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As economies around the globe emerge from the 
economic turmoil of the past two years, employees 
are looking for clarity and security, and business 
leaders are looking for proven ways to ensure 
their organisations are robust enough to face an 
uncertain future.

In this challenging environment, the HR function 
needs more than ever to demonstrate that it 
has a measurable positive impact on business 
performance. HR leaders are expected to present 
fact-based evidence to support their strategic 
decisions about people programmes that will 
enable the business’s strategic priorities. To 
achieve this, HR needs to bring together reliable 
data, robust benchmarks, powerful technology and 
insightful analytics.

One of the ways that the HR functions of almost all 
major companies try to address this challenge 
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is to conduct regular employee surveys. However, 
despite the best of intentions, typical survey 
projects too often end in the creation of volumes 
of data disconnected from real business priorities. 
Survey results then get distributed to managers 
who in turn are expected to devise action plans 
to improve their results in the next cycle. The 
emphasis thus becomes improving survey scores 
rather than improving business performance.

As you would expect from one of the world’s 
leading employee surveys business, our approach 
is deeper, more comprehensive and more focused 
on real organisational issues than the typical 
traditional approach.

The Towers Watson approach to employee surveys 
is founded on three pillars of intelligence,	insight	
and	impact – that aim above all to deliver better 
business performance through people. We call this 
‘Performance First’.

Figure	01.	Achieving	high	performance	
through	the	alignment	of	business	strategy,	
organisational	culture	and	employee	
engagement	strategies

Figure	02.	Sustainable	engagement	and	
business	results

Source: Towers Watson global high performance normative database

Source: Towers Watson’s global normative database
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Gather	intelligence
The first pillar of our ‘Performance First’ approach 
is about measuring what is critical to your 
business performance. To shape the right survey 
for you, we bring to the table Towers Watson’s 
collective knowledge of the issues and practices 
that are prevalent in your sector, of the culture and 
programmes that will best support your strategy, 
and of how to make HR a valued business partner. 

For example, our research has revealed the 
cultural features of high performing, financially 
successful companies – and, critically, we find 
that these differ depending on the core business 
strategy being pursued by the company. We draw 
on this unique insight to design a survey that 
measures the elements central to the achievement 
of your strategic business priorities.
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Figure	04.	Bio-science	company	case	study

Figure	03.	Our	goal	is	to	help	you	deliver	business	value

Towers	Watson’s	‘Performance	First’	approach	is	about	more	than	just	a	survey − we pay close attention to the elements 
that transform a good survey into a powerful HR-facilitated, business-led improvement programme.

By choosing to work with Towers Watson you will have access to:

 • A global, multicultural team of more than 400 employee engagement specialists who ensure we deliver the quality our 
clients need through first-hand knowledge of local linguistic and cultural requirements.

 • The most comprehensive set of benchmark data available anywhere – several hundred national, sector, performance and 
demographic norms.

 • Comprehensive, integrated technology to manage the entire survey life cycle.
 • The delivery of a programme that is fully aligned to your business requirements.
 • Subject matter expertise on total reward, talent management, leadership and manager effectiveness, human capital 
metrics, HR service delivery and technology, and more.
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Derive	pivotal	insights
The second pillar of our ‘Performance First’ 
approach is about creating clarity out of data. 
Having established a firm foundation for the 
research, our aim is to help you draw conclusions 
from the information and develop practical 
solutions to your issues. To achieve this, we:

 • Help you connect employee survey data to other 
business data: developing scorecards that 
reveal the linkages between employee data and 
key performance metrics, such as absenteeism, 
sales, safety incidents, or customer satisfaction.

 • Benchmark your results to our unrivalled range 
of over 400 national, sector, demographic and 
performance norms.

 • Develop insights about the key drivers of 
employee engagement in your organisation.

 • Deliver results reports that prioritise the areas 
most in need of change, and provide clear 
suggestions for action in these areas.

Through this approach your leaders and managers 
are directed towards the top opportunities to 
increase levels of engagement, boost productivity, 
and sustain performance within their team, 
department, function, region or business.

What is more, we are unmatched in our ability to 
map employee opinion data against other  
Towers Watson business and industry data, such 
as national, industry and job level compensation 
and benefits data, HR service delivery data (for 
example, spend on HR technology) and human 
capital metrics (for example, voluntary turnover 
of key talent). This provides an extra level of 
insight into the performance of HR systems and 
policies, and how the HR function can best invest 
their resources to the greatest possible effect on 
business performance.
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Figure	05.	Benchmarking	is	vital	to	identify	the	real	priorities
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Achieve	high	impact	action
The third and most important pillar of our 
‘Performance First’ approach is about delivering 
improvements − tangible, measurable results – 
and lasting change. Powerful employee insights 
help leaders become aware of strengths as well 
as areas to improve, but action planning activities 
too often fail to leverage these strengths, or to 
address underlying behavioural and  
cultural issues.

At Towers Watson we help organisations use 
employee surveys as a catalyst for lasting change 
in individual behaviour, organisational culture and 
operational performance. So, right from the start 
of project planning discussions we involve our 
experts in change management to help design 
a programme that will deliver the organisational 
impact that you are looking for.

This means consulting with your executive teams 
to engage and challenge them with the survey 
results, and to identify their most critical business 
priorities. It also means ensuring that your core 
project team is equipped to leverage the survey 
as an organisational change initiative, to support 
managers in their own action planning activities – 
and to hold them accountable for follow-up.
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Figure	06.	Insights	Action	Platform:	Driving	follow-up	at	enterprise	level

But we go further than just telling you what 
you need to do − we work with you to help you 
to decide where to focus, how to design the 
interventions you need to make, and to implement 
and follow-through with the programmes you need 
to drive your business performance. To this end, 
we put a suite of simple but powerful tools and 
resources at your disposal, including:

 • Online access to interactive reports and  
data-mining tools, and a library of best practices. 

 • One-page reports to managers focused on 
practical actions to improve team performance.

 • Focused sessions with Towers Watson subject 
matter experts to share best practices, identify 
opportunities for improvement and provide 
concrete deliverables in talent management, 
reward, leadership, communication and change 
management, manager effectiveness, and 
employee value proposition.

 • Executive and manager scorecards to ensure 
that accountability for continuous improvement 
is embedded into performance/reward systems.
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Figure	07.	Insights	Action	Platform:	Action	planning	tools	homepage

Figure	08.	Overview	of	Towers	Watson	reporting	products
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We	maintain	the	world’s	leading	database	of	
norms	across	many	industries	and	organisation	
segments:

 • Global high-performing companies
 • Financial services
 • Pharmaceutical
 • Telecommunications
 • High technology
 • Retail and FMCG
 • Energy and utilities
 • Insurance
 • Manufacturing
 • Government and public sector
 • Professional services
 • Call centres

Norms allow a company to compare its survey 
data against external benchmarks. This is 
especially useful as absolute results can be 
misleading; results can fluctuate over time, 
results vary from country to country, and it allows 
the adaptation of best practice.

Towers Watson surveys millions of employees in 
scores of countries and languages every year. 
In addition to maintaining annually updated 
national norms for over 100 countries around the 
world, we also maintain norms cut by financial 
performance, job level, job function and  
personal demographics.
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Having long been at the forefront of employee 
engagement research, we have developed deep 
expertise in how to sustain engagement over 
the long term. We measure not only the building 
blocks of engagement, but also how to sustain 
engagement through a positive and energising 
work environment, and then how to translate this 
into high levels of individual performance through 

productive work conditions and supportive 
manager behaviours.

We find that companies with high and sustainable 
levels of engagement have operating margins up 
to three times higher than companies with low 
or high but unsustainable levels of engagement. 
(Figure	02)

Figure	09.	From	engagement	to	sustainable	engagement
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About Towers Watson

Towers Watson is a leading global professional 
services company operating in more than 120 
locations and has been delivering expertise in the 
field of employee surveys since 1956. Our practice 
was further bolstered in March 2007 through the 
acquisition of International Survey Research (ISR). 
We now maintain the world’s largest database of 
employee opinion norms by country, industry and job 
level – we also create custom benchmark norms for 
clients with particular or unique requirements.


