
Grow your people to grow your business

Making people development 
a priority can get lost in the 
pressures and budgets of 
everyday business. But investing 
in your employees’ growth and 
learning can pay off with a more 
engaged workforce and 
a stronger bottom line.

Attracting and retaining high-performing 
people is not just a good business 
strategy – it may be the top business 
strategy. Consider these facts: 

• Total people costs are typically 
70 percent of a company’s operating 
expenses, so maximizing these 
assets is important for long-term 
organizational performance.1 

• Top talent is up to eight times more 
productive than average performers.2 

• Companies with happy employees 
outperform the competition by  
20 percent.3 

• Almost 90 percent of millennials 
consider development opportunities 
important in a job, and approximately 
two-thirds of non-millennials seek 
development from their employer.4 

Despite evidence that investing in people 
pays off in engagement, productivity 
and company performance, more than 
40 percent of organizations report that 
they rarely or never provide people 
development programs.5 

Investing in people: the benefits add up 

Attracting and keeping great employees is 
one of the top benefits of creating people 
development programs because the cost 
of losing and replacing a highly valued 
employee is significant. The Society for 
Human Resource Management estimates 
that it costs an average of six to nine 
months’ salary to replace an employee. 
If the position requires intense information 
knowledge or customer interaction skills, 
then it can be damaging to the company’s 
productivity when that person leaves. 
Employee retention can be a significant 
challenge and expense for companies. 
People who receive professional education 
and development tend to be more loyal 
and less likely to seek other employment 
opportunities. People development is 
also a benefit that is attractive to new 
employees and can help establish your 
reputation as a great employer to work 
for because you care enough to provide 
training. Attracting people who want to 
improve their skills will also help build your 
business. As your people grow, so will 
your business. “One of the biggest shifts 
over the last decade is how people not 
only want, but expect, their employer to 
be investing in their growth,” said Tracy 
Lampert, Head of Learning, Employee 
Experience and Culture at Zurich  
North America. 



“People are choosing to join or stay with a 
company because of its culture of growth 
and learning. Millennials in particular want 
a strong connection to their workplace 
through management that supports their 
individual career path.” 

Beyond attracting and retaining employees, 
there are other business-building benefits 
that your organization can experience from 
investing in people: 

• Higher customer engagement. 
People who participate in development 
programs are more likely to be 
satisfied with their job, engaged in the 
company and have a positive employee 
experience. Since people are the face 
of your organization, customers that 
interact with more satisfied employees 
are likely to have a more positive 
experience. This, in turn, leads to higher 
customer engagement. 

 According to Tracy, research shows 
that a positive employee experience 
impacts a customer’s relationship with 
a company. In addition, a study by 
Harris Interactive Inc. revealed that 
up to 70 percent of customer brand 
perception is determined by interactions 
with people, and 41 percent of 
customers are loyal because of a good 
employee attitude.7 

• Stronger culture. Investing in people 
development can also improve your 
company culture. Employees want to 
learn, develop their careers and be 
happy going to work every day. 

 “At Zurich, we’ve found that it pays 
to give people the time and space to 
speak openly about their career goals,” 
explained Tracy. “We encourage people 
to consider themselves `CEOs of their 
own career.’ Our managers prioritize 
having conversations with their people 
about their goals and interests.” 

 Without a strong culture grounded in 
people growth and development, you 
could find yourself losing the recruiting 
and retention battles. 

• More secure leadership and 
succession planning. People 
development programs require that 
you always have an eye on the future. 
What kind of leaders do I need? 
What do customers want from my 
people? Who can succeed the present 
leadership when the time comes? 
People development programs result 
in employees who are ready to move 
up to more responsible roles because 
their strengths and weaknesses have 
been addressed. 

 Staying on top of shifting customer 
needs and thinking about what 
people you’ll need in the future is a 
clear benefit of having people 
development programs. 

Creating effective people 
development plans 

Larger organizations with thousands of 
employees often have dedicated learning, 
development or training professionals to 
manage people programs throughout 
the year. In smaller companies, the 
HR director or sometimes the CEO or 
president may assume this responsibility. 
Regardless of who is in charge of people 
development, your company’s leadership 
team should communicate to employees 
the significance these programs play 
in the success of their career and the 
company. “By emphasizing a culture of 
growth and development, leadership is 
giving their people the confidence that the 
investment in learning and training will 
be recognized and rewarded,” Tracy said. 
To create effective people development 
plans, it’s important to avoid one-size-
fits-all approaches. Investing in individuals 
requires developing a structured plan for 
each employee that is built on collaboration 
with the manager. The plan should outline 
clearly defined objectives and be based on 
the employee’s specific skills, strengths, 
career goals and opportunities within the 
company. Tracy explained that a successful 
people development plan is not an 
annual event between a manager and an 
employee; instead, it should be a cycle of 
continuous feedback throughout the year. 
One approach Tracy suggested is to think 
of people development touchpoints on a 
quarterly basis. 

Q1:  Set objectives with each employee and 
determine skill-building needs. 

Q2:  Schedule a career development 
conversation and review quarterly 
progress on objectives and 
skill development. 

Q3:  Provide structured feedback with the 
employee on progress to date on 
meeting objectives, and identify areas 
that may need extra attention 
before year-end. 

Q4:  Deliver a performance assessment 
using qualitative and quantitative 
metrics you may have (e.g., customer 
feedback, sales goals, etc.). 

Be smart with employee objectives 

Empowering people to do their best starts 
with a one-on-one conversation between 
the manager and the employee. Ensure 
that conversation is constructive by 
making objectives: 

• SPECIFIC 

• MEASURABLE 

• ACHIEVABLE 

• RESULTS-FOCUSED

• TIME-BOUND 

4 Tips for a career 
development conversation 

Empowering people to do their best starts 
with a one-on-one conversation between 
the manager and the employee. Here are 
some tips on how to have a meaningful 
discussion: 

1. Assess each employee’s skills and 
development areas. Both you and 
the employee should provide input 
on this assessment. 

2. Prepare to have engaging, 
individualized career conversations 
with each employee. Create clear 
objectives and the outcomes you 
want from this discussion. 

3. Schedule time for a career conversation 
with each employee. A clear, thoughtful 
discussion about the employee’s career 
goals shows that you value their 
personal development. 

4. Capture the outcomes of your 
conversation in the employee’s individual 
development plan, and include the goals 
and actions you both will take. 



Implement Different 
Training Approaches 

Once you’ve established the performance 
and skill objectives for each employee’s 
individual development plan, there may 
be a training component that is necessary 
to meet these goals. The right choice of 
training for your employees will depend on 
content, schedule and budget. 

In-house training 
One of the simplest and most economical 
approaches to training is to have your 
employees coach each other. Who better 
to instruct either new employees or those 
moving into a new role than someone 
who knows your company, process and 
customers? In-house training can take the 
form of brown-bag lunches, a mentoring 
program or one-on-one training to explain 
a new process or software program. 

Online training  
Thanks to today’s sophisticated interactive 
web interfaces, online training can be 
a highly engaging method to access 
knowledge across a wide range of subjects, 
including management and technology. 
Online training is also flexible, allowing 
people to schedule the training session 
around other commitments. Once you 
and an employee agree online training 
is the right approach, honor the time 
commitment the employee will need to put 
in during the workweek. 

Industry associations  
Many industry associations provide training 
for their members, either online or through 
seminars, conferences or other events. One 
of the advantages of this training option is 
that the content is specialized and targeted 
to your business and customer needs. It’s 
also an excellent way for people to stay 
current with industry trends. 

External training programs  
Professional training organizations sponsor 
training events open to employees from 
different companies or even industries. 
Because these events can often 
accommodate hundreds of people, the 
cost per employee may be less than an 
individual training program. Make sure the 
training content is directly applicable to the 
employee’s learning objectives. 

On-site training 
Contracting with a training organization to 
come to your office provides a customized 
experience for your employees. Investing 
in a high-quality half-day or full-day  
on-site training session demonstrates to 
your people how much value you place on 
developing their knowledge and skills. 

Connect people to your purpose 

Regardless of the employee job title or 
which training approach is implemented, 
people development always needs to be 
grounded in the organization’s vision and 
values. When your people understand 
the vision, they can see more clearly the 
contribution they can make to achieve it. 
“People want to feel like they are making a 
difference to the organization,” said Tracy. 
“The biggest ROI from people development 
is that you are growing more productive 
contributors, and that results in happier 
customers, which leads to a healthier 
bottom line.”

TOP 10 ISSUES FACING LEADERS 

McKinsey & Company consultants 
Scott Keller and Mary Meaney noted 
in their book, “Leading Organizations: 
Ten Timeless Truths,” that attracting, 
retaining and developing talent are the 
top issues facing leaders – more than 
reducing overhead costs or transitioning 
to new leadership roles or teams.6 

1. Attracting and retaining talent 

2. Developing the talent you have 

3. Managing performance 

4. Creating leadership teams 

5. Making decisions 

6. Reorganizing to capture 
value quickly 

7. Reducing overhead costs for the 
long term 

8. Making culture a competitive 
advantage 

9. Leading transformational 
changes 

10. Transitioning to new 
leadership roles 
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