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As a first step of this research, the 
QConsult team analysed how creative 
wellbeing has been measured by various 
researchers and institutions. We found 
that methods of self-report (survey/
questionnaire/interview) are the most 
common. They tend to focus on ‘emotion 
regulation’ as an indication of wellbeing, 
as it is possible to observe especially in 
the research done by BBC/UCL, which 
evidences how emotion regulation 
strategies are activated by the brain 
whilst engaging  in creative activities, 
influencing stress and relaxation, the 
capacity of reassessing problems, self-
confidence and self-esteem. 

Methods of cognitive computing or 
automatic emotion recognition (speech, 
facial expression, audiovisual, text 
based, physiological signals) are also 
an option researched. These methods 
are very useful to live detect constantly 
the effects of a creative activity on the 
subject tested, and also to evidence 
the difference between self-reported 
emotions and perceived emotions from 
the outside. 

As regards to strategies undertaken 
by the corporate world, we examined 
a wide range of industries. 

Companies normally follow a similar 
framework to measure employee 
wellbeing and engagement in their 
organisations. The most common 
methodologies used are surveys 
and questionnaires, which are 
collected by HR teams as part of 
their annual Employee Engagement 
Reports. Several industries focus on 
absenteeism, presenteeism and staff 
retention as quantitative measures 
of employee engagement. Employee 
wellbeing and engagement is highly 
valued in Full Service Agencies. Many 
frameworks are conducted within the 
organisations using Solid Metrics - the 
establishment and monitoring of key 
performance indicators e.g. absence 
rates, productivity measures and 
engagement rates from the beginning 
of the programme enable employers 
to see the impact of their health and 
wellbeing strategy on their employees 
and business. The Consulting Sector 
also uses surveys as their main tool 
to obtain information on employee 
satisfaction and wellbeing. Consulting 
firms such as Deloitte believe strongly 
in developing effective frameworks to 
measure employee wellbeing. After 
critiquing existing frameworks they put 
forward The EngagePath Approach 
which starts with an assessment of 
the organisation’s environment and 
the development of a clear vision of a 
desired future state.  

Executive Summary
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Score (NPS) system where they consider 
those with very positive feedback as 
promoters and those with slightly to 
overtly negative feedback as detractors 
while those in the middle are considered 
passive and are not included in the 
formula. Like several other industries, 
frameworks for measuring engagement 
and wellbeing in Law Firms use methods 
of self-report, such as surveys and 
questionnaires such as The CIPD Annual 
Survey Report of Health and Wellbeing.

Given such evidence, we recommend 
the development of a self-report 
approach which varies depending on 
the two different types of activities 
Yodomo offers to its business customers: 
live workshops and online courses. In 
both cases the approach is iterative 
and based on more steps during which 
the customers will be able to share 
information about their wellbeing and 
the impact of the activity. This will allow 
Yodomo to collect information regarding 
both short and long term impact of their 
activities. The live workshop framework 
should follow a more classic, but not 
overwhelming, survey style, whereas 
the online course framework should 
be a fully integrated feedback system 
with Yodomo website, implemented in 
a more user friendly and concise way.

Census and pulse surveys are then used 
to enable leaders to manage progress. 
Many companies also use external 
surveys and organisations to measure 
wellbeing and engagement. Employee 
wellbeing is greatly valued among 
Technology Firms such as SAP as they 
identify a positive correlation between 
employee wellbeing and their bottom line 
profits thus it is planned, measured and 
improved upon. SAP uses the Business 
Health Culture Index (BHCI) to measure 
the general cultural conditions in an 
organisation that enable employees to 
stay healthy and balanced and analyse 
business outcomes of its wellbeing 
efforts such as increasing employee 
productivity and engagement. This 
framework measures seven components 
of work life and takes the form of an 
annual survey for employees in which 
employees give responses on a scale 
of 1 to 5 to a set of statements e.g. “I 
am proud to work for SAP’’. Moreover, 
HR reports in the Finance Industry 
also highlighted the significance of 
employee wellbeing initiatives and 
their effect on the organisation. The 
Net Promoter Score Analysis is often 
used to measure this. It is a survey  
involving a 5-point and/or 11-point Likert 
scale to measure the extent to which 
an individual agrees/disagrees with 
statements about their organisation 
and these are then converted to 
statistics using a Net Promoter
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Framework used by law firms: 

Like several other industries, frameworks for measuring engagement and wellbeing in 
law firms use methods of self-report, such as surveys and questionnaires. Within these 
questionnaires, specific statements are included to measure the effectiveness of any 
wellbeing initiatives that may have been put in place by the firm. The survey will usually 
involve a 5-point Likert scale to measure the extent to which an individual agrees/
disagrees with the following statements about their organisation. In order to measure 
employee engagement and productivity, several organisations also take into account 
factors such as absenteeism, presenteeism and staff turnover/retention. 

CIPD – Health and Wellbeing in the Workplace Report (2019):¹

The CIPD Annual Survey Report of Health and Wellbeing in the Workplace (2019) found 
that most employees (44%) agreed that their organisation’s health and wellbeing activities 
have led to positive results, such as better employee morale (35%), and lower sickness 
absence (31%). 48% agreed that their employees are keen to engage in health and 
wellbeing initiatives, such as wellbeing days which raise awareness on how to improve 
subjective wellbeing in the workplace, as well as physical and engaging activities with 
employees to promote physical health. As a result of these wellbeing initiatives, 22% of 
employees reported an enhanced employer brand and 19% have reported better staff 
retention. In this report, over 480 responses were collected from private sector services 
and 121 responses from professional services (including law, consulting, accounting) 
were analysed. 

The Law Society – Supporting Wellbeing in the Workplace Report (2019):² 

A similar survey was conducted by the Law Society (2019) where they conducted 
their annual surveys on junior lawyers to measure wellbeing and engagement in law 
firms. Over 90% of respondents work in private practice, with just over 30% working in 
the city of London. From the findings from the surveys, the Law Society releases an 
annual guideline on how law firms can work to promote wellbeing and resilience in their 
employees by taking on a more proactive approach. Over 1000 junior employees were 
asked open questions to measure their stress, either workplace-related or external. The 
most common stress-related issues were from making mistakes at work, overworking 
and the lack of a social life in the workplace.  
 

Research Analysis By Industries
Industry 1: Law firms
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Hogan Lovells’ – Wellbeing Month:³ 

Hogan Lovells has a well-developed wellbeing programme in place to promote the good 
health and wellbeing of their employees. The firm’s annual wellbeing month provides 
their workers with an abundance of activities ranging from colouring in giant prints in 
the office to walking tours. Hogan Lovells has measured the results of these initiatives 
in order to determine their effectiveness. They have reported that wellbeing events 
throughout the year have been oversubscribed. Having analysed surveys carried out 
by the HR team, they found that individuals who took part in these programs reported 
higher energy and motivation, better sleep and better work performance. 
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They were then asked, ‘What is your employer doing, or could your employer be doing, 
to support employees experiencing stress at work?’ Some individuals responded with 
meditation techniques, such as the Headspace app, which is provided to them by their 
employer. Other responses implied a greater need for socialising among colleagues to 
help discuss and understand issues at work. Some individuals reported that their firms  
already have wellbeing workshops in place and that they are useful and engaging. On 
the other hand, other employees stated they were looking to find a hobby/activity not 
related to work (such as crafting, painting, baking). 



Industry 2: Tech

SAP
Profile

• German multinational (180 countries) software company that makes 
            enterprise software
• Supportive workplace culture, management, and wellbeing programs
• Awarded by glassdoor for 2019 Best Places To Work Award 
• 100 thousand employees (2019)
• 400 thousand customers (2019)

Wellbeing strategy

Leadership team views employee 
wellbeing as a strategic priority that is 
planned, measured and improved upon 
because it contributes to SAPs bottom 
line profits. SAP promotes various 
wellbeing, health activities, among 
which also mindfulness and emotional 
intelligence workshops called Search 
Inside Yourself that are run by more 
than 9,000 trained practitioners with 
the goal of helping employees better 
deal with everyday stress and be more 
focused and productive at work. The 
programs are popular and have an 
8,000 employee waiting list around 
the globe.

Programs also include: 

• mental health, emotional
            wellbeing campaigns
• daycare programs
• parent support
• flexible hours
• dinner to go

Measuring

The Business Health Culture Index 
(BHCI) measures the general cultural 
conditions in an organisation that 
enable employees to stay healthy 
and balanced and analyze business 
outcomes of its wellbeing efforts such 
as increasing employee productivity 
and engagement. 

It measures 7 topics: 

• affiliation and purpose
• culture of leadership
• health
• stress and life balance
• rewards
• perspective
• empowerment 
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Major telecommunication company in Malaysia

Profile

Research conducted by Universiti Teknologi MARA and Universiti Malaysia Sarawak at 
a major telecommunication company whose name is not specified. 
• Company size: 1000 employees.
• 125 executives selected for the research.

Research

The aims of this study were to identify the significant difference between employees who 
have attended wellness programs and those who have not attended wellness programs 
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It takes the form of an annual survey (73% response rate 2018) for employees: 
employees give responses on a scale of 1 to 5 to a set of statements.
Examples:
“I am proud to work for SAP,” 
“The high demands of my job do not interfere with my private life,” 
 “Compared to others of my age, I am in good health.”

Results

The SAP Integrated Report shows that the company’s wellbeing efforts have improved 
its Business Health Culture Index from 69% in 2013 to 80% in 2019, with each 1% change 
in the Index delivering a $90-$100 Million (EU) impact on their operating profit.⁴ 

Measuring

A quantitative descriptive survey research was chosen for this study. The population 
consists of all executive employees in the chosen telecommunication company. There 
are approximately 1000 employees from different units of organisation. 125 respondents 
were selected as a sample of this study using a simple random sampling method. In this 
study, a self-administered questionnaire was used as an instrument for data collection. 
The items in the questionnaire were derived and adapted from the literature review. 
These questions were categorized into Section A, B and C. 



Section A was designed to obtain the demographic characteristics of the respondents 
such as age, gender, race, marital status, and job position. Meanwhile, Section B consists 
of statements on employees’ response to the wellness programs that had been carried 
out in their company. Section C contains statements on the employees’ stress job 
satisfaction and absenteeism. A 5-point rating scale ranged from Strongly Disagree with 
the value of one to Strongly Agree with the value of five was used in Section B and C. 

Results

Wellness programs were found to be influential to employee’s job satisfaction, stress and 
absenteeism in this study. Wellness programs have a positive impact not only toward 
employee wellbeing but organisation wellbeing as well.⁵ 
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Industry 3: Finance

General Framework for measuring employee engagement and wellbeing in the finance 
sector and banking sector: 

When researching frameworks used by the finance industry, many HR reports took 
into account the purpose and significance of employee wellbeing initiatives and their 
significance to the organisations. Some financial organisations hold annual meetings 
and ask for feedback from their employees about how the organisation has helped to 
improve wellbeing to gain further insights into what needs to improve. They monitor 
impact with regular surveys such as 360° feedback questionnaires ⁶ and sickness 
absence rate, followed by staff retention levels, employee engagement levels and 
voluntary resignations/employee turnover. 

Net Promoter Score Analysis ⁷

The survey will usually involve a 5-point and/or 11-point Likert scale to measure the 
extent to which an individual agrees/disagrees with the following statements about 
their organisation and they convert it to statistics using a Net Promoter Score (NPS) 
system where they consider those with very positive feedback as promoters and those 
with slightly to overtly negative feedback as detractors while those in the middle are 
considered passive and are not included in the formula. ⁸ 
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Promoter Strongly Agree 9-10

Passive Somewhat Agree 7-8

Detractor Undecided
Somewhat Disagree
Strongly Disagree

0-6

                  5pt Scale                  0-11 Scale

11pt NPS Category 22.7% 33.5% 43.8%

5pt NPS Category 24.3% 40.6% 35.2%

Difference 1.6% 7.1% -8.6%

                                Detractor                Passive            Promoter

                                Increase                   Increase             Decrease

Variables considered when monitoring employee engagement:

One way they monitor the impact of employee activities is through engagement, 
considering various factors such as absenteeism, presenteeism and retention. The way 
they monitor presenteeism is usually with surveys which can be taken as frequently as 
monthly to annual surveys. The employee can be asked, “How often a month have they 
gone into work despite being ill,” and they use this statistic to calculate presenteeism. 
They also monitor staff-retention and employee turnover through exit interviews where 
they can gain an in-depth understanding of why an employee/s have left which could 
identify an underlying problem.

Productivity is usually monitored as well, normally in the form of after-solution surveys 
to clients where they can rate their interaction with the employees of the company. 
Engagement can also be monitored by competence questionnaires where questions 
asked to showcase the employee if he still understands his role accurately as well as his 
values still being in line with the company or a 360° feedback questionnaire.
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1. Absenteeism 
(number of days or hours of absence 
due to illness annually) and whether 
absences are related to the physical 
environment of the workplace:

•   Track and record the number
     of absences reported by all of
     your employees. 

•   Identify a specific reason for the
     absence (e.g. whether it is health-
     related or for some other reason) 

•   Break down your overall
     absenteeism by location (across 
     and, where feasible, within 
     buildings)

•   Compare health-related 
     absenteeism rates in different
     locations. 

5. If rates are noticeably higher in one
     building or location, consider
     possible physical causes. 
   

2. Staff Turnover/Retention 
(percentage of full time-employees 
leaving employment in a given year)

•    Track and record the number of
      absences reported by all of your
      employees. 

•    Identify a specific reason for the 
      absence (e.g. whether it is health-
      related or for some other reason) 

•    Break down your overall
      absenteeism by location (across
      and, where feasible, within
      buildings)

•    Compare health-related
      absenteeism rates in different
      locations 

•    If rates are noticeably higher in
      one building or location, consider
      possible physical  causes. 
    

UKGBC - Health, Wellbeing & 
Productivity in Offices report:⁹



3. Revenue breakdown 
(revenue per division/department/ 
team, per office/employee) as a 
measure of employee productivity 

•   Track and record the number of 
     absences reported by all of your
     employees 

•   Identify a specific reason for the
     absence (e.g. whether it is health-  
     related or for some  other reason) 

•   Break down your overall
     absenteeism by location (across
     and, where feasible, within
     buildings)

•   Compare health-related
     absenteeism rates in different
     locations 

•  If rates are noticeably higher in one
    building or location, consider 
    possible physical causes.

4. Physical complaints 
(complaints from employees of 
physical discomfort associated with 
work environment and activity) 

•  Track and record physical
    complaints reported by all of 
    your employees, making an effort
    to include even minor complaints
    that normally go unreported 

•  If not too burdensome, track speed
    of response, and whether a 
    complaint was resolved in a
    satisfactory fashion 

•  Evaluate the type and number 
    of physical complaints by location
   (across and, where  feasible, within
    buildings). 

•  Where rates are noticeably higher
    in one building or location,              
    consider possible physical causes.
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UKGBC - Health, Wellbeing & 
Productivity in Offices report:
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5. Self-perceptions as determined by a survey

•  List of statements that employees agree/disagree with (use of a likert scale)

Foundations of a framework: 

1.  Firstly, assess the wellbeing initiatives that are already in place in the offices 
    for employees 
2. Study employee satisfaction and wellbeing using methods of self-report, such
    as surveys and questionnaires
3. Evaluate effect on organisation (e.g. financial outcome)



By and large full service agencies place significant importance on employee engagement 
and wellbeing. Many mentioned employee perks and bonuses on the main page of 
their website, detailing how they support their staff wellbeing and growth beyond the 
workplace.  However, many did not list actual long term initiatives specifically centred 
on wellbeing and building soft skills thus it was difficult to find frameworks used in the 
industry to measure the impact of any initiative put in place.

Industry 4: Full Service Agencies

15

Solid Metrics ¹0 are often used as a framework to measure employee well being and 
engagement e.g. comparing the number of absences reported, recording productivity 
levels, take up rates of healthcare benefits, staff engagement, email open rates, intranet 
or portal hits, or send out evaluation forms to encourage feedback. 

The establishment and monitoring of key performance indicators e.g. absence rates, 
productivity measures and engagement rates from the beginning of the programme, 
enable employers to see the impact of their health and wellbeing strategy on their 
employees and business. 

Employee engagement levels, employee feedback, programme participation rates and 
employee absence rates were the top four measures used by organisations to assess 
the effectiveness of their health and wellbeing initiatives.

‘Employee Wellbeing Research 2017 ¹¹: the evolution of workplace wellbeing in the 
UK’ from Reward & Employee Benefits Association (REBA) in association with Punter 
Southall Health & Protection shows that these measures are used by 82.3% for employee 
engagement levels and 72.6% of respondents for employee feedback and wellbeing 
programme participation rates. 67.7% measured the effectiveness through employee 
absence rates.

Sentiment Analysis ¹² is also used as a framework to measure impact. Sentiment analysis 
can be performed on anything that is written e.g. monitoring blogs, tweets, Facebook 
pages or collaboration apps. The idea is to gauge the sentiment behind what’s written 
to, from and by employees and to measure their engagement with these written forms of 
communication. Although this can pose an ethical issue some argue that it is well within 
most organisations’ rights to monitor email and other written communication mediums, 
but this kind of monitoring has to be done with a light hand and with an eye toward 
transparency, openness and honesty. The focus must be on high-level sentiment, broad 
and general information gathering with the express purpose of assuring employees’ 
continued happiness and wellbeing.
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We found two companies which had very good examples of wellbeing initiatives and 
strategies in this sector:

Viget launched an internal campaign called ‘Healthy Viget’¹³ which factored on health 
orientated content posted twice a week on their employee forums. They shared content 
through two main avenues: 

1. Slack, where they posted a message on Monday morning in the #healthyviget channel, 
and
2. A weekly company-wide newsletter - ‘The Lab Report’ - a Google Doc that is shared 
on Friday afternoons. 

The framework they used to measure the impact of this initiative was through  measuring 
the engagement within these platforms e.g. the amount each employee posted, engaged 
or contributed to them as well as the impacts of this on other employees e.g. if one 
employee posting influenced others to join in too.

R2i ¹⁴ also had an employee wellness initiative in place however they used an external 
framework to measure it. ‘The Top Workplaces’ are determined based solely on employee 
feedback. The employee survey is conducted by WorkplaceDynamics, LLP, a leading 
research firm on organisational health and employee engagement. WorkplaceDynamics 
conducts regional Top Workplaces programs with 40 major publishing partners across 
the United States. Over the past year, more than 5,000 organisations and one in every 
88 employees in the U.S. have turned to WorkplaceDynamics to better understand 
what’s on the minds of their employees. For the second year in a row, r2i employees 
participated in the Workplace Dynamics survey earning it a place among other leading 
employers in Baltimore.

These findings can be used to determine how individuals are responding to certain 
changes, initiatives, programs and the like, and employers can ‘zoom out’ to see how 
sentiment is faring by department. Tracking of habits - how many people repeatedly 
take part in wellness and wellbeing activities are also deemed very useful.



The general framework for measuring employee engagement and wellbeing in 
consulting firms: 

Much like the other industries studied as part of this research, the consulting sector 
also uses surveys as their main tool to obtain information on employee satisfaction 
and wellbeing. In addition, we found that most firms across all industries have a similar 
stance on the huge importance of gathering employee feedback and the many ways in 
which they can use the data acquired from employee surveys to benefit their companies. 
However, we particularly noticed that consulting firms went one step further than 
the others and dedicated more time and effort to the creation of highly innovative 
frameworks with the intention of obtaining high-quality information from their employees 
in a more efficient way. We have concluded that this was the case due to the nature of 
consulting firms, as they have to ensure that the frameworks are not only effective for 
themselves, but also for the companies that they advise.

Industry 5: Consulting  

PWC (PriceWaterhouseCoopers):

PWC has been very vocal about the importance of acquiring employee data, and they 
have even conducted studies on the lack of proper frameworks in most UK firms to obtain 
said data. Through one of their research assessments where they investigated 100 
companies, they discovered that “more than half (55%) failed at having a consistent and 
complete approach to tracking the information that’s needed for strategic change”.¹⁵  
PWC insists that what companies are missing is something called “people analytics” 
and they proceed to explain that firms require a “thorough understanding of the specific 
workforce issues” faced by their employees. In order to acquire this understanding, 
PWC offers their clients a very complete framework that they have created, where they 
combine “a broad range of services, [ranging] from benchmarking to advanced analytics 
to comprehensive workforce surveying” to help their clients “build a people analytics 
capability that allows [them] to do more with [their] data, including Big Data for HR”.¹⁶
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Our approach: 

•  We deployed a 12 week employee wellbeing programme in March 2017 to
  improve business performance amongst employees, managers and the
  organisation as a whole 
•  We set up wellbeing champions and gave managers a wellbeing dashboard to  
 track their team’s progress 
•  A wellbeing platform was deployed providing employees with tailored support  
 to improve their wellbeing
•  Data was gathered across a range of areas including pulse questions that give 
 real-time feedback on workplace challenges the organisation could resolve 
•  We then played back the data and findings with management, creating
  targeted solutions for both short and medium term business improvements

Results:

• Managers are focusing more on wellbeing and have improved the engagement 
 in their teams 
•  There is an increased awareness in the business around health and wellbeing 
 and how it impacts productivity 
•  Sleep and stress have been identified as the biggest detractors to performance
  Employees selected individual daily habits that have improved their performa
  and quality of life” ¹⁷
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An example of a PWC framework in action can be seen down below. The example was 
extracted from a publication posted by a member of their HR team and it shows how PWC 
would obtain and use employee feedback to generate improvements on a company:

The problem: 

•   Our client was the lowest performing contact centre for a private healthcare 
     provider – resulting in very poor patient satisfaction 
•   They needed to improve the employee experience to improve customer
  satisfaction

Indicators of poor employee experience were:
 
•   Extremely low engagement 
•   High attrition (+40%) 



This alternative framework that Deloitte has designed, is what they have called “the 
EngagePath” approach, and they have explained it as seen below:
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Deloitte:

Deloitte has also thoroughly studied the trends in the way companies obtain information 
from their employees, and they have identified the issues with the most commonly 
used frameworks. One of these popular traditional frameworks is what they call the 
“once-and-done” method, which as they explain is the annual employee surveys 
that most companies believe to be enough. In response to this method, Deloitte raises 
several concerns and they mention that “the process can actually build distrust in the 
workforce if employees see the surveys as a compliance-motivated exercise instead 
of a genuine desire to respond and improve.” They also add that “the cycle time, 
particularly in large organisations, can also be quite long,” meaning that “by the 
time [a company] disseminates the survey, gathers the results, interprets the results, 
and plans interventions, the problems may have passed, the damage from the issues 
identified is done, or new issues have surfaced that have not been captured”.¹⁸

As an alternative, they suggest that “measuring and managing engagement should be 
an ongoing, always-listening process that enables organisations to actively hear and 
respond to their employees in timely and focused ways”. Additionally, they state that 
this means “using a comprehensive baseline survey” and perhaps also “taking more 
frequent pulses at least quarterly to dig into the issues”. ¹⁹
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This framework is a part of their larger approach to tackle the process of obtaining 
employee feedback, which they summarized in this outline:

20
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BJ’s Wholesale Club (BJ’s)

Profile

A large American membership-only warehouse club chain that operates about 200 
warehouse stores with 30,000 employees across the Eastern United States

Introduction of wellness/wellbeing programmes:

Researchers from Wellness Workdays introduced a package of eight wellness program 
modules including:

• individual and team-based activities and challenges related to topics such as  
 nutrition, physical activity, and stress reduction.

Researchers conducted a randomized evaluation to measure:

• The impact of a wellness intervention on employee health and wellbeing
• Worker absenteeism and turnover
• Health care spending and utilization

Researchers randomly selected 40 BJ’s sites and assigned 20 sites to the treatment 
group and 20 sites to the primary control group, with the remaining sites serving as 
secondary controls. Each site has about 100 employees at any given time.

Industry 6: Retail Industry  

21

Measuring

Researchers measured outcomes using survey and clinical data collected from:

1 surveys of health behaviours, physical and mental health, and overall 
 wellbeing;
2 on-site clinical health assessments, including cholesterol, diabetic blood sugar
  control, blood pressure, and body mass index. 

Researchers also measured outcomes using administrative claims and employment 
data collected from:

3 Employment records, including absentee and sick days, job tenure, and work  
 performance.
4 Insurance claims records for those insured through BJ’s, including physician  
 visits, emergency department visits, hospitalizations, and prescription   
 medication use.  



Results

After 18 months, employees at worksites that offered the wellness program 
reported improved health behaviours for two out of the 29 self-reported outcomes 
(regular exercise and active weight management), but the program did not have a 
measurable effect on clinical measures of health, health care spending or utilization, 
or employment outcomes. 22
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What are soft skills?

The term soft skills cover a wide range of skills as diverse as teamwork, time management, 
empathy and delegation. Soft skills are general attributes that are not specific to a job 
or industry. They are usually self-developed, meaning no training is needed to build 
them. And because they can be applied to a number of different roles, soft skills are 
always desirable – no matter what field you are working in.

The Importance of Soft Skills in the Work Place

What are hard skills?

Hard skills are specific abilities which help people carry out different jobs. They are 
teachable, meaning that you can develop them through dedicated training. And, for 
some careers, certain hard skills will be considered prerequisites.

Importance of soft skills within jobs

Soft skills can have a direct impact on productivity when it comes to non-client facing 
responsibilities as with most jobs requiring teamwork, organisation and communication 
across different sectors of the company. Without these strong soft skills within a 
workforce, it can derail productivity due to slow or even miscommunications, which can 
result in a slow output of a team project. This can affect business-client relationships 
as well as missing opportunities for growth or competitive advantage. 

Soft skills such as creative thinking are important in the field of management in order 
to maintain a motivated workforce; the absence of these skills can negatively affect 
productivity presenteeism, absenteeism and retention.

Tech companies like Google look for candidates that show strong soft skills and have a 
creative mind. Craig Fenton, Director, Strategy and Operations at Google UK, Ireland 
and Southern Europe explained that creativity is very important especially in business. 
It needs to be exercised and trained constantly, and it is fundamental for a calm, 
balanced mind.

Without the proper skills within the workforce, there are fewer “in-house” promotions 
within the company as employees may not possess the right set of skills to manage, 
organise and motivate others. This could derail motivation within an organisation as 
employees cannot see a potential path for career progression [1]. There is a larger cost 
on employers as they will need to take more time in advertising for roles to candidates 
outside of their organisation. 
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Soft skills can have a direct impact on productivity when it comes to client-facing 
responsibilities. Interpersonal skills such as negotiation and persuasion are necessary 
within certain roles of the finance sector, such as Procurement, M&A, and Sales. 
Individuals need to be able to sell a product or a service effectively. Without concrete 
soft skills, clients might perceive the deals or services as unsuitable and could turn 
away from the organisation. Therefore, a strong set of soft skills is crucial to delivering 
excellent financial services and maintaining a successful business. 

Another example of the importance of soft skills in the workplace is the fact that they are 
being measured through the online assessments. In order to determine the candidates 
with the best potential for the role, situational judgement tests (SJTs) are completed. 
A series of business scenarios are showcased and the individual’s response to each 
scenario is assessed. The responses of the SJTs are used to assess which soft skills 
candidates have developed through their experiences. (2)

Growing importance of soft skills and why

With technology across all industries becoming more popular, it has started to free up 
workers to focus on more client-facing responsibilities. A nursing report stated that, 
“Human-centred technologies simplify processes and allow nurses and doctors to 
spend more time at the bedside, where they can listen to patient stories, build trusted 
relationships and deliver personalized care”[3]. This will see an increase in the importance 
of key soft skills for any future candidate in the workforce as there will be a greater 
need to provide top quality service to clients. Furthermore, as technological advances 
may remove administrative task roles, workers with the correct transferable skills [4] 
can be trained to do other roles. This would benefit the company as it would reduce 
costs and time spent on advertising for new or separate roles. 

The importance of soft skills within the workforce has grown at an alarming rate. A report 
in 2015 surveyed a large number of hiring managers and HR professionals across the 
UK. They found that 77% of respondents believed that soft skills were just as important 
as hard skills, whereas 16% believed soft skills were more important than hard skills 
[5]. Another report in 2018 had shown that 57% of leaders agreed soft skills were more 
important than hard skills [6], with many stating the top 5 soft skills they would love 
for their employees to learn. In a report in 2019, Deloitte  theorised that, “Soft skill-
intensive occupations will account for two-thirds of all jobs by 2030” [7]. Due to the cost 
of robotics decreasing and the performance of AI constantly improving, there will be a 
decline in the copious amounts of workers with the hard skills that were once seen as 
a necessity. However, as emotional intelligence is hard to replicate with robots, there 
will be greater demand for soft skills that help develop strong emotional intelligence.
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Benefits of soft skills training 

1.   Increased productivity: Employees’ efficiency in their tasks and responsibilities
      increases which will help bring the company closer to achieving its goals.

2.  Improved teamwork: For a business to function effectively, people must work well
      together in order to achieve a common goal. The quality of work improves when 
      people use their individual strengths and skills together in collaboration.

3.  Improved retention rates: People want to work at a company that invests in
     employees’ career development, in fact, 63% of UK employees would change their  
     employer if they are offered a job at a company with more training opportunities.

4.  Improved employee satisfaction: Investing in employees shows them that they 
      are value. Feeling appreciated and having a positive outlook of the company increases
     job satisfaction.

5.  Improves leadership: Soft skills help prepare employees for leadership positions 
     because specific skills are desired, such as active listening, empathy etc. Excellent  
     management contributes to employee satisfaction, which consequently affects
     staff retention. 

6.  Attracts new clients: If your clients are happy with your company’s service, they       
     are more likely to recommend you to other clients. This provides your company 
     with new business opportunities. (8)

One study from MIT Sloan found that a controlled, 12-month trial of soft skills training 
in five different factories yielded a 250% ROI in just eight months. Their training on soft 
skills like problem solving and decision-making boosted productivity, made complex 
tasks more efficient, and improved employee attendance.(9)

PWC also conducted extensive research on the way our workforce is constantly changing 
and adapting to our rapidly evolving world. Within that research paper, there were 
several mentions of the growing importance of soft skills as technology begins to form 
an increasingly large part of the work life. They mentioned how machines are taking on 
many activities previously performed by humans but they highlighted that they will not 
be able to replace skills such as creativity, imaginative thinking and decision-making.23
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Importance Of Creativity As A Soft Skill In Lawyers 

Susanne Polewsky & Hermann Will (2008) 24  researched the effectiveness of creative 
workshops in organisations. They addressed a greater need to encourage creativity 
in organisations, teams and networks to break down barriers caused by hierarchies 
in companies. The creativity of employees ensures that even after rationalisation and 
restructuring has been done, there are still options for further development. Creative 
individuals are better at envisioning potential outcomes of an action; they use this 
knowledge to plan better strategies for success.  As a result, creativity has become one 
of the basic qualifications for all employees from all sectors. One way that companies 
can promote the growth of creativity in their employees is through creative workshops.

Organisations such as The Creativity Workshop 25 can teach employees tools needed 
to develop professional skills and creativity. Former professor Shelley Berc (University 
of Iowa) and expeditionary artist and author, Alejandro Fogel, hold courses tailored 
to promote creativity and spark imagination in employees. They report an array of 
creative skills and abilities that can be useful in the legal profession. Creative thinking 
can help individuals to reduce the impact of negative feedback and criticism; this helps 
individuals to move on from any setbacks and to focus on developing the positive aspects 
of their work. Another useful skill for lawyers can be storytelling. Lawyers can learn 
and develop well-packaged stories that are in-depth and memorable to help with their 
client’s arguments. Berc emphasises the need for more adults to stimulate their creative 
potential even after childhood as it is necessary in order to prosper in their careers. 

A paper published by Jason C. Meek (Berkeley Law, 2011) 26  highlights the importance 
of creativity in order to develop critical self-reflection. The paper argues that many law 
firms today prioritise teaching critical analysis over critical self-reflection. Meek argues 
that the best lawyers are creative as they can resolve the client’s issues by innovation 
rather than just by logical reasoning. A more transformative learning model, which 
integrates soft skills such as creative thinking, can help to train future lawyers to think 
beyond conflict and make observations from “the inside out”. As a result of regular 
and effective self-reflection, lawyers will have enhanced wellbeing and more positive 
attitudes for the legal profession. 
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