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Executive Summary Highlights
01

A third of the Learning
& Development (L&D)
decision-makers
interviewed for this
paper stated that they
were fundamentally
reassessing the required
leadership attributes
of the top talent for
their business or had
completed such a process
in the last 12 months.
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While heads of L&D and
HR are developing a
blueprint for the attributes
of the ‘ideal leader of
tomorrow’, many are not
yet convinced they have
absolute buy-in from top
management.

03

Current professional
development solutions
were not judged to be in
peak condition. There is
great excitement about
an anticipated upgrade in
the complete professional
learning experience for
financial services that is
built inside institutions.
This will harness tech,
experiential, coaching,
and benchmarking
components.
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The younger generation
of workforce talent are
placing more expectation
on businesses to prove
the benefit of the training
development experience
they provide, and they
want L&D to better
target them for specific
learning initiatives that
will advance their career
objectives.
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Of those interviewed, 80%
agreed that data analytics
will be the gamechanger
for professional
development. Businesses
that were beginning to
make use of data collation
and analytics were looking
to do this from the
perspective of enhancing
the performance
evaluation of their
employees.
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Only one-in-five of those
interviewed indicated they
had, currently, a resource
commitment in their
departments to collate
better data analytics
on L&D solutions, and
to apply such insight to
commercial development.
A further 20% stated that
it is likely to be a focus
only from 2020.
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At all firms interviewed,
there is a noticeable
shift in the responsibility
for learning from a
‘push’ culture to a ‘pull’
culture. Two-thirds of
interviewees for this
research stated that there
is an expectation that
employees will assume
greater responsibility
for and control of their
learning pathways.
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By 2024, 60-70% of all
talent development
programs will be based
on experiential learning
solutions including
simulations, cohort-based
learning, case study
assessments, role play,
and gamification.
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Millennials are driving
the significant uptake in
demand for mentoring
solutions as part of
the longer-term talent
development programs.
Institutions are recognizing
that they need to invest
more in structured training
and support for mentors
before they start engaging
with mentees across the
business.
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Over 50% of the heads of
L&D interviewed stressed
that the industry needs to
engage with the concept
of a continuous ‘practise
culture’ as part of talent
programs. They noted a
significant loss in the longterm value of training due
to talent not being able to
develop skills back in the
workplace in a structured
manner.
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Since 2015 there has
been a growing global
emphasis on integrating
personal well-being
development into the
learning curriculum.
Crucially, L&D heads
are stressing that the
leaders of tomorrow are
being taught now to
embrace balance better
in themselves and in their
colleagues.

12

Aligned to workplace
balance, many more firms
are introducing concepts
such as ‘sacred weekends’,
‘tech blackouts’ and ‘cc
blocking’ and insisting
that their current
leadership set the
standard of conduct.
Over half remarked an
improvement in employee
engagement and
‘corporate happiness’.
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Insights from the Top on Building Captains
of Industry in Tomorrow’s Workplace
The development and conduct of top talent in financial services has been tested over the
past decade. The Global Financial Crisis questioned not just the business of finance but
also those in charge of it.
How will they be developed? When will they be ready? How will
they be retained? What will be the return on investment?

In response, the following years saw escalating scrutiny, rules,
and a demand for a shift in approach. At the same time, new
technology developments opened new directions for business.
For several years the sector was in recovery mode when it came
to talent development. Strategic thought on building tomorrow’s
leaders was effectively paused as the sector rebalanced.

To support this ‘blueprinting’ process, Fitch Learning has
sourced the viewpoints of 40 experts in human resources and
talent development at the world’s leading financial institutions.
These individuals, spread over four continents, are collectively
responsible for more than 500,000 professionals’ careers and
development in the industry. They have, on average, 17 years’
experience in managing issues regarding onboarding, preparing,
and optimizing the workforce of tomorrow.

However, in the past year or so a new energy and even a sense
of urgency on this topic have surfaced. A crucial element is
the recognition that workforce composition and demands are
notably changing. Equally, financial services clients are going
through a radical shift in engagement and expectations.

This white paper will set out in brief their perspectives around the
development requirements for talent. The paper also provides an
insight into the pathways being considered, or in some cases already
being implemented, to recruit, prepare, and advance an innovative
profile of top talent in the industry. The insight will also reflect their
viewpoints and their experiences of different techniques, requirements,
and advances in professional learning and development.

This convergence of factors has led global CEOs, CHROs, and
Heads of L&D to question how they want their business and
employees to be prepared for competition in the next decade.
At the apex of this strategic thinking is the development of
tomorrow’s leadership. What will effective and great top-tier talent
need to be in the coming decade? Who will become the leaders?

We sourced the viewpoints
of 40 experts in human
resources and talent
development at the world’s
leading financial institutions.
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The New Leadership DNA: The Shape of
the Elite Future Leader of 2030

The Desired ‘Mission Critical’ Attributes of a Future Leader

Significantly, a third of the L&D leaders interviewed for this paper stated that they were
reassessing top talent attributes for the business or had completed such a process in 2018.
head of talent management in Singapore stated that inside seven
years more than 75% of the financial group’s workforce would
be Millennials. They identified that future leaders for 2030 and
beyond will virtually all be sourced from today’s young talent
pool. “We have to attract and captivate this audience differently
and early on, as a positive future for our industry depends on it,”
concurred Fitch Ratings’ Global HR Head, Andy Jackson.

They noted this process was overdue, responding to a recognition
that changes in their business model, competitive forces, and
workforce composition were converging to force an adjustment
in thinking. “We are at a pivotal moment in the allocation and
development of talent in our industry,” noted Kian Hsing Aw, head
of Development Bank of Singapore’s Global Credit Managers
team within the Financial Institutions Group. “In our pursuit
of identifying and sustaining high-performance individuals
as leaders for the future we need to recognize the forces of
change in our industry and how this impacts on employee
development, interaction, and expectations from the business
and for themselves,” added Andy Jackson, Global Head of Human
Resources of Fitch Ratings based in New York.

Against this demographic backdrop, when thinking about the
new types of talent profiles that the industry needs at a high
level, all L&D decision-makers provided a similar description of
the attributes they are seeking. Key factors include a greater
breadth of skills around visioneering, purposefulness, strategy,
pragmatism, agility (both mental and environmental), analysis,
communication, and ethics. At the core of these attributes is a
need for future leaders to have a heightened capacity to inspire,
challenge, and activate what will be a much more diverse and
dispersed workforce in the financial services institution in which
they operate.

Critically, several HR leaders interviewed across the globe noted
that change in the workforce demographic is the top critical
factor in the need to take action. Several stated that, of their total
employed population in middle management now, over 40%
were already either Generation Y or Generation X. One global

Inside seven years more
than 75% of the financial
group’s workforce would
be Millennials.
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The critical SKILLS

The critical LEADERSHIP

attributes to be identified
and developed

capabilities to be attained
through structured learning and
development of a future leader

1

VISIONEERING

2

STRATEGIC

3

ETHICS

4

PURPOSEFULNESS

INSPIRE
CHALLENGE

5

ANALYTICS

3

PRAGMATISM

7

AGILITY

8

COMMUNICATION

ACTIVATE
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The New Leadership DNA: The Shape of
the Elite Future Leader of 2030

Moreover, the opinion held by most interviewed is that these
attributes will lead to better managed firms and a better
industry. Crucially, as part of the drive toward improving the
industry representation of wider society, all of the businesses are
much more focused on achieving better diversity among their
workforce and particularly among their future leadership.

Most heads of L&D and HR interviewed agreed that many of
these attributes could have been as much in demand a decade
ago. However, they stressed that, back then, these attributes were
often subjugated in favour of a narrower pursuit of accelerated
financial results.
Now, emphasis on the attributes is considerably more
pronounced. “We need people to handle change, chaos,
disruption, agility, and diversity much better,” commented one
interviewee, responsible for design and management of L&D
solutions at a global Swiss bank.

In this context, while a major focus of this issue today is around
gender balance, over half of the heads of L&D emphasized that
the more significant point is to ensure a workforce population
from a much wider range of backgrounds. They added that while
the diversification process is still relatively new, they were already
beginning to see positive adjustments in the demands on L&D
and, even more significantly, in business outcomes in terms of
talent performance and engagement.

The concept of responsibility toward developing tomorrow’s talent
to be much more in tune with the role of their financial institutions,
on a much bigger public stage, is a key theme for all of the heads
of L&D and HR interviewed. “We are now much more aware of the
impact of our business in wider society,” stated Christina Sinclair,
Head of Non-Financial Risk and Conduct for Institutional Banking
and Markets at Commonwealth Bank of Australia.

In support of this trend, the CHRO of a leading international Swiss
private bank in Zurich stated, “We are recruiting and developing
people in the business from a much wider range of backgrounds
than ever before”. He remarked that this new talented workforce
holds fresh perspectives that are challenging conventional ways
of thinking. “They are not doing this to break the system. They
are doing this to progress and they are making the business
adapt to the changing priorities in a very good way. Critically, they
are also helping make the incumbent employees more effective,”
he concluded.

This viewpoint echoes a sentiment of many in the industry who
stressed that their firms were seeking professionals who would
ensure that their business could contribute positively on all fronts.
“Our businesses are ‘for profit’ enterprises but they can also be
enterprises for outstanding good at the same time. We need
leaders that will shape, attain, and represent that objective,” stated
one senior decision-maker.

fitchlearning.com | March 2019

We are recruiting and
developing people in the
business from a much
wider range of backgrounds
than ever before.
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Making it Count: The Purpose of
Commitment to Developing Top-Tier Talent

The Value of Attaining and Maintaining High Performance
MANAGE
CHANGE

Interestingly, while heads of Human Resources and L&D are developing a blueprint for the
attributes of the ‘ideal leader of tomorrow’, many are not yet convinced they have absolute
buy-in from top management.

4.9x
IMPROVE
EFFICIENCY

ENGAGE THE
WORKFORCE

Building on this theme, several heads of L&D, particularly those at
the larger global banks with strong investment banking divisions,
stressed that developing a more consistent and committed pool of
high-performance individuals was central to the strategic agenda
of the next three years. “The target growth trajectory of our group
for the next decade reinforces the requirement to have advanced
training in depth. Learning on the job is not going to be enough.
Sprinters do not become great marathon runners overnight. There
is a clear mindset and skillset required,” commented Markus Tanner,
Global Head of UBS University – Business Academy.

“It is tough to have a global business solution design to support
growth and expansion where every year we are asked to cut the
budget by at least 10%!” remarked a Zurich-based managing
director of talent for a global financial institution. He added that
the reality of attaining the required attributes of the ideal top
talent is that they take time to develop to the extent that an
individual can become a leader of relevance and impact.
Time, alongside targeted and structured strategic development,
are the key components of building future talent, added many
others interviewed. “Leadership is not just a natural phenomenon.
Anyone who thinks that is misguided. This is a nurturing process.
We must prepare talent responsibly and patiently. Especially the
talent of the next generation,” stated Mukta Arya, Head of HR
for Southeast Asia and Head of People and Talent Development
across Asia Pacific for Société Générale Bank. The bank has over
8,000 employees across the region.

Amid this, the industry experts did feel a sense of greater optimism
today than ever before in relation to building future talent. The key
shift underway at all institutions is the adjustment to the approach to
learning and development. While many interviewed remarked that
their own business L&D solutions were still “basic and uninspiring”
they were all expecting solutions and learning techniques to improve.
They noted consistently that professional development had to
improve its reputation for delivering a reliable return on investment.

2.7x

DELIGHT
CUSTOMERS

1.7x

2.2x

COMPARED WITH
THE AVERAGE,
HIGH-PERFORMING
ORGANIZATIONS
ARE ENABLED MORE
IN THE FOLLOWING
AREAS

1.4x

MEET
FINANCIAL
TARGETS

2.4x
3.7x

Leadership is not just a
natural phenomenon.
Anyone who thinks that
is misguided.

ADDRESS
WORKFORCE
DEVELOPMENT
NEEDS

INNOVATE

4.5x
DEVELOP LEADERS
CONTINUOUSLY

Source: Deloitte Bersin
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Making it Count: The Purpose of
Commitment to Developing Top-Tier Talent

Indeed, most were looking at a better application and combination
of corporate development and instruction. All remarked that getting
the combination right will be at the heart of ensuring their business
either becomes, or remains, a high-performing operation in a
competitive market place.

Building on the point of high performance, as Kevin Engholm, Citibank
Institutional Client Group’s head of Early Career and Enterprise O&T
Learning & Development, stated: “For companies that are going to
survive and thrive well into the next few decades they need to better
manage and develop their principal cost – their talented people.”

“It is not a case of getting more for less (cost), but getting smarter
and making the most of what we have. We are wasting a great
deal and need to be much better at evidencing the impact,” said
Deutsche Bank’s New York-based L&D Specialist for the Americas,
Mona Vosoughi. “We know what L&D does is actually improve the
quality of commercial returns for the financial group but we are
terrible at cataloguing this,” she added.

The above datapoints show the commercial consequence of a
strategic commitment to long-term development. In the past,
L&D lacked these proof points to make its case in respect of
implementing strategic future leader development. As a result, as
most experts remarked, their activities were often diverted into
tactical initiatives heavily driven by compliance needs or relatively
simplistic sales-led initiatives. The data above suggest that, a decade
on from the Global Financial Crisis, there has been a change.

For all the experts interviewed, ensuring high-performance people
and a high-performance business model is core to their mandates.
This objective is the focus for all of them when considering
developing future top-tier talent for 2030 and beyond.

All the interviewees pointed to a change in the mood music at a
C-suite leadership level now. “Management is beginning to see
clearly that L&D is the guardian of the most precious resource
of the business model,” said a 25-year veteran of the sector with
experience at both Swiss and American global banks. He added
their analytics had proven that retention rates improved by 7% for
employees participating in a structured professional development
process. The key now will be for HR and L&D to maintain the
business support (and funding) to ensure that efforts to build the
future workforce required have sufficient time to take effect.

The good news is that they now have a strengthening case in
terms of external evidence for the value of targeted investing
in people development. Independent research has shown that
this is not merely a nice-to-have – it is a must-have if commercial
targets are to be met. High-performing firms, for example, are 1.4x
more likely to meet financial targets, 2.2x more likely to improve
efficiency and 4.9x more likely to manage change.
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Retention rates improved
by 7% for employees
participating in a
structured professional
development process.
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Raising the Impact: A New Gameplan for
the Corporate Learning Pathway to 2030
The shift in C-suite attitudes, alongside the recent reviews of requirements for future toptier talent, has inevitably led to a revision of thinking around the application of effective
learning techniques and a roadmap of development for market-leading L&D.
In this context, all of those interviewed expressed excitement
about the potential opportunities to develop their elite workforce
in a more impactful way than ever before. The experience of
learning, they stated, was at a pivotal moment of change.

While each business interviewed was at a different stage of
development in terms of their L&D strategy, the direction of travel
for all appears to be similar. In the short term there is going to
be an overhaul of content across all the learning programs, to
make the materials available both more manageable and more
valuable. Alongside this, immediate attention will be paid to the
effectiveness of all channels of delivery (digital, classroom, offsites,
etc.) with emphasis on a much better integration of technology.

However, they hesitated to claim that their current professional
development solutions were in peak condition. In this context, as
one head of L&D for an institution with over 75,000 employees
remarked: “I feel terrible about the learning solutions we expose our
staff to currently. It is like stepping back in time”. Reflecting this type
of comment, all heads of L&D acknowledged that the experience
of learning must adjust and keep pace with technology. “We have
to make the most of both digital and analog in a much more
integrated manner,” said David Sicari, Standard Chartered Bank’s
Head of Learning for the Private Bank, Wealth Management, and
Global Support Functions. Further, he noted that hybrid learning will
transition to a much higher emphasis on interactive scenario-based
experiences leveraging technology inside 24 to 48 months.

fitchlearning.com | March 2019

Beyond this, L&D leadership teams were also now proactively
exploring a wider range of strategic initiatives, all intended to
maximize the investment in training for talent. These include
looking at innovations in gamification, virtual reality, and analytics.
In this context, the graphic below sets out 15 areas of activity
based on the interviews.
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At the core of all future developments is a shift in the
responsibility for learning from a ‘push’ culture to a ‘pull’ culture.
Two-thirds of interviewees for this research noted that employees
will be expected to assume greater responsibility for and control
of their learning pathways. “From an instruction perspective,
we are evolving into being their curators and their coaches, but
employees own the opportunity and it is their initiative that gets
rewarded,” said Glen McGowan, HSBC’s Global Head of GBM
Emerging and Future Talent, noting that his business now had an
online course range of 400 solutions to choose from.

From an instruction
perspective, we are evolving
into being their curators
and their coaches.

This shift in approach to accountability is going to lead to
changes in learning pathways, course provision and anticipated
development outcomes. The workforce expectation for an
improved digital learning experience – driven by the younger
employees – is stretching beyond better e-learning. The students
want to ensure that their learning online is then married to their
classroom experience, their network development and their
exposure to scenario-based instruction.
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The Six-Year Roadmap of Talent Solution Development

CONTENT
DELIVERY

HIGH-IMPACT
LEARNING

PERSONALIZATION
MAPPING

PEER-LED
DEVELOPMENT

BUSINESS
ANALYTICS

TACTICAL

Full adoption of hybrid learning
methods and upgrading
curated content

Introduction of experiential
scenario-based learning for a
range of development fields

Development of personalized
curriculum (online and offline)

Introduction of high-impact
coaching (internal or external) for
leadership skills development

Application of augmented
technology usage in L&D (Remote
on-the-go learning, Smartphones,
Webinars, Videos, E-Workrooms,
Personal Libraries etc.)

STRATEGIC

Implementation of collaboration
and cohort-based development
networks

Development of full gamificationbased learning

Implementation of machine-based
learning and development based
on usage

Application of structured ongoing
mentoring with advanced
training for the mentors

Real-time course/learning
impact evaluation through
data analytics

GAMECHANGING

Development of internal
‘learning gurus/deans’ that will
architect future programs and
curriculum

Introduction of AR/VR
learning solutions

Behavioral and psychometric
analytics insight leading to targeted
(leadership) role development

Introduction of ‘safe’ practise
environments for talented
professionals to embed and
refine skills

Alignment of development
progress to business performance
reviews and evaluations

0-24 Months

24-48 Months

48-72 Months

fitchlearning.com | March 2019
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Raising the Impact: A New Gameplan for
the Corporate Learning Pathway to 2030

Beyond adjustments to the range of course content and the
responsibility of employees, the heads of both HR and L&D
consistently noted that the most valuable types of learning for the
business of developing future leaders were about advancing their
communication capabilities, linked to decision-making, and also
their skills at developing a ‘followship’ from among their colleagues.

Overall, the majority of those interviewed indicated that the
balance of focus, in terms of development and delivery of
learning, is going to shift dramatically. Most assessed that, while as
much as 80% of their learning programs are currently based on
formal and classical instruction in the classroom, that percentage
is likely to drop to 20% inside five years, when as much as 6070% will be based on experiential learning solutions including
simulations, cohort-based learning, case study assessments, role
play, and gamification. The remaining 30-40% of the solutions will,
they stated, be based on structured exposure to learning in the
workplace, such as on high-level placements.

While these attributes may sometimes be described as ‘soft
skills’, they were increasingly seen by the heads of L&D as the key
attribute that marks out a leader from a manager in the financial
services environment. While these attributes may sometimes be
described as ‘soft skills’, they were increasingly seen by the heads of
L&D as the key attribute that marks out a leader from a manager in
the financial services environment. These two factors, they noted,
were at the heart of distinguishing between good future talent
and great future leaders. “We are no longer in a commander and
servant structure. We need individuals that know how to frame the
vision, direct others to be part of a mission, and lead with sound
principles. While these basic issues are initially instilled at school,
in business we also need engaging training solutions to reinforce
them at work,” stressed the Head of Professional Development
responsible for the Capital Markets division of a top-five financial
institution. The masters of these skills are tomorrow’s leaders and
the new generation of business quarterbacks.

Crucially, all noted that the learning process is being shortened
and developed to have a quicker impact. “We cannot reasonably
assume that taking people out of their role for a fortnight or that
a graduate program of 12 weeks is workable,” said Anke Kirn,
Deutsche Bank’s Head of Human Resources, Germany. “The way
forward is high-energy Immersive Education tied to a structured
learning pathway co-designed with each employee,” she
remarked, adding that the development of more comprehensive,
modular-based curriculums of learning, tailored to individuals and
their career paths, is becoming a more realistic goal.

fitchlearning.com | March 2019
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The way forward is
high-energy Immersive
Education tied to a
structured learning
pathway co-designed
with each employee.
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Raising the Impact: A New Gameplan for
the Corporate Learning Pathway to 2030

ensure they are prepared and effective. “We realize now that just
because you are in a senior position does not make you a good
mentor and also we recognize it is important that any mentoring
reinforces the specific leadership attributes we want to develop in
our future leaders,” commented a Singapore-based regional head
of Talent Management for 7,000 bankers and support staff.

Aligned with changes in course delivery and experience, many of
those interviewed indicated that, in the future, structured mentorship
will play a bigger part in the L&D process. Mentoring was also seen as
a positive addition, reinforcing the ‘soft skills’ through a more regular
exposure to what good looks like in the workplace.
Indeed, several remarked that the application of mentoring has
risen in popularity. This, they noted, had been driven in part by
younger employees actively seeking out guidance from more
experienced colleagues. This was an encouraging sign of greater
workforce proactivity in personal development.

In summary, adjustments to the learning solutions for future
talent are evidently a work in progress for all of the financial
services industry. The leaders of talent management worldwide
recognize that the content range needs to be refined and
become more accessible. Technology can support this, both
for ensuring a better transfer of conventional knowledge into
employees and in the context of teaching more complex
professional development issues in an engaged, experiential way.
As Standard Chartered Bank’s David Sicari stated: “We are going to
need to become more Hollywood”.

The experts interviewed commented, wryly, that in the early days
of its popularity in business, around 2012-2016, mentoring was
viewed as a potential replacement for the need to have more L&D
training. As Deutsche Bank’s Mona Vosoughi put it: “Mentoring was
initially seen as ‘learning on the cheap’ since we did not have to
really pay for it. Our business did not join the dots of how important
mentoring could be for long-term professional development”.

Aside from the upgrading of content and experience, there is also
a shift underway in the attitude toward learning and its value to
career progression. Employees, particularly the younger generation,
are taking ownership, and placing more expectation on the
business to prove the benefit of the development experience they
are offered and better target them for specific learning initiatives
that will advance their career objectives. Ultimately, L&D’s upgrade
means it is coming of age in financial services.

However, successes driven by this type of peer-to-peer
development have meant L&D leaders are now adjusting their
position on mentoring. They are viewing it as an integral part of
a wider strategy of professional development. A few of the firms
with advanced mentoring programs have even also introduced
specific training processes for the mentors themselves, to
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We need individuals
that know how to
frame the vision, direct
others to be part of a
mission, and lead with
sound principles.
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Business Critical: The Future Role of Data
and Analytics in Learning & Development
While the upgrade in the L&D solutions in terms of content, delivery, and technology, to
support the needs of developing future leaders, was widely accepted by heads of HR as
well as L&D, the clear gap in strategic development is around data.
The key, as stated by the head of a Swiss financial institution’s
L&D, is to begin by mapping out the fields of data that could
be of commercial value. He added that data analytics was
increasingly invaluable for demonstrating the return on
investment of solutions and offering an objective perspective
on the way forward. At this point he noted that much of the data
was too basic but that it would not take much effort to collate
information on a wider range of factors that could be used for
impact assessment.

Alarmingly, only one-in-five of those interviewed indicated they had
a resource commitment in their departments to collate better data
analytics and apply such insight to commercial development. A
further 20% stated that is likely to be a focus only from 2020.
“It is an irony not lost on me that we have programs
workshopping our business leaders about the future impact of
data and that fundamentally financial services is a data business.
Yet when it comes to education and performance management
we still rely on a couple of spreadsheets,” remarked the head of
talent at a global financial institution in New York with several
thousand employees across the globe.

Critically, the businesses that were beginning to make use of
data collation and analytics were looking to do this from the
perspective of enhancing the performance evaluation of their
employees. “If we are able to demonstrate not only that our
learning solutions were effective but also that our ‘students’
were able to develop 2x amount of new commercial value after
attendance then we can elevate our own value proposition,”
said New York-based Anish Mitra, Goldman Sachs Vice President
responsible for Investment Banking L&D.

All of those interviewed accepted that there is considerable
potential to harness data to improve the performance of talent.
However, virtually all also noted that their current usage of data
was extremely limited. They added that, historically, data was used
more as a ‘stick’ to apportion blame or identify shortcomings.
Most also cited the challenges of joining up data from different
parts of the business. It would appear that, from an L&D
standpoint, most do not know where to begin.
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It would be wonderful to
track the progress of our
elite performers from an
early stage and stick with
them throughout their
process to the point where
they become a leader.
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The Key Performance Indicator Datapoints of the Future of L&D
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(i.e. Suitability for learning solutions,
correlations between learning and
business outcomes)

LEARNING
APTITUDE PROFILE
PEER
BENCHMARK DATA

(i.e. Correlation between peers
on capabilities, achievements
and effectiveness)

INSTRUCTION
IMPACT

(i.e. Effectiveness scores of teachers/
mentors correlated to employee
results attainment)

NETWORK (INTERNAL)
CONNECTIONS

(i.e. Types and scale of networks,
strength of internal engagement)

BUSINESS EVALUATION
REPORTS

TEAM MANAGEMENT
TRACK RECORD

(i.e. Propensity to deliver results,
correlation with learning and
development, impact)

(i.e. Working patterns, work:life
balance, happiness, correlation to
business effectiveness)

WELL-BEING
ASSESSMENT

CLIENT KPIS –
BUSINESS RETENTION
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(i.e. Leadership styles, learning styles,
workplace engagement patterns,
business outcomes)

BEHAVIOR
PROFILE

ATAPOINTS TO BE TRACKED
N KPI D
OV
E
R
ATIO
TIM
REL
E
(
A
COR
ND
P
O
TE
N
T
IAL
P
UR
P
OS

GO

AGE

E
AV
O-H
G-T
IN
ND
TA
TS
OU

COURSE(S) ATTENDED

(i.e. Curriculum composition,
alignment to role, resource
optimization, learning outcomes)

LEARNING
PATTERNS

(i.e. Recruitment successes/failures,
retention rates, team performance
results, business outcomes)
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Pivot Point

Business Critical: The Future Role of Data
and Analytics in Learning & Development

leadership on board that recognized that a competitive edge will
be derived from better analytics. “The momentum is shifting but
it is really a question of knowing what information to analyze and
knowing how to gather it,” said Miquel Alonso, 20-year industry
veteran in talent development and Co-Founder and Chief Science
Officer of the Artificial Intelligence Finance Institute.

In terms of data generation, all agreed that e-learning solutions
had a role to play. Most acknowledged that, currently, if they were
offered data analytics from the external providers, it was well
received but never really acted on. The challenge, as with internal
data sources, is that the data was not linked to any specific strategic
goals. “It would be wonderful to track the progress of our elite
performers from an early stage and stick with them throughout
their process to the point where they become a leader. This data
would be invaluable but it requires patience and commitment,” said
the Head of Talent at a global asset management firm.

Looking to the future, the heads of L&D interviewed did
acknowledge that data analytics is going to become an integral
part of their activities. Most agreed that, currently, it was a ‘missing
link’ in their strategic agenda. Indeed, those with a strategic
mindset felt that analytics will be a critical catalyst in elevating the
importance of L&D at a business leadership level.

Notably, the key to a better application of data in the future of
L&D is likely to come from new hires as well as from the current
leaders of businesses. Several heads of L&D remarked that the
younger generation of employees were much more comfortable
with the role that data will play in any assessment of their
personal effectiveness. Indeed, they remarked that a significant
proportion of younger employees expressed surprise that
financial services firms did not pay as much attention as they had
expected to this area of insight.

“Currently we are not involved in the discussions on growth and
the capacity of our people to deliver this until after the decision
is made. If we were engaged before the decision, we could
enable the leadership to have a better grasp on the probability
of a successful outcome and also an awareness of what a
strategy might require in terms of new talent and ongoing
development,” commented one head of both HR and L&D at a
banking institution in the Gulf with over 15,000 employees. Data
is key, she added.

Equally, the same heads of L&D were at firms where there was a
substantive change management process underway, with new
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Interestingly, over a third of those interviewed highlighted the
application of data in other industries as a guide point on the
benefits of analytics in relation to enhanced performance. Several
identified the elite sports sector and the medical profession as two
case studies correlated to financial services, remarking that in both
cases the ‘employees’ were both actively providing, gathering, and
analyzing their own performance data and comparing it with the
wider competitive pool to identify areas of further development
and improvement. “We should be more open minded to how other
sectors develop their best talent. All too often I hear that our industry
is different and incomparable. This is wrong and a very risky mindset,”
said Gail Lawrence, Senior Vice President Director of Wells Fargo’s
Analyst and Associate Training Program in the United States.

Over a third of those
interviewed highlighted
the application of data in
other industries as a guide
point on the benefits of
analytics in relation to
enhanced performance.

Many of those interviewed remarked that the future relevance of
the power of data for talent management is likely to also be driven
by the activities of the start-up fintech sector. They pointed out that
the operators were making sufficient headway in not just gaining
market share but also recruiting talent. “Their businesses are
centered much better around information collection, curation and
management,” commented Citibank’s Kevin Engholm, who noted
he had recently analyzed the sector from a talent perspective. He
added that while their headcounts were typically much smaller,
they were developing talent with closer scrutiny on what he termed
‘personal impact data’, with the purpose of proactively identifying
skills training needs and recognizing skills strengths to be amplified.
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Pivot Point

Learning Smart: Further Opportunities
Arising in the Changing Workplace
Beyond the developments of the L&D world linked to the training experience, a number of
other factors driving the future talent agenda were also cited by those interviewed.
beneficiaries of a practise culture were the more seasoned fasttrack professionals. They acknowledge the world has changed
from when they joined, when professional development for highintensity leadership was an afterthought. They actually relish the
chance to rebuild and prepare for the decade ahead.

Top of the list cited was the need for a shift in the business
culture toward personal development. Over half of those
interviewed stressed that the industry needed to engage with
the concept of a ‘practise culture’. “Line managers still appear to
believe that a day of learning is sufficient to achieve a complete
personal transformation. Leadership is built on techniques
honed over many hours of patient development and practise in
the workplace as well. What we lack is the space and tolerance
to practise,” said one expert at a Japanese financial institution
managing talent across the Asia-Pacific region in a business with
a global headcount of over 105,000.

Aside from the need for a practise culture, another dimension
of change in the world of the future leader is the development
of learning solutions for a more diverse workforce. In particular,
development programs for workplace ‘returnees’ (typically women)
and mid-career reassignments (typically men from other industries)
were gaining fresh attention and popularity, particularly, it seems,
among American and European global institutions.

Another head of talent development noted that several more
forward-thinking firms are adjusting their approach to employee
learning with the introduction of universities and academies
for employees to attend. Interesting examples of this, among
financial institutions, are UBS’s Campus and LGT’s Liechtenstein
Academy. The key was these needed to be physical campuses
rather than virtual. In an age when our lives are so digitized,
“people need real spaces and time to learn,” added Saurabh Jain,
ABN Amro’s Head of Human Resources in Singapore.

Several heads of HR stressed that the value of this demographic
of returnees and lateral hires is still underestimated. “These
professionals can be the catalysts for change in our workforce,
they are typically more patient, mature and balanced but this
should not be mistaken for a lack of drive. We need to invest in
them and the returns are substantial,” said Mark Hamilton, an
independent specialist on talent management and inclusion
with over 25 years’ financial markets experience worldwide
with blue chip organizations. They highlighted that returning
professionals typically had a further 10- to 20-year career ahead
of them and often had a more mature perspective on career
progression and needs.

Support for this theme was widespread among interviewees.
Another experienced global head of L&D added that, while the
younger and newer employees were the most sensitive to the
need to practise, their businesses had discovered that the biggest
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This workforce needs learning experiences that are tailored to
their specific situation. One expert interviewed suggested that
this audience, which he remarked was very much in the spotlight
around corporate responsibility, offered an opportunity to develop
forward-thinking pilot programs on future leadership for the rest
of the workforce. “We can secure budget to develop programs
for returnees by waving the diversity card. Interestingly, we could
not get the same budget for the embedded workforce,” said the
London-based head of talent for a Swiss institution. Rather than
take this as a setback, the leader’s team have used the budget to
proactively develop the returnees and showcase the results of
their training as a guide to what is possible.

The biggest beneficiaries
of a practise culture were
the more seasoned
fast-track professionals.

Finally, among the changes in the development of talent in the
workplace, in the past 24-36 months we have seen a growing
emphasis on integrating personal well-being development into
the program of learning.
Crucially, for L&D the recognition has been that future leaders
need to embrace balance. Study after study is now showing that
better results come from attaining a better balance. “We have
a human responsibility to manage the mental element much
better,” added one group head of HR for a central Europe-based
business, who identified wellness learning as the gamechanger
for the industry.
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Pivot Point

Learning Smart: Further Opportunities
Arising in the Changing Workplace

In concurrence, a separate global HR decision-maker added that
until the industry embedded the notion of maintaining mental
wellness into its professional development, the industry would
continue to be at risk. “Every leadership failure we have had in
the past five years has a root cause in the mental state of the
individual. In the past we took these to be anomalies. Now we
recognize it is a pattern and we can manage it,” stated a group
leader of executive development programs at a major bank based
in London with over 100,000 employees.

employee feedback went up. Now we are being militant about
leadership from the front on this,” said one director of L&D at a UK
wholesale banking business, remarking there has been a positive
improvement in culture and well-being at all levels.
Further, on this area of future leader cultivation, several firms are
experimenting with integrating life coaches and developmental
therapists as an embedded part of the preparation of top leaders.
The philosophy has shifted to accept that the primary asset –
and cost – is people and it is more expensive to replace talent
than it is to develop that talent already within the business.
“The days of proving our talent by climbing mountains or
building rafts together has been replaced, thankfully, by a much
more constructive therapeutic and psychological approach to
producing the best prepared and balanced individuals for our
business requirements,” concluded a head of HR and L&D at a
leading global investment bank in New York.

The response has been not only to put well-being on the agenda
and provide adjustments to the workplace environment. It
has also included initiatives such as ‘sacred weekends’, ‘tech
blackouts’, and ‘cc blocking’. Where this has worked effectively
it has been a business-wide initiative driven directly from the
top. “We tried this before but senior leaders simply ignored
it and as a result it failed and the stress levels measured by
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The philosophy has
shifted to accept that
the primary asset – and
cost – is people and it is
more expensive to replace
talent than it is to develop
that talent already within
the business.
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Pivot Point

In Conclusion: Making the Most of Change

The financial services industry is at a pivot point with respect to talent management.
The demand for a change in the profile and quality of leadership is clear.
The forces of change in the industry from regulation, consumers,
technology, competition, demographics, and economics are
as extreme as they have ever been. Notably, industry leaders of
today are acutely aware of the need to prepare for the future with
upgraded and new leadership talent. Awareness needs to shift
into action.

C-suite of leadership today. Additionally, it requires among the
HR and L&D leaders a strength of capability and openness to
innovation in the field of professional development.
The good news is that there is a greater sense of optimism and
purpose among the heads of Human Resources as well as L&D.
They, largely, feel empowered by their respective Chief Executive
Officers in relation to the need to act and to implement strategic
programs of talent development. Indeed, the insight gathered for
this report points to a positive change in attitude toward the need
to act. This is leading to an openness to learn from others, embrace
change, and enable the talent of tomorrow to make the most of
the curated learning opportunities presented to them today.

The challenge for the industry is to adopt a measured and
strategic approach to people development. The approach
needs to embrace new thinking, new approaches, and also new
technological and learning innovations. The ambition should be
to aim to develop the best talent there can be, within a realistic
timeframe. This requires a maturity and realism among the
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Pivot Point

Research Methodology

Heads of Human Resources as well as Learning & Development across four continents
were interviewed for this thought leadership report. The interviews were conducted either
in person or via telephone and based around a prepared discussion scope. The interviewer
for Fitch Learning was Sebastian Dovey, Thought Leader in Residence. The areas of
examination in the research process included:

1

The changing attributes of leadership

6

The importance of qualifications and talent validation

2

The shifting work patterns of generations

7

The preferred learning pathways

3

The transformation of roles through
technological advances

8

The development of elite workforces

4

The adjustments in workplace learning techniques

9

The importance of measurement and benchmarking
for workforce effectiveness

5

The future content requirements of learning curriculums

10

The preferred future pools of talent recruitment

The annotated commentary gathered from the interviews was then analyzed and used as the foundation for the preparation of this
thought leadership report. Interviews lasted 45-60 minutes, all viewpoints were gathered on an anonymous basis, and they were not
recorded. A number of interviewees subsequently approved selected comments made by them to be published as part of this report.
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Over 50% of the heads of
L&D interviewed stressed
that the industry needs
to engage with the
concept of a continuous
‘practise culture’ as part
of talent programs.
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