDFH²DQG�KRZ�WR�FUHDWH�DQ�LQFOX-
VLYH�ZRUNSODFH�ZKHUH�DOO�KDYH�WKH�DELOLW\�WR�FRQWULE-
XWH��)XQGLQJ�IRU�DFFRPPRGDWLRQV�LV�QRZ�DOORFDWHG�
WR�D�FHQWUDO�EXGJHW�WR�HQVXUH�WKDW�DOO�3	*�IDFLOLWLHV�
ZRUOGZLGH�KDYH�WKH�UHVRXUFHV�QHHGHG�WR�DFFRPPR-
GDWH�DOO�ZRUNHUV�29 

7R� LQFUHDVH� DFFRXQWDELOLW\� DW� DOO� OHYHOV�� 3	*� LQVWL-
WXWHG� D� QHZ� FRPSHQVDWLRQ� V\VWHP� WKDW� UHLQIRUFHV�
LWV�FRPPLWPHQW�WR�GLYHUVLW\�DQG�LQFOXVLRQ��7HQ�SHU-
FHQW�RI�H[HFXWLYH�FRPSHQVDWLRQ�LV�OLQNHG�WR�GLYHUVLW\�
JRDOV��ZKLFK�DUH�HYDOXDWHG�DV�SDUW�RI�SHUIRUPDQFH�
UHYLHZV����&ULWHULD�LQFOXGH�EHLQJ�DQ�H[HFXWLYH�VSRQ-
VRU� RI� DQ� HPSOR\HH� UHVRXUFH� JURXS�� EHLQJ� D� FURVV�
FXOWXUDO�PHQWRU�� DQG� UHFUXLWPHQW� DQG� SURPRWLRQV�
LQ� WKH� H[HFXWLYH¶V� DUHD� RI� UHVSRQVLELOLW\�� $GGLWLRQ-
DOO\��WKH�VWRFN�RSWLRQ�DZDUGV�IRU�WKH�FRPSDQ\¶V�WRS�
ṘFHUV�DUH�OLQNHG�WR�GLYHUVLW\�UHVXOWV�31 

)RU� WKHVH� DQG� RWKHU� LQLWLDWLYHV�� LQ� ������'LYHUVLW\-
,QF� UDQNHG�3	*� VHFRQG� DPRQJ� WKH� WRS� ��� FRPSD-
QLHV�IRU�SHRSOH�ZLWK�GLVDELOLWLHV��VHYHQWK�DPRQJ�LWV�
WRS����FRPSDQLHV� IRU�GLYHUVLW\�RYHUDOO��DQG�HLJKWK�
IRU�JOREDO�GLYHUVLW\�32�'LYHUVLW\,QF�FUHGLWHG�3	*�IRU�
KLJKO\� YDOXLQJ� HDFK� HPSOR\HH¶V� XQLTXH� FRQWULEX-
WLRQV�DQG�IRU�WKH�UHSUHVHQWDWLRQ�RI�ZRPHQ��$IULFDQ�
$PHULFDQV�� /DWLQRV�� DQG� $VLDQ�$PHULFDQV� DPRQJ�
PDQDJHPHQW�DW�UDWHV�KLJKHU�WKDQ�WKH�86�DYHUDJH��

Start here
• Ensure that top leadership understands 

the importance of diversity:�6KDUH�UHVHDUFK�
RQ� WKH�YDOXH�RI� LQFOXVLRQ� WR�EXLOG�FRQVHQVXV�DW�
WKH�RUJDQL]DWLRQ¶V�KLJKHVW�OHYHOV��7KHQ�KROG�WRS�
OHDGHUV�DFFRXQWDEOH� WKURXJK�PHWULFV�DQG� WUDQV-
SDUHQW�UHSRUWV�RQ�GLYHUVLW\�LQ�SURPRWLRQ��KLULQJ��
DQG�FRPSHQVDWLRQ�

• Use technology and data to identify prob-
lems and measure progress:�$QDO\WLFV�FDQ�
QRZ�KHOS� LQ� LGHQWLI\LQJ�SDWWHUQV�RI�JHQGHU�DQG�
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UDFLDO� ELDV�� GLVSDULWLHV� LQ� FRPSHQVDWLRQ� DQG� UH-
ZDUGV��DQG�ELDV�LQ�KLULQJ�DQG�SURPRWLRQ��7RROV�
WR� DQRQ\PL]H� UHVXPHV� DQG� KHOS� WUDLQLQJ�PDQ-
DJHUV� UHPRYH� ELDV� VKRXOG� EHFRPH� SDUW� RI� WKH�
GLYHUVLW\�H̆RUW��

• Move beyond HR:�&RQVLGHU�GLYHUVLW\�DQG� LQ-
FOXVLRQ� DV� SDUW� RI� WKH� FRUSRUDWH� LQIUDVWUXFWXUH��
MXVW� OLNH� FRPSOLDQFH�� ,7�� DQG� VHFXULW\�� LW� PXVW�
EH�SUDFWLFHG�E\�HYHU\RQH�DQG�RZQHG�E\�DOO�OLQH�
OHDGHUV��'LYHUVLW\�DQG�LQFOXVLRQ�LV�D�EXVLQHVV�UH-
VSRQVLELOLW\��QRW�DQ�+5�UHVSRQVLELOLW\�

FAST FORWARD

Old models of diversity and inclusion are undergoing change, and this trend is 
expected to accelerate. As employee demands shift and diversity receives greater 
DWWHQWLRQ�JOREDOO\��WKH�SULYDWH�VHFWRUȇV�UHVSRQVLELOLWLHV�ZLOO�FRQWLQXH�WR�JURZ��$V�WKH�
large Baby Boomer population ages, the need to broaden the focus on diversity 
and inclusion to account for the elderly in the workplace will increase. In inclusive 
organizations, the way people operate will shift, and the everyday language of the 
business will change. 

• &RQVLGHU� JOREDO� GL̆HUHQFHV�� *HRJUDSKLF�
GLYHUVLW\�LV�LQFUHDVLQJO\�LPSRUWDQW�DV�PRUH�RUJD-
QL]DWLRQV�EHFRPH�JOREDO��7KH�VSHFL¿F�FKDOOHQJHV�
IRU�GLYHUVLW\�DQG�LQFOXVLRQ�ZLOO�OLNHO\�YDU\�ZLGHO\�
IURP�UHJLRQ�WR�UHJLRQ��DQG�HPSOR\HHV¶�LQWHUHVWV�
DQG�FRQFHUQV�LQ�GL̆HUHQW�UHJLRQV�ZLOO� OLNHO\�GLI-
IHU�DV�ZHOO�

2017 Deloitte Global Human Capital Trends

���



Rewriting the rules for the digital age

)LJXUH����'LYHUVLW\�DQG�LQFOXVLRQ��2OG�UXOHV�YV��QHZ�UXOHV

Old rules New rules

Diversity is considered a reporting goal driven by 
compliance and brand priorities

Diversity and inclusion is a CEO-level priority and 
considered important throughout all levels of 
management 

Work-life balance is considered a challenge for 
employees to manage, with some support from the 
organization

Work-life balance, family, and individual wellness are 
all considered part of the total employee experience 

Companies measure diversity through the 
GHPRJUDSKLF�SURȴOH�RI�GHVLJQDWHG�JURXSV�GHȴQHG�E\�
attributes such as gender, race, nationality, or age 

Companies measure inclusion, diversity, and lack of 
bias in all recruitment, promotion, pay, and other 
talent practices 

'LYHUVLW\�LV�GHȴQHG�E\�JHQGHU��UDFH��DQG�
GHPRJUDSKLF�GL΍HUHQFHV

'LYHUVLW\�LV�GHȴQHG�LQ�D�EURDGHU�FRQWH[W��LQFOXGLQJ�
concepts of “diversity of thought,” also addressing 
SHRSOH�ZLWK�DXWLVP�DQG�RWKHU�FRJQLWLYH�GL΍HUHQFHV

Leaders are promoted on “merit” and experience “Merit” is unpacked to identify built-in biases; leaders 
are promoted on their ability to lead inclusively

Diversity and inclusion is a program of education, 
training, and discussion

Diversity and inclusion goes beyond education to 
focus on debiasing business processes and holding 
leaders accountable for inclusive behavior

Companies regularly report progress on diversity 
measures

Companies hold managers accountable for creating 
an inclusive culture, using metrics to compare them 
against each other

'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP
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Driven by the acceleration of connectivity and cognitive technology, the nature of 
work is changing. As AI systems, robotics, and cognitive tools grow in sophistication, 
almost every job is being reinvented, creating what many call the “augmented work-
force.” As this trend gathers speed, organizations must reconsider how they design 
jobs, organize work, and plan for future growth.

• This year, 41 percent of companies reported they have fully implemented or 
KDYH�PDGH�VLJQLȴFDQW�SURJUHVV�LQ�DGRSWLQJ�FRJQLWLYH�DQG�$Ζ�WHFKQRORJLHV�ZLWKLQ�
their workforce. 

• Another 34 percent of survey respondents are in the midst of pilot programs.

• But only 17 percent of global executives report they are ready to manage a work-
force with people, robots, and AI working side by side—the lowest readiness level 
IRU�D�WUHQG�LQ�WKH�ȴYH�\HDUV�RI�WKH�*OREDO�+XPDQ�&DSLWDO�7UHQGV�VXUYH\�

The future of work
The augmented workforce

FOR WKH�SDVW� VHYHUDO�\HDUV�ZH�KDYH�FKURQLFOHG�
WKH�DUULYDO�RI�ZKDW�LV�QRZ�FDOOHG�³WKH�IXWXUH�RI�
ZRUN�´� ,Q� ������ ZH� LGHQWL¿HG� ³7KH� RSHQ� WDO-

HQW�HFRQRP\´�DV�D�WUHQG�DQG�GLVFXVVHG�WKH�JURZWK�
RI�R̆�EDODQFH� VKHHW� HPSOR\PHQW�� WDOHQW�SODWIRUPV��
DQG� FURZGVRXUFLQJ�1� ,Q� ������ ZH� KLJKOLJKWHG� WKH�
WUHQG� RI� ³0DFKLQHV� DV� WDOHQW�� &ROODERUDWLRQ�� QRW�
FRPSHWLWLRQ´� DQG� WKH� LQFUHDVLQJ� SRZHU� RI� URERW-
LFV� DQG� FRJQLWLYH� FRPSXWLQJ� WR� UHVWUXFWXUH� MREV�2 
)LQDOO\�� ODVW� \HDU�ZH� SXEOLVKHG� ³7KH� JLJ� HFRQRP\��
'LVWUDFWLRQ� RU� GLVUXSWLRQ"�´� ZKLFK� GLVFXVVHG� WKH�
EHQH¿WV� DQG� FKDOOHQJHV� RI�PDQDJLQJ� WDOHQW� LQ� WKH�
VKDULQJ�DQG�FROODERUDWLYH�HFRQRP\�3  

,Q�������WKHVH�FKDQJHV�KDYH�FRPH�LQWR�IRFXV�DQG�WKH�
LVVXH�KDV�EHFRPH�PRUH�XUJHQW��$XWRPDWLRQ��FRJQL-
WLYH� FRPSXWLQJ�� DQG�FURZGV�DUH�SDUDGLJP�VKLIWLQJ�
IRUFHV� WKDW�ZLOO� UHVKDSH� WKH�ZRUNIRUFH�QRZ�DQG� LQ�

WKH�QHDU�IXWXUH��2UJDQL]DWLRQV�DUH�UHGHVLJQLQJ�MREV�
WR� WDNH�DGYDQWDJH�RI�FRJQLWLYH�V\VWHPV�DQG�URERWV��
DQG�ZH�VHH�DQ�RSSRUWXQLW\�WR�UHWKLQN�ZRUN�DURXQG�
VRPHWKLQJ�ZH�FDOO�³HVVHQWLDO�KXPDQ�VNLOOV�´4�,Q������
DQG�EH\RQG��RUJDQL]DWLRQV�VKRXOG�H[SHULPHQW�DQG�
LPSOHPHQW�FRJQLWLYH�WRROV��IRFXV�KHDYLO\�RQ�UHWUDLQ-
LQJ�SHRSOH�WR�XVH�WKHVH�WRROV��DQG�UHWKLQN�WKH�UROH�RI�
SHRSOH�DV�PRUH�DQG�PRUH�ZRUN�EHFRPHV�DXWRPDWHG�

RETHINKING WORK FOR THE 
AUGMENTED WORKFORCE

7KH�TXHVWLRQ�RI�KRZ�HDFK�MRE�ZLOO�FKDQJH��DGDSW��RU�
GLVDSSHDU� KDV� EHFRPH� D� GHVLJQ�GHFLVLRQ��:KDW� DV-
SHFWV� RI� ZRUN� GR� \RX� UHSODFH�ZLWK� DXWRPDWHG�PD-
FKLQHV"� 'R� \RX� ZDQW� WR� ³DXJPHQW´� ZRUNHUV� ZLWK�
PDFKLQHV�WKDW�PDNH�ZRUN�HDVLHU�DQG�PRUH�VFDODEOH"�
:KDW�ZLOO�EH� WKH� LPSDFW�RI�$,�DQG�URERWLFV�RQ�WKH�
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Rewriting the rules for the digital age

FXVWRPHU� H[SHULHQFH�� VHUYLFH� TXDOLW\�� DQG� EUDQG"�
6KRXOG� \RXU� RUJDQL]DWLRQ� ZDLW� IRU� FRPSHWLWRUV� WR�
IXOO\�YDOLGDWH�$,�DQG�URERWLFV"

7RGD\�WKHUH�LV�D�QHZ�IRFXV�RQ�WKH�³SHRSOH�DVSHFWV´�RI�
ZRUN��2XU�UHVHDUFK��EDVHG�RQ�VWXGLHV�IURP�2[IRUG�
8QLYHUVLW\�DQG�WKH�2
1HW�MRE�GDWDEDVH��VKRZV�WKDW�
ZKLOH�WDVNV�DUH�EHLQJ�DXWRPDWHG��WKH�³HVVHQWLDOO\�KX-
PDQ´�SDUWV�RI�ZRUN�DUH�EHFRPLQJ�more�LPSRUWDQW�5  

6NLOOV�VXFK�DV�HPSDWK\��FRPPXQLFDWLRQ��SHUVXDVLRQ��
SHUVRQDO�VHUYLFH��SUREOHP�VROYLQJ��DQG�VWUDWHJLF�GH-
FLVLRQ�PDNLQJ�DUH�PRUH�YDOXDEOH� WKDQ�HYHU��:KLOH�
VRPH� ZLOO� GUDPDWL]H� WKH� QHJDWLYH� LPSDFWV� RI� $,��
FRJQLWLYH� FRPSXWLQJ�� DQG� URERWLFV�� WKHVH�SRZHUIXO�
WRROV�ZLOO� DOVR�KHOS� FUHDWH�QHZ� MREV�� ERRVW� SURGXF-
WLYLW\��DQG�DOORZ�ZRUNHUV�WR�IRFXV�RQ�WKH�KXPDQ�DV-
SHFWV�RI�ZRUN��7KLV�RSHQV�DQRWKHU�GHVLJQ�TXHVWLRQ��
+RZ�FDQ�FRPSDQLHV�DFKLHYH�WKH�JUHDWHVW�WRWDO�YDOXH�
WKURXJK�DXWRPDWLRQ��ZKLOH�EDODQFLQJ�WKH�VKRUW��DQG�

ORQJ�WHUP�FRQVHTXHQFHV�RI�WKHVH�GHFLVLRQV�IRU�WKHLU�
RUJDQL]DWLRQ��ZRUN��DQG�ZRUNIRUFH"�

2XU�UHVHDUFK�DQG�GLVFXVVLRQ�ZLWK�FOLHQWV�VKRZ�WKDW�
ZKHQ� GRQH� FDUHIXOO\�� DXWRPDWLRQ� �DQG� WKH� XVH� RI�
FURZGVRXUFLQJ�� FDQ� KDYH� D� WUHPHQGRXV� SRVLWLYH�
LPSDFW�RQ�SURGXFWLYLW\��HPSOR\HH�HQJDJHPHQW��DQG�
FXVWRPHU� YDOXH��$PD]RQ�FRP�� IRU� H[DPSOH��KDV� HI-
IHFWLYHO\�XVHG�DXWRPDWLRQ�WR�VFDOH�ZDUHKRXVLQJ�DQG�
VKLSSLQJ� UDSLGO\� GXULQJ� KROLGD\� VHDVRQV� ZKLOH� UH-
GXFLQJ�WLPH�WR�WUDLQLQJ�IRU�HPSOR\HHV�DQG�PDLQWDLQ-
LQJ�LWV�UHSXWDWLRQ�DV�RQH�RI�WKH�WRS�HPSOR\HU�EUDQGV�
LQ�LWV�LQGXVWU\��

WHERE DO COMPANIES STAND TODAY?

2XU� UHVHDUFK� VKRZV� WKDW� PRVW� FRPSDQLHV� DUH� LQ�
WKH� PLGGOH� RI� WKLV� IXQGDPHQWDO� VKLIW�� 7KLUW\�RQH�
SHUFHQW�RI�FRPSDQLHV�LQ�WKLV�\HDU¶V�Global Human 

Percentages by region:

Latin & South
America

North
America

Americas
45 32

Asia Oceania

$VLD�3DFLȴF
50 37

Africa Central & 
Eastern Europe

Middle East Nordic
countries

Western
Europe

Europe, Middle East, and Africa
33 34 38 48 38

Italy  36

 UK  43

Canada  33

Belgium  39

  37  Netherlands

Spain  40

34  South Africa

USA  31

Mexico  44

42  Brazil
36  Australia

51  China

54  India

France  32

Germany  40  
48  Japan

Figure 1. Robotics, cognitive computing, and AI: Percentage of respondents rating this 
trend “important” or “very important”

Deloitte University Press  |  dupress.deloitte.com

Lower %Higher %

Percentages in
selected countries:

Lower %Higher %

India

China

Japan

Mexico

United Kingdom

Brazil

Germany

Spain

Belgium

Netherlands

Italy

Australia

South Africa

Canada

France

United States

54

51

48

44

43

42

40

40

39

37

36

36

34

33

32

31

���



Capital Trends�VXUYH\�WHOO�XV�WKH\�DUH�LQ�WKH�SURFHVV�
RI� LPSOHPHQWLQJ� $,� DQG� URERWLFV�� DQG� ��� SHUFHQW�
DUH�SLORWLQJ�VHOHFWHG�DUHDV��$QG����SHUFHQW�VD\�WKH\�
DUH�HLWKHU�IXOO\�DXWRPDWHG�RU�KLJKO\�DGYDQFHG�LQ�WKLV�
DUHD��

,QWHUHVWLQJO\��ZKHQ�ZH�DVNHG�FRPSDQLHV�DERXW�WKH�
LPSDFW� RI� WKHVH� IXWXUH�RI�ZRUN� VFHQDULRV�� RQO\� ���
SHUFHQW�VDLG�WKH\�ZRXOG�UHGXFH�WKH�QXPEHU�RI�MREV��
0RVW�FRPSDQLHV�����SHUFHQW��WROG�XV�WKH\�ZLOO�HLWKHU�
UHWUDLQ� SHRSOH� WR� XVH� WHFKQRORJ\� RU� ZLOO� UHGHVLJQ�
MREV�WR�EHWWHU�WDNH�DGYDQWDJH�RI�KXPDQ�VNLOOV�

:KHQ�ZH�DVNHG�FRPSDQLHV�DERXW� WKHLU�SODQV� WR� OH-
YHUDJH�FURZGV��FRQWUDFW�ODERU��DQG�QHZ�PRGHOV�IRU�
KXPDQ�WDOHQW��WKH�VWRU\�ZDV�TXLWH�GL̆HUHQW��,Q�WKHVH�
³QHZ�KXPDQ�PRGHOV´�IRU�WKH�IXWXUH�RI�ZRUN��FRPSD-
QLHV�DUH�IDU�OHVV�SUHSDUHG��:KLOH����SHUFHQW�RI�FRP-

SDQLHV�EHOLHYH�WKHLU�XVH�RI�R̆�EDODQFH�VKHHW� WDOHQW�
ZLOO�JURZ�VLJQL¿FDQWO\�LQ�WKH�QH[W��±��\HDUV��RQO\����
SHUFHQW�VD\�WKH\�DUH�QRW�DEOH�WR�PDQDJH�FRQWLQJHQW�
ODERU�ZHOO�DQG����SHUFHQW�VD\�WKH\�KDYH�QHYHU�XVHG�
RU�GR�QRW�XQGHUVWDQG�KRZ�WR� OHYHUDJH�FURZGVRXUF-
LQJ��6R�ZKLOH�VRPH�HOHPHQWV�RI� WKH� IXWXUH�RI�ZRUN�
DUH�ZHOO�XQGHUVWRRG�E\�EXVLQHVV�OHDGHUV��RWKHUV�DUH�
VWLOO�LQ�DQ�HPHUJLQJ�VWDJH�RI�XQGHUVWDQGLQJ�

:KDW� LV� FOHDU� LV� WKDW� LQWHUHVW� LQ� WKLV� WRSLF� LV� JURZ-
LQJ�H[SRQHQWLDOO\��:KLOH�RQO\���SHUFHQW�RI�&�VXLWH�
UHVSRQGHQWV�UDWH�WKLV�WUHQG�DV�D�SULRULW\�IRU�WKLV�\HDU�
�ZKLFK�ZH�EHOLHYH�UHSUHVHQWV�WKH�OHYHO�RI�FRQIXVLRQ�
LQ�WKH�PDUNHW������SHUFHQW�EHOLHYH�LW�ZLOO�EH�LPSRU-
WDQW� LQ� WKH�QH[W� WKUHH� WR�¿YH�\HDUV²DQ�LQFUHDVH�RI�
����SHUFHQW��RQH�RI�WKH�ODUJHVW�PRYHPHQWV�ZH�KDYH�
VHHQ�

Percentages by region:

Latin & South
America

North
America

Americas
62 58

Asia Oceania

$VLD�3DFLȴF
72 61

Africa Central & 
Eastern Europe

Middle East Nordic
countries

Western
Europe

Europe, Middle East, and Africa
66 61 64 56 62

Italy  64

 UK  63
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Spain  63
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USA  59
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65  Australia

73  China
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France  49

Germany  61  
68  Japan

Figure 2. Augmented workforce: Percentage of respondents rating this trend “important” 
or “very important”
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Rewriting the rules for the digital age

UNEVEN PROGRESS TOWARD 
THE FUTURE WORKFORCE

7KH�VKLIW� IURP�IXOO�WLPH�HPSOR\HHV� WR�DQ�DXJPHQW-
HG�ZRUNIRUFH� �DXJPHQWHG�E\� ERWK� WHFKQRORJ\� DQG�
FURZGV�� LV� RQH� RI� WKH�PRUH� FKDOOHQJLQJ� RI� WKH� KX-
PDQ� FDSLWDO� WUHQGV� RQ� WKH� KRUL]RQ�� ,W� XSHQGV� WKH�
IDPLOLDU�FRQFHSWV�RI�ZKDW�D�MRE�LV��DORQJ�ZLWK�DOO�WKH�
LPSOLFDWLRQV� IRU� FDUHHUV���ZKDW�ZRUN� UHDOO\�PHDQV��
KRZ�WKH�ZRUNIRUFH�LV�WUDLQHG�DQG�VHOHFWHG��DQG�KRZ�
WKH�ZRUNSODFH�LV�GHVLJQHG��,W�VWUHWFKHV�FRQYHQWLRQDO�
QRWLRQV�RI�ZKDW�W\SHV�RI�ZRUN�FDQ�EH�GRQH�E\�SHRSOH�
DQG�E\�PDFKLQHV��DQG�LW�UHGH¿QHV�WKH�KXPDQ�ZRUN-
IRUFH�VHJPHQWV�WKDW�DUH�LQYROYHG�

:KLOH�WKH�DGRSWLRQ�RI�URERWLFV� LV�KDSSHQLQJ�TXLFN-
O\�� FRPSDQLHV¶� DELOLWLHV� WR� UHVNLOO� DQG� UHRUJDQL]H�
DURXQG� DXWRPDWLRQ� DUH� VWLOO� EHKLQG�� 5RXJKO\� KDOI�
RI� WKH� OHDGHUV� VXUYH\HG� UDWH� WKHLU� FRPSDQ\� ZHDN�
DW�DOLJQLQJ�FRPSHWHQF\� IUDPHZRUNV� WR�DFFRXQW� IRU�
QHZ� URERWLFV�� FRJQLWLYH�� DQG� $,� UHTXLUHPHQWV�� GH-
SOR\LQJ�HPSOR\HHV� UHSODFHG�E\� WKHVH� WHFKQRORJLHV��
DQG�UHVNLOOLQJ�HPSOR\HHV�WR�FRPSOHPHQW�WKHVH�QHZ�
WRROV�

RETHINKING TALENT, TECHNOLOGY, 
AND THE WORKPLACE

2XU�UHVHDUFK�FOHDUO\�VKRZV�WKDW�RQH�RI�WKH�QHZ�UXOHV�
IRU� WKH� GLJLWDO� DJH� LV� WR� H[SDQG� RXU� YLVLRQ� RI� WKH�
ZRUNIRUFH��WKLQN�DERXW�MREV�LQ�WKH�FRQWH[W�RI�WDVNV�
WKDW�FDQ�EH�DXWRPDWHG��RU�RXWVRXUFHG��DQG�WKH�QHZ�
UROH�RI�KXPDQ�VNLOOV�� DQG� IRFXV�HYHQ�PRUH�KHDYLO\�
RQ� WKH� FXVWRPHU� H[SHULHQFH�� HPSOR\HH� H[SHULHQFH��
DQG� HPSOR\PHQW� YDOXH�SURSRVLWLRQ� IRU� SHRSOH��2U-
JDQL]DWLRQV� WKDW� DXWRPDWH� PDQXIDFWXULQJ� SODQWV��
IRU�H[DPSOH��DQG�WKDW�GR�QRW�FOHDUO\�JLYH�SHRSOH�RS-
SRUWXQLWLHV�IRU�UHVNLOOLQJ�DQG�QHZ�SRVLWLRQV��PD\�VHH�
WKHLU�EUDQG�VX̆HU��DQG�WR�VRPH�H[WHQW�PD\�DOVR�IHHO�
SUHVVXUH�IURP�WKH�VRFLDO�DQG�SROLWLFDO�HQYLURQPHQW��
$7	7¶V� WDOHQW� PDQLIHVWR�� ZKLFK� HQFRXUDJHV� DQG�
HPSRZHUV�HPSOR\HHV� WR�FRQWLQXRXVO\� UHVNLOO� WKHP-
VHOYHV��LV�DQ�H̆HFWLYH�H[DPSOH�RI�D�FRPSDQ\�WKDW�DX-
WRPDWHV�LQ�DQ�LQWHJUDWHG��KXPDQ�FHQWULF�ZD\�� 

:H� HQYLVLRQ� UHWKLQNLQJ� WKH� FRPELQDWLRQV� RI� WDO-
HQW��WHFKQRORJ\��DQG�WKH�ZRUNSODFH�DFURVV�PXOWLSOH� 
GLPHQVLRQV�

Deloitte University Press  |  dupress.deloitte.com

Managing contingent, outsourced, 
contracted, and part-time sources of labor

Understanding emerging skills and 
critical capability gaps

Managing gig and talent-sharing 
economy resources

Managing crowdsourcing as part of the 
organization’s workforce and talent 

programs

25% 57% 19%

53% 39% 9%

59% 33% 8%

Weak ExcellentAdequate

14%62%24%

Percentage of total responses

Figure 3. Respondent ratings of sub-capabilities related to the augmented workforce
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• :KDW�SDUWV�RI�D�MRE�FDQ�EH�DXWRPDWHG��DQG�ZKDW�
LV� WKH� KXPDQ� ³YDOXH� DGG´� DURXQG� WKHVH� VNLOOV"�
)RU� H[DPSOH�� EDQN� WHOOHUV� QRZ� DGYLVH� DQG� VHOO��
UDWKHU� WKDQ� VLPSO\� WUDQVDFW�� JLYLQJ�JUHDWHU� FXV-
WRPHU�YDOXH�WR�FOLHQWV�

• +RZ�FDQ�ZH�UHVNLOO�DQG�UHWUDLQ�SHRSOH� WR� OHDUQ�
WHFKQRORJ\�DQG�WRROV�IDVWHU��DQG�KRZ�FDQ�ZH�GH-
VLJQ�WKH�WHFKQRORJ\�VR�LW�WDNHV�DOPRVW�QR�WUDLQLQJ�
WR�XVH"

• :KHUH�GRHV�WKH�ZRUN²DQG�PRUH�VSHFL¿FDOO\�HDFK�
LQGLYLGXDO�WDVN²QHHG�WR�EH�GRQH"�:KDW�SK\VLFDO�
SUR[LPLW\�LV�UHTXLUHG�WR�VHUYH�FXVWRPHUV�DQG�WR�
GHVLJQ�DQG�GHYHORS�SURGXFWV�DQG�VHUYLFHV"

• +RZ� FDQ� ZH� FURZGVRXUFH� DFWLYLWLHV²DQG� XVH�
FRQWLQJHQW�� IUHHODQFH��DQG�JLJ�HFRQRP\� WDOHQW²
WR� VDYH� WLPH� DQG�PRQH\�� LQFUHDVH� TXDOLW\�� DQG�
LPSURYH�RSHUDWLRQDO�ÀH[LELOLW\�DQG�VFDODELOLW\"�

• +RZ�FDQ�ZH�UHGHVLJQ�WKH�ZRUNSODFH�WR�EH�PRUH�
GLJLWDO� LQ� QDWXUH�� RSHQ�� DQG� FROODERUDWLYH�� \HW�
SURYLGH�RSSRUWXQLWLHV�IRU�GHYHORSPHQW��JURZWK��
DQG�IRFXV�WLPH"�0XFK�UHVHDUFK�QRZ�SURYHV�WKDW�
WKH�KLJKHVW�SHUIRUPLQJ�WHDPV��DQG�OHDGHUV��DUH�

WKRVH� WKDW� DUH� WKH� EHVW� FRQQHFWHG� ZLWKLQ� DQG�
DFURVV�WKH�FRPSDQ\��'RHV�RXU�RUJDQL]DWLRQ�KDYH�
HQRXJK�RSHQ��FROODERUDWLYH�SK\VLFDO�DQG�GLJLWDO�
VSDFHV� WR� IDFLOLWDWH� SHRSOH�WR�SHRSOH� PHHWLQJV�
DQG�FROODERUDWLRQ"

• +RZ�FDQ�ZH� HYROYH�� DQG�SHUKDSV� VHSDUDWH�� WKH�
IXQFWLRQV� RI� PXOWL\HDU� ��±�� \HDUV�� VWUDWHJLF�
ZRUN��ZRUNIRUFH��DQG�ZRUNSODFH�SODQQLQJ�RQ�WKH�
RQH� KDQG�� DQG� DQQXDO�ZRUNIRUFH� SODQQLQJ� �DQ-
QXDO�KHDGFRXQW��RQ�WKH�RWKHU��WR�PRUH�GHHSO\�H[-
SORUH� VFHQDULRV� WKDW� LQFOXGH� PRUH� FURZGVRXUF-
LQJ�� JUHDWHU� DXWRPDWLRQ�� RU� WKH� LQFUHDVHG� XVH�
RI�URERWLFV"

• :KDW� LV� RXU� RUJDQL]DWLRQDO� DQG� ZRUN� GHVLJQ�
FDSDELOLW\�� � DQG� KDYH�ZH� H[SORUHG� WKH�ZD\�PD-
FKLQHV�FDQ�FURVV�IXQFWLRQDO�ERXQGDULHV�WR�PRYH�
SHRSOH� IURP� ³MREV´� WR� ³ZRUN´� DQG� IURP� ³H[HFX-
WLRQ�ZRUN´�WR�³HPSDWK\�ZRUN"´�$V�ZH�H[SORUH�LQ�
ERWK� WKH� ³3HRSOH� DQDO\WLFV´� DQG� WKH� ³2UJDQL]D-
WLRQ�RI� WKH� IXWXUH´�FKDSWHUV�RI� WKLV� UHSRUW��QHZ�
WRROV�WR�SHUIRUP�RUJDQL]DWLRQDO�QHWZRUN�DQDO\VLV�
DQG�HYHQ�WUXVWHG�QHWZRUN�DQDO\VLV�FDQ�KHOS�LGHQ-
WLI\�ÀRZV�RI�ZRUN�WKDW�FDQ�IDFLOLWDWH�SURGXFWLYLW\�
DPRQJ�WHDPV�DV�PRUH�WDVNV�DUH�DXWRPDWHG�
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Figure 4. Respondent ratings of sub-capabilities related to robotics, cognitive 
computing, and AI
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Rewriting the rules for the digital age

RETHINKING THE BOUNDARIES 
OF WORK BETWEEN HUMANS 
AND MACHINES

7KH� UDSLG� DGYDQFHV� LQ� PDFKLQH� LQWHOOLJHQFH� KDYH�
EHHQ� ZHOO�GRFXPHQWHG�9� 5RERWV� DQG� FRJQLWLYH�
WHFKQRORJLHV� DUH�PDNLQJ� VWHDG\� DGYDQFHV�� SDUWLFX-
ODUO\�LQ�MREV�DQG�WDVNV�WKDW�IROORZ�VHW��VWDQGDUGL]HG�
UXOHV�DQG�ORJLF��7KLV�UHLQIRUFHV�D�FULWLFDO�FKDOOHQJH�
IRU� EXVLQHVV� DQG� +5� OHDGHUV²QDPHO\�� WKH� QHHG�
WR� GHVLJQ�� VRXUFH�� DQG�PDQDJH� WKH� IXWXUH� RI�ZRUN��
ZRUNIRUFHV��DQG�ZRUNSODFHV�WR�LQFRUSRUDWH�D�UREXVW�
XQGHUVWDQGLQJ�RI�ZKLFK�VNLOOV�DUH�HVVHQWLDOO\�KXPDQ��

+5�OHDGHUV�VKRXOG�IRFXV�RQ�GH¿QLQJ�WKH�GL̆HUHQFH�
EHWZHHQ� HVVHQWLDO� KXPDQ� skills�� VXFK� DV� FUHDWLYH�
DQG�HWKLFDO�WKLQNLQJ��DQG�QRQHVVHQWLDO�tasks��ZKLFK�
FDQ�EH�PDQDJHG�E\�PDFKLQHV��7KLV�UHTXLUHV�UHIUDP-
LQJ�FDUHHUV��DQG�GHVLJQLQJ�QHZ�ZD\V�RI�ZRUNLQJ�DQG�
QHZ� ZD\V� RI� OHDUQLQJ²ERWK� LQ� RUJDQL]DWLRQV� DQG�
DV� LQGLYLGXDOV��5HVHDUFK�E\�'HORLWWH� LQ� WKH�8QLWHG�
.LQJGRP� ¿QGV� WKDW� WKH� IXWXUH� ZRUNIRUFH� ZLOO� UH-
TXLUH�D�³EDODQFH�RI�WHFKQLFDO�VNLOOV�DQG�PRUH�JHQHUDO�
SXUSRVH� VNLOOV� VXFK� DV� SUREOHP� VROYLQJ� VNLOOV�� FUH-
DWLYLW\��VRFLDO�VNLOOV��DQG�HPRWLRQDO�LQWHOOLJHQFH�´�� 

2QH� RI� WKH� WHFKQLTXHV� ZH� DGYLVH� IRU� WKLV� ZRUN� LV�
GHVLJQ� WKLQNLQJ� DQG� WKH� GHYHORSPHQW� RI� MRXUQH\�
PDSV��-RXUQH\�PDSV�RXWOLQH�DQG�GRFXPHQW�WKH�DF-
WXDO�ZRUN� WDNLQJ�SODFH�� DQG� WKH� WRROV�� SHRSOH�� DQG�

LQIRUPDWLRQ� LQYROYHG� LQ� D� MRE�� 7KLV� NLQG� RI� DQDO\-
VLV�KHOSV�GHVLJQHUV�XQGHUVWDQG�ZKHUH�WDVNV�FDQ�EH�
RXWVRXUFHG� DQG�ZKHUH�KXPDQ�HPSDWK\� FDQ�EH� HQ-
KDQFHG�DQG�IXUWKHU�OHYHUDJHG�

$V� 7RP� 'DYHQSRUW� DQG� -XOLD� .LUE\� HPSKDVL]H� LQ�
Only Humans Need Apply�� WKLV� UHTXLUHV� UHFRJQL]-
LQJ� WKDW� ³DXJPHQWDWLRQ�PHDQV� VWDUWLQJ� ZLWK� ZKDW�
PLQGV�DQG�PDFKLQHV�GR�LQGLYLGXDOO\�WRGD\�DQG�¿J-
XULQJ�KRZ�WKDW�ZRUN�FRXOG�EH�GHHSHQHG�UDWKHU�WKDQ�
GLPLQLVKHG�E\�D�FROODERUDWLRQ�EHWZHHQ�WKH�WZR�´11 

7KH� IXWXUH� RI� ZRUN� KDV� DUULYHG�� DQG� FRPSDQLHV�
VKRXOG� HPEUDFH� WKLV� GLVUXSWLYH� RSSRUWXQLW\�� :H�
EHOLHYH�WKH�IDFWRUV�GULYLQJ�WKHVH�FKDQJHV�ZLOO�DFFHO-
HUDWH��OHDYLQJ�VORZ�DGRSWHUV�EHKLQG�DV�¿UVW�PRYHUV�
EHFRPH�H[SHUWV�DW�RSWLPL]LQJ�WKH�XVH�RI�PDFKLQHV�
DQG� FURZGV� WR�GULYH�SURGXFWLYLW\�� LQQRYDWLYH�SURG-
XFWV�DQG�VHUYLFHV��DQG�FXVWRPHU�UHODWLRQVKLSV�

Robots and cognitive 
technologies are 
making steady 

advances, particularly 
in jobs and tasks that 

follow set, standardized 
rules and logic.
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Lessons from the front lines
$PD]RQ¶V�XVH�RI�DGYDQFHG�ZDUHKRXVH�WHFKQRORJLHV�
LOOXVWUDWHV�KRZ� URERWLFV�� FRJQLWLYH� FRPSXWLQJ�� DQG�
ÀH[LEOH�KXPDQ�ZRUNIRUFH�VWUDWHJLHV�FDQ�FRPELQH�WR�
PD[LPL]H�ḢFLHQFLHV�DQG�SURGXFWLYLW\��ZKLOH�FUHDW-
LQJ�QHZ�WHPSRUDU\�DQG�SHUPDQHQW�MREV��

7R�PHHW� LQFUHDVHG�GHPDQG�GXULQJ�WKH�KROLGD\�VHD-
VRQ��$PD]RQ�H[SDQGV� LWV�ZRUNIRUFH�E\�URXJKO\����
SHUFHQW�ZLWK� DURXQG� ��������
WHPSRUDU\� KLUHV�� ZKR� FDQ� EH�
WUDLQHG� TXLFNO\� EHFDXVH� RI�
URERWLF� DQG� FRJQLWLYH� WHFK-
QRORJLHV��7KHVH� WRROV�� VXFK�DV�
DXWRPDWHG� WUDLQLQJ� VFUHHQV��
³VPDUW´� WDSH� GLVSHQVHUV�� DQG�
URERWLF� SDOOHWV�� UHGXFH� QHZ�
KLUH�WUDLQLQJ�IURP�VL[�ZHHNV�WR�
DV�OLWWOH�DV�WZR�GD\V�12�7KH�WHFK-
QRORJLHV�DXWRPDWH�WDVNV�VXFK�DV�URWH�PHPRUL]DWLRQ�
DQG�KHDY\�OLIWLQJ��DOORZLQJ�WHPSRUDU\�HPSOR\HHV�WR�
TXLFNO\�PDVWHU�WKH�ZRUN�WKDW�UHTXLUHV�KXPDQ�VNLOOV�

)XUWKHU�� WKHVH� ZRUNIRUFH� LQQRYDWLRQV� QRW� RQO\� HQ-
DEOH� ÀH[LELOLW\� IRU� VKRUW�WHUP� ZRUNHUV²WKH\� DOVR�
FUHDWH�SHUPDQHQW�MREV��/DVW�\HDU��$PD]RQ�UHWDLQHG�
���SHUFHQW�RI�LWV�VHDVRQDO�KLUHV��LQ�SDUW�EHFDXVH�DXJ-
PHQWHG�ZDUHKRXVHV�DFWXDOO\�UHTXLUH�D�JUHDWHU�QXP-
EHU�RI�KXPDQ�ZRUNHUV�13�7KHVH�FHQWHUV�FDQ�SURFHVV�
PRUH�WRWDO�RUGHUV��DQG�WKHUHIRUH�UHTXLUH�PRUH�WRWDO�
KXPDQ�HPSOR\HHV��

)LQDOO\�� DOO� RI� WKHVH� MREV� DUH�SRVVLEOH�EHFDXVH�RI� H�
FRPPHUFH�� ZKLFK� LV� LWVHOI� D� UHVXOW� RI� UHFHQW� WHFK-
QRORJLFDO� DGYDQFHV�� 7KRXJK� VRPH� VSHFXODWHG� WKDW�
H�FRPPHUFH� ZRXOG� UHSODFH� ZRUNHUV� LQ� FHUWDLQ�
LQGXVWULHV�� WKH�¿HOG�KDV� OHG� WR� UREXVW� MRE� FUHDWLRQ��
VXFK�DV�$PD]RQ¶V�FRQVWUXFWLRQ�RI����QHZ�ZDUHKRXV-
HV�LQ������DORQH�14 

7KLV� RSWLPLVWLF� YLHZ� RI� FRPSOHPHQWDU\� PDFKLQH�
DQG�KXPDQ�ZRUN� LV� DOVR� HYLGHQW� LQ� D� UDQJH�RI� KLV-
WRULFDO� FDVHV��)RU� H[DPSOH�� ��� \HDUV� DIWHU� WKH�¿UVW�
$70V� EHJDQ� WR� SHUIRUP� WDVNV� IRUPHUO\� GRQH� E\�
WHOOHUV�� WKHUH� DUH� PRUH� EDQNHUV� ZRUNLQJ� DW� PRUH�
EUDQFKHV�� DQG� WKHLU� ZRUN� LV� PRUH� YDULHG²HYHQ�
DV� LW� OHYHUDJHV� PRUH� DQG�PRUH� WHFKQRORJ\��:KLOH�
WKHUH�DUH�QRZ�URXJKO\���������$70V�LQ�WKH�8QLWHG�

6WDWHV��WKH�QXPEHU�RI�WHOOHUV�KDV�FRQWLQXHG�WR�ULVH�
WR�PRUH� WKDQ���������15� � 6LPLODU� WUDQVIRUPDWLRQV�
KDYH�RFFXUUHG�DFURVV� D� UDQJH�RI� WHFKQRORJLHV� DQG�
SURIHVVLRQV��VXFK�DV�EDUFRGH�VFDQQHUV�DQG�FDVKLHUV��
RU�HOHFWURQLF�GRFXPHQW�GLVFRYHU\�DQG�SDUDOHJDOV��� 

Start here
• Consider how the core work actually gets 

done:�&KDOOHQJH�WKH�RUJDQL]DWLRQ�WR�UHWKLQN�QRW�
RQO\�ZKDW�ZRUN�QHHGV�WR�EH�GRQH��EXW�WR�FRQVLGHU�
WKH� UDQJH� RI� WDOHQW� VHJPHQWV� DQG� WHFKQRORJLHV�
WKDW� FDQ�EH� XVHG�� LQ� FRPELQDWLRQ�� WR� EHVW� FRP-
SOHWH�WKDW�ZRUN�

• Identify all human workforce segments: 
7KLV�LQFOXGHV�WKRVH�ERWK�LQVLGH�DQG�RXWVLGH�WKH�
FRPSDQ\�� GL̆HUHQW� PRGHOV� RI� FRQWUDFWRUV�� WKH�
FURZG�� DQG� FRPSHWLWLRQV�� 7DOHQW� SODWIRUPV� DUH�
JURZLQJ� UDSLGO\� LQ� VFDOH�� XQGHUVWDQGLQJ� KRZ�
WKH\�FDQ�DXJPHQW�IXOO�WLPH�ZRUNIRUFHV� LV�D�NH\�
FDSDELOLW\�IRU�PDQDJHUV�LQ�ERWK�+5�DQG�EXVLQHVV�

• Examine all types of nonhuman work-
forces:� 7KLV� LQFOXGHV� WKH� HQWLUH� DUUD\� RI� UR-
ERWLFV�� FRJQLWLYH�� DQG� $,� WHFKQRORJLHV� WR� DXJ-
PHQW� KXPDQ�ZRUNHUV�� OHYHUDJLQJ� WKH� SRZHU� RI�
PDFKLQHV� WR� DFFRPSOLVK� DQ� LQFUHDVHG� QXPEHU�
RI� WDVNV��3DUWQHULQJ�ZLWK� WKH�EXVLQHVV��+5�FDQ�
KHOS�OHDG�WKH�UHGHVLJQ�RI�ZRUN�DULVLQJ�IURP�UDSLG�
FKDQJHV�LQ�URERWLFV�DQG�$,�

• Redesign multiyear strategic and annual 
operational workforce planning:�&RQVLGHU�
VHSDUDWLQJ�PXOWL\HDU� VWUDWHJLF�ZRUN��ZRUNIRUFH��
DQG�ZRUNSODFH�SODQQLQJ²ZKLFK�FRPEV�QHZ�WDO-
HQW� VHJPHQWV� DQG� WHFKQRORJLHV� WR� GHYHORS� VSH-

The future of work has 
arrived, and companies 

should embrace this 
disruptive opportunity.
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FAST FORWARD

2I�WKH�WUHQGV�LQ�WKLV�\HDUȇV�UHSRUW��WKH�ȊIXWXUH�RI�ZRUNȋ�ZLOO�OLNHO\�DFFHOHUDWH�WKH�IDVWHVW�
LQ�WKH�QH[W�ȴYH�\HDUV��7KLV�LV�VLPSO\�D�IXQFWLRQ�RI�ZKHUH�ZH�DUH�LQ�WKH�HYROXWLRQ�RI�
WHFKQRORJ\��)LIW\�\HDUV�DIWHU�WKH�IRUPXODWLRQ�RI�0RRUHȇV�ODZ��SURFHVVLQJ�DQG�FRPSXWLQJ�
power continue to grow exponentially, driving advances in robotics and machine 
learning. Cognitive tools to augment, and in some cases replace, knowledge work will 
continue to accelerate and become widely deployed and adopted. We would not be 
surprised if the future of work, workforce, and workplace issues come to dominate the 
concerns and agenda of HR and business leaders in the near future. This challenge 
UHTXLUHV�PDMRU�FURVV�IXQFWLRQDO�DWWHQWLRQ��H΍RUW��DQG�FROODERUDWLRQ�

FL¿F� IXWXUH� VFHQDULRV� IRU� WKH� ZRUNIRUFH²IURP�
DQQXDO�RSHUDWLRQDO�ZRUNIRUFH�SODQQLQJ�

• Collaborate across functions to plan and 
implement new work and workforce so-
lutions:�(QVXUH�WKDW�WKH�QHZ�VFRSH�RI�WKH�DXJ-
PHQWHG�ZRUNIRUFH�DOLJQV�ZLWK�EXVLQHVV�VWUDWHJ\�
DQG� LQYROYHV� IXOO�SDUWLFLSDWLRQ�RI�EXVLQHVV��+5��
DQG� RWKHU� FRUSRUDWH� IXQFWLRQV�� 7KLV� ZLOO� OLNHO\�
UHTXLUH� H[SHULPHQWLQJ�ZLWK� QHZ�ZD\V� RI� ZRUN-
LQJ�DQG�FRRUGLQDWLQJ�DFURVV�RUJDQL]DWLRQDO�VLORV�

• Invest in critical human skills for the fu-
ture workforce: 3UREOHP� VROYLQJ�� FUHDWLYLW\��
SURMHFW�PDQDJHPHQW�� OLVWHQLQJ�� DQG�PRUDO� DQG�

HWKLFDO� GHFLVLRQ� PDNLQJ� DUH� DOO� HVVHQWLDOO\� KX-
PDQ� VNLOOV� WKDW� HYHU\� RUJDQL]DWLRQ� QHHGV²QRZ�
DQG�LQ�WKH�IXWXUH��:KHQ�SODQQLQJ�WKH�IXWXUH�RI�
WKH�ZRUNIRUFH��FRQVLGHU�WKHVH�ORQJ�WHUP�KXPDQ�
VNLOO�QHHGV�

• Plan and manage the workforce transfor-
mation:�*LYHQ� WKH� VFRSH� DQG� VFDOH� RI� FRPLQJ�
FKDQJHV�WR�ZRUN��ZRUNIRUFHV��DQG�ZRUNSODFHV��LW�
LV�FULWLFDO�WR�KDYH�DQ�HQWHUSULVH�³IXWXUH�RI�ZRUN´�
RU� ³DXJPHQWHG� ZRUNIRUFH´� URDGPDS� FRPELQ-
LQJ�EXVLQHVV��+5��,7��SURFXUHPHQW��DQG�¿QDQFH��
7KLV�SODQ� VKRXOG� LQFOXGH�DQ�DFWLRQDEOH�YLHZ�RI�
WDOHQW��WUDLQLQJ��FRPPXQLFDWLRQ��OHDGHUVKLS��FXO-
WXUH��DQG�RUJDQL]DWLRQDO�LPSDFWV�
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)LJXUH����7KH�IXWXUH�RI�ZRUN��2OG�UXOHV�YV��QHZ�UXOHV

Old rules New rules

0DFKLQHV�DQG�DUWLȴFLDO�LQWHOOLJHQFH�DUH�WDNLQJ�RYHU�
jobs (replacement)

Jobs and tasks are being redesigned to use more 
essential human skills, and are augmented by 
technology (augmentation)

Full-time employees are the main source of talent
A continuum of talent is available, including 
contractors, gig employees, crowds, and 
competitions

Workforce planning focuses on full-time workforce 
and skill requirements

The focus in workforce planning shifts to start 
with work and analyzing options across multiple 
workforces and technologies

-REV�DUH�UHODWLYHO\�VWDWLF�ZLWK�ȴ[HG�VNLOO�UHTXLUHPHQWV The half-life of skills continues to decrease rapidly, 
and work is being constantly reinvented

Jobs and career ladders are the foundation of work 
and the workforce

Projects, assignments, and tours of duty are building 
blocks for work; careers are portfolios of projects 
and experiences

Robotics and cognitive technologies are IT projects Integrating people and technology is a 
multidisciplinary task 

+5ȇV�MRE�LQ�DXWRPDWLRQ�LV�WR�IRFXV�RQ�FKDQJH�
management and workforce transition

HR has a strategic role to facilitate and orchestrate 
the redesign of jobs and train the augmented 
workforce

The fundamental elements of work are “jobs,” with 
formally developed “job descriptions”

The fundamental elements of work are “tasks,” which 
are aggregated into jobs and roles

'HORLWWH�8QLYHUVLW\�3UHVV��_��GXSUHVV�GHORLWWH�FRP
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BERSIN BY DELOITTE RESEARCH TEAM

David Mallon, head of research, Bersin by Deloitte, Deloitte Consulting LLP
$V�KHDG�RI�UHVHDUFK�IRU�%HUVLQ�E\�'HORLWWH��'DYLG�0DOORQ�VHWV�VWUDWHJ\��HQVXUHV�KLJK�TXDOLW\�H΍RUWV��
and drives continuous innovation among Bersin by Deloitte’s research team. He is the former steward 
for Bersin by Deloitte’s learning and development research practice and has been the primary force 
behind its work in continuous learning, learning cultures, high-impact learning organization maturity, 
and learning management systems. He is also central to developing thought leadership related to HR’s 
operating models, governance, and the evolution of key roles such as the HR business partner. 

Candace Atamanik, talent management research leader, Bersin by Deloitte,  
Deloitte Consulting LLP
Candace Atamanik’s research focuses on talent strategy, talent management, performance management, 
and competencies. Atamanik has a BS in psychology from Pepperdine University and an MS in industrial 
and organizational psychology from Florida International University. She was also a PhD candidate in 
industrial and organizational psychology at Florida International University.

Madhura Chakrabarti, people analytics research leader, Bersin by Deloitte,  
Deloitte Consulting LLP
Madhura Chakrabarti has a bachelor’s degree in psychology from the University of Delhi and an MA 
and PhD in industrial/organizational psychology from Wayne State University, Michigan. Previously, 
Chakrabarti worked at Dell and Ford Motor Company in various roles spanning people analytics, 
employee engagement, and pre-employment assessments

Vikram Datta Choudhury, India leader, Bersin by Deloitte, Deloitte Consulting LLP
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member organizations. Before his current role, he headed research initiatives at People Matters, a leading 
KXPDQ�FDSLWDO�PDJD]LQH�LQ�ΖQGLD��DQG�VSHQW�PRUH�WKDQ�VL[�\HDUV�DW�WKH�&RUSRUDWH�([HFXWLYH�%RDUG��
ȴUVW�DV�D�UHVHDUFKHU�DQG�WKHQ�DV�DQ�DFFRXQW�PDQDJHU��&KRXGKXU\�KROGV�D�SRVWJUDGXDWH�GHJUHH�LQ�
LQWHUQDWLRQDO�EXVLQHVV�IURP�'HOKL�8QLYHUVLW\�DQG�LV�DOVR�D�TXDOLȴHG�FLYLO�HQJLQHHU�

Janet Clarey, learning and development research leader, Bersin by Deloitte, Deloitte 
Janet Clarey focuses on the areas of learning culture, high-impact learning, organization maturity, 
and learning technology. She holds a BA in communications from the State University of New York at 
Oswego and a master’s degree in instructional design for online learning from Capella University. She 
has also completed coursework toward a doctorate from Syracuse University in instructional design, 
development, and evaluation.

Andrea Derler, leadership and succession research leader, Bersin by Deloitte,  
Deloitte Consulting LLP
Andrea Derler holds a doctoral degree in economics (leadership and organization) and a master’s degree 
in philosophy. Prior to joining Bersin by Deloitte, she collaborated closely with organizations in the 
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Robin Erickson, vice president, talent acquisition research, 
Bersin by Deloitte, Deloitte Consulting LLP
5RELQ�(ULFNVRQ�IRFXVHV�RQ�WDOHQW�DFTXLVLWLRQ��HQJDJHPHQW��DQG�UHWHQWLRQ�UHVHDUFK��ZKHUH�VKH�GUDZV�RQ�
her deep experience in talent strategies consulting and related research for Deloitte’s Human Capital 
SUDFWLFH��(ULFNVRQ�KROGV�D�GRFWRUDWH�IURP�1RUWKZHVWHUQ�8QLYHUVLW\�LQ�RUJDQL]DWLRQDO�FRPPXQLFDWLRQ�
and change, a master’s degree in communication from Northwestern University, a master’s degree in 
theology from Northern Seminary, and a bachelor of arts degree from the University of Chicago.

Stacia Sherman Garr, vice president, talent management 
research, Bersin by Deloitte, Deloitte Consulting LLP
Stacia Sherman Garr is responsible for research on human resources, talent strategy, integrated talent 
management, performance management, career management, diversity and inclusion, employee 
recognition, competencies, and workforce planning. Garr holds an MBA from the University of 
&DOLIRUQLD��%HUNHOH\��D�PDVWHUȇV�GHJUHH�IURP�WKH�/RQGRQ�6FKRRO�RI�(FRQRPLFV��DQG�EDFKHORUVȇ�GHJUHHV�
in history and political science from Randolph-Macon Woman’s College.

Dani Johnson, vice president, learning and development 
research, Bersin by Deloitte, Deloitte Consulting LLP
Dani Johnson has spent the majority of her career writing about, conducting research in, designing, and 
consulting on human capital practices. Johnson led the Human Resource Competency Study with the 
University of Michigan and six other professional organizations around the world, and co-authored the 
resulting book, HR Competencies: Mastery at the Intersection of People and Business (Society for Human 
Resource Management, 2008).

Christa Manning, vice president, HR solution provider 
research, Bersin by Deloitte, Deloitte Consulting LLP  
Christa Manning helps businesses align their workforce support strategies with the right third-party 
software, service partners, and governance models. She also helps solution providers map their 
capabilities and go-to-market activities to solution users’ needs. Manning holds a bachelor’s degree 
LQ�(QJOLVK�IURP�%DUQDUG�&ROOHJH��&ROXPELD�8QLYHUVLW\��LQFRUSRUDWLQJ�VWXGLHV�DW�8QLYHUVLW\�&ROOHJH��
8QLYHUVLW\�RI�/RQGRQ��VKH�DOVR�KROGV�D�PDVWHUȇV�GHJUHH�LQ�(QJOLVK�IURP�WKH�8QLYHUVLW\�RI�0DVVDFKXVHWWV��

-H΍�0LNH��YLFH�SUHVLGHQW��KXPDQ�UHVRXUFHV�UHVHDUFK��
Bersin by Deloitte, Deloitte Consulting LLP 
-H΍�0LNH�FDPH�WR�%HUVLQ�E\�'HORLWWH�IURP�Ζ03$4�ΖQWHUQDWLRQDO��ZKHUH�KH�ZDV�KHDG�RI�KXPDQ�FDSLWDO��
He has also been a faculty member in human resources development at Al Akhawayn University, 
0RURFFR��0LNH�KROGV�D�EDFKHORUȇV�GHJUHH�LQ�(QJOLVK�OLWHUDWXUH�IURP�WKH�8QLYHUVLW\�RI�:DVKLQJWRQ�
and a master’s degree in organizational development and strategic human resources from Johns 
Hopkins University.  

Denise Moulton, mid-market HR and talent research leader, 
Bersin by Deloitte, Deloitte Consulting LLP  
Denise Moulton has several years of practitioner experience focusing on talent acquisition, talent 
management, and human resources operations. Previously, she was a talent acquisition leader at 
Hasbro, Inc., where she provided recruitment management for global and commercial business 
XQLWV��0RXOWRQ�KROGV�D�EDFKHORU�RI�DUWV�GHJUHH�IURP�WKH�8QLYHUVLW\�RI�5KRGH�ΖVODQG�DQG�LV�D�FHUWLȴHG�
Internet recruiter.
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Brett Walsh
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Global Organization Transformation  
and Talent leader 
Dimple Agarwal
Deloitte MCS Limited
dagarwal@deloitte.co.uk

Global HR Transformation leader 
Michael Stephan
Deloitte Consulting LLP
mstephan@deloitte.com 

Global Actuarial, Rewards, and Analytics 
leader 
Darryl Wagner
Deloitte Consulting LLP
dawagner@deloitte.com 

Global Employment Services leader 
Nichola Holt
Deloitte Tax LLP
nicholt@deloitte.com

Global Human Capital leader, Marketing, 
Eminence, and Brand 
-H΍�6FKZDUW]�
Deloitte Consulting LLP 
MH΍VFKZDUW]#GHORLWWH�FRP�

Americas
Heather Stockton
Deloitte Canada
hstockton@deloitte.ca

United States
Erica Volini
Deloitte Consulting LLP
evolini@deloitte.com 

Canada
-H΍�0RLU
Deloitte Canada
jmoir@deloitte.ca
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Jaime Valenzuela
Deloitte Audit y Consult.
jvalenzuela@deloitte.com

Mexico
Tomas Fernandez 
Deloitte Consulting Mexico
tofernandez@deloittemx.com
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Leonardo Pena
Deloitte & Co. S.A.
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Roberta Yoshida
Deloitte Consultores
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Colombia and Peru
Alejandra D’Agostino
Deloitte & Touche SRL
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Paula Lenero 
Deloitte & Touche S.A.
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Dutch Caribbean
Maghalie van der Bunt
Deloitte Dutch Caribbean
mvanderbunt@deloitte.com

Ecuador
Roberto Estrada
Andeanecuador Consultores
restrada@deloitte.com

AMERICAS (CONT.)

Panama
Jessika Malek
Deloitte Consultores
jmalek@deloitte.com

Uruguay, LATCO
Verónica Melián
Deloitte SC
vmelian@deloitte.com
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Jungle Wong
Deloitte Consulting (Shanghai) Co. Ltd,  
Beijing Branch
junglewong@deloitte.com.cn

Australia
David Brown
Deloitte Touche Tohmatsu
davidbrown@deloitte.com.au

India
Gaurav Lahiri
Deloitte India
gauravlahiri@deloitte.com

Japan
Akio Tsuchida
Deloitte Tohmatsu Consulting Co. Ltd
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Eric Seok Hoon Yang 
Deloitte Consulting
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Hamish Wilson
Deloitte
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Mark Maclean
Deloitte Consulting Pte Ltd
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EMEA
Ardie Van Berkel
Deloitte Consulting BV
avanberkel@deloitte.nl
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Anne-Marie Malley
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Abrie Olivier
Deloitte Consulting Pty
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Eva Tuominen
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Valarie Daunt
Deloitte & Touche
vdaunt@deloitte.ie

Israel
Zohar Yami
Brightman Almagor Zohar & Co.
zyami@deloitte.co.il
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Deloitte Consulting SRL
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Ghassan Turqieh
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Petra Tito
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Deloitte Business Consulting S.A.
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José Subtil
Deloitte Consultores, S.A.
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Deloitte Advisory, S.L.
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Jonas Malmlund
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