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Making the most of the webcast 

Ask Questions
(via the Q&A box )

Download 

resources

Start Group

chat

Share with your 

colleagues 
(available on Demand)

Tell us about your experience to help us improve our future program
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Earn Credits

HRCI, SHRM, & CPE (NASBA)

✓ Click the link in the CEU Request Widget to sign up for credit

✓ Stay online for the entire webcast 

✓ Click ‘ok’ for 3 popups that occur during the program

✓ Credit available for participation in live webcast only
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Panelists:

Marion Devine
(Moderator)
Senior Human Capital Researcher, Europe
The Conference Board
Bio

Greig Aitken
Head of Colleague Strategy and Insight
NatWest Group
Bio

https://conference-board.org/bio/craig-aitken
https://conference-board.org/bio/marion-devine
https://conference-board.org/bio/marion-devine
https://conference-board.org/bio/craig-aitken
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• What is it

• Video

• 2021 plans

Our Purpose

• Shape

• Strategy

• Q&A

HR Function

Tracking progress

• Colleague listening & 

engagement

• Support Purpose

• 8 Pillars

Impact 

• Goals & targets

• Impact on business 

performance

• Q&A

Content for today’s 
webinar
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Our Heritage

A purpose in the making …. from 
1640
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Change is accelerating new 
ways of working

COVID-19 has accelerated a pre-existing 
trend in “ways of working”….. Remote, 
work/life, flexible and agile
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Regulatory focus on 
“purpose”

The UK’s Financial Services regulator, the 
Financial Conduct Authority, has highlighted 
the importance of purposeful cultures and 
the business of social purpose in member 
institutions.
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NatWest Group Video
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NatWest Group purpose 
&  strategy

NWG Purpose underpinned by values

The purpose-led strategy and key areas of 
focus

Partnership with “Blueprint for Better 
Business” - focusing on how NWG can be 
honest and fair with customers and 
suppliers, a good citizen, a responsive and 
responsible employer and a guardian for 
future generations.
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Source: Deloitte

HR has, and will 
continue to change
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NatWest Group 
People Strategy



© NatWest Group. No reproduction without explicit written permission.

Q&A part 1



© NatWest Group. No reproduction without explicit written permission.

8 pillars of our Colleague 
listening strategy

NatWest Groups 8 pillars of colleague 
listening
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Our Listening and engagement approach 
ensures a focus on providing robust and 
future focussed measures to support 
leaders make informed people decisions.  

Key Measures
• Leadership Effectiveness
• Psychological Safety  
• Team Effectiveness/Agile
• Ways of working (remote teams)
• Learning organisation/coaching academy
• Transformation inc. Pace & simplification  
• Comms Effectiveness
• Reputation & Advocacy 
• Risk Culture 
• FCA/Compliance – safe to speak up
• People pledge assessment
• Purpose Commitments
• Coaching for performance

Strategic Measures
• Purpose
• Culture
• Inclusion 
• Building Capability
• Engagement 
• Colleague Experience

Measure what matters, not 
everything that moves
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Senior leader targets

Embedded in the annual performance goals 
are “people and culture” performance goals 
for senior leaders.
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Enabling Business Performance is an 
initiative that connects people and business 
insight to track performance (on-premises 
or remote)

Our insight identified 7 areas of employee 
performance that showed a significant, 
consistent positive link with business and 
customer performance metrics.   

These measures were Leadership Index, 
Engagement index, Customer Focus, Image 
and Competitive position, Managing People 
and Change, Efficiency and Innovation 
together with Performance Management 
and Development. 

When mapped to lead business metrics 
within the contact centres such as average 
handling time, call time, hold time, call wrap 
time and calls per hour, the 3 centres with 
the highest score across the 7 people 
measures outperformed all the remaining 
centres consistently in business output.

Enabling Business Performance
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Translating people data into insight is 
essential 

Joining it up with business metrics will have 
the greatest impact.

Enabling Business Performance
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Purpose is more than words 

on a page

Senior sponsorship & Taking 

your people with you is critical

Change artifacts to align with 

your purpose (e.g. policies)

Plan for a multi-year journey

Measure what matters not 

everything that moves

Key take-aways
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Thank You
Greig Aitken, Head of Colleague Strategy & Insight, NatWest Group

www.linkedin.com/in/greigaitken/ 
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Fluid HR: “Tight-Loose” Dynamic

▪ A “tight” strategic alignment 

between the business and people 

strategy

▪ And a “loose” deployment: a 

flexible HR structure to ensure the 

right combination of skills and 

resources “flow” to wherever they 

are needed
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Webcasts

Upcoming Next Generation HR webcasts:

Tetra Pak's HR "metamorphosis" to world class performance

20 April 2021 – 15.00CET 

Previous Next Generation HR webcasts

The Move to Agility and Agile, JTI 

Novartis Gets Curious: Transforming Learning

Bayer's HR Transformation: "HR Next"

Visit our Next Generation HR Content Hub

https://www.conference-board.org/webcast/next-gen-hr/Part5
https://www.conference-board.org/webcast/ondemand/next-generation-hr-part-I
https://www.conference-board.org/webcast/ondemand/Part2
https://www.conference-board.org/webcast/ondemand/Part3
https://conference-board.org/topics/next-generation-HR/Next-generation-HR-infographic

