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One of the most critical and influential sectors of the economy, the financial services industry, 

is hardly-known for their cutting-edge adaptability. As a consequence, the banking, investing, 

and insurance industries struggle to adapt, even more than other office-led industries, to the 

HR challenges brought along by the COVID-19 pandemic – managing remote working on an 

unprecedented scale was one of them, and handling the increased stress levels of financial 

services employees was another. 

Notwithstanding, the fact is that these changes were already on their way. Working remotely, 

adopting forward-thinking technology (such as AI), and paying attention to employees’ mental 

health were bound to happen – the pandemic only sped up the pace with which changes 

had to be implemented. Therefore, the financial services sector can no longer postpone the 

rollout of solutions to the professional needs of their workforce.

Read further for a straightforward strategy on how to tackle these challenges.

Summary
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Alongside the need to quickly and smoothly adjust to remote working, stress levels and 

economic fallout, HR leaders have had, in recent years, to cope with other challenging topics 

to the industry. 

Diversity & Inclusion

Beyond the COVID-19 pandemic, there’s currently a stronger focus on fostering employee 

diversity due to societal events. Financial services are often very traditional – if not conservative 

– environments, and as a result, one of the least diverse industries in many countries (e.g. 

in the United States). HR leaders, then, hold the responsibility of implementing diversity, 

equality, and inclusion (DEI) programs to deliver a more mixed workforce – which, in return, 

also promotes productivity (    as discovered by a PwC Global survey in which 85 percent of 

financial services CEOs agreed that DEI programs enhance business performance).  

Current Challenges for HR 
Leaders in Financial Services 

Part I

https://www.finance-monthly.com/2022/01/the-future-of-diversity-inclusion-its-a-people-thing/
https://www.finance-monthly.com/2022/01/the-future-of-diversity-inclusion-its-a-people-thing/
https://sloanreview.mit.edu/article/rethinking-diversity-measures-in-the-finance-industry/
https://sloanreview.mit.edu/article/rethinking-diversity-measures-in-the-finance-industry/
https://www.pwc.com/gx/en/ceo-agenda/ceosurvey/2021/report.html
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Talent Crisis 

Another key challenge that HR leaders in the financial services industry are facing is a talent 

crisis. An industry with a legendary reputation for its intense work schedule and a play-hard-

work-hard ethos is not appealing, at least not in the long run, for Millennials and GenZers 

who tend to give a much greater value to work-life balance than previous generations. Not 

only that but the scandals afflicting the sector for years, drive away business graduates 

who rather seek employment in industries and companies with better reputations. All these 

factors combined translate into low retention, high turnover and a growing deficit in skilled 

industry workers. 

Digital Transformation 

There’s also the ongoing need to reskill the workforce to tackle the digital transformation 

initiatives in the industry, which have been, for years, mostly unsuccessful. The COVID-19 

crisis brought an urgency to rapidly digitize processes which cannot be done without changing 

the industry’s infamous reluctance towards this topic.

https://internationalbanker.com/banking/industry-woes-rise/
https://internationalbanker.com/banking/industry-woes-rise/
https://www.pwc.com/gx/en/financial-services/publications/assets/pwc-millenials-at-work.pdf
https://www2.deloitte.com/content/dam/Deloitte/global/Documents/Financial-Services/gx-fsi-iif-deloitte-digital-transformation-study-2020-report.pdf
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The pandemic has had a sweeping effect on employee well-being. A meQuilibrium survey 

about the impacts of COVID-19 on workforce resilience showed that:

These numbers rose from the pressures and instability around the economy and the abrupt 

switch into remote work, which caused not only logistical hurdles but also individual ones, 

with an increasing sense of isolation. That said, employees got used to remote work and even 

though companies are preparing - as well as expecting - a return to the office as soon as 

possible, only 20% of employees seem keen on going back to their cubicles, even on a hybrid 

mode. 

Naturally, these make the work of any HR Leader in the financial sector more challenging than 

ever before. How to attract new employees? How to keep retention rate high and turnover 

low? How to care for employee well-being while ensuring business growth? To help answer 

these questions, we put together a few effective steps to steer HR leaders towards the path 

of employee success. 

The Pandemic Aftermath 
on the Financial Services 
Workforce

Part II

23% 16% 37%
of employees under 40 
reported an increase in 
disordered sleep

of employees in the 
financial sector reported 
more work-related stress

less motivation

https://go.mequilibrium.com/rs/553-GRV-433/images/meQuilibrium-The_Impacts_of_COVID-19_on_Workforce_Resilience.pdf?source=email
https://www.pwc.com/us/en/industries/financial-services/library/hybrid-work.html
https://www.pwc.com/us/en/industries/financial-services/library/hybrid-work.html
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Become more agile

The financial services industry has seen a wide range of fast-moving, tech-friendly new 

competitors in the past years: FinTechs. These emerging startups bring technology and 

innovation that rethink the traditional methods and delivery of financial services – from 

banking to stock trading. To remain competitive, financial institutions need to be agile 

and foster an innovative mindset – from the sales team to the C-level executives. Digital 

coaching can be a great tool to implement more agility in this traditional industry.

Invest in reskilling the workforce

As industry 4.0 moves forward with digital transformation, companies have started to adopt 

a tech-first approach. By embracing the cultural shift, the financial industry will change – 

and workers will need new skills to keep up with the pace. How can bank employees build 

and maintain relationships with their colleagues and customers now that they can’t meet 

them in person? 

Upskilling and reskilling the financial workforce has become crucial to success – a 

McKinsey report suggests that almost all roles in bank branches will decline over the next 

decade. Look at trends in the industry to find leads of reskilling areas, and don’t forget 

the Big Six: customer experience, data fluency, leadership, non-financial-risk management, 

cybersecurity, and operations management. Going even further, management will also need 

the training to become better leaders and foster a growth mindset too. A scalable learning 

infrastructure might be one of the solutions for financial services needing to invest in new 

skills.

Steps to Overcome HR 
Challenges in the Financial 
Services Industry

Part III

1

2

https://www.sharpist.com/solutions/1-1-digital-coaching
https://www.sharpist.com/solutions/1-1-digital-coaching
https://www.i-scoop.eu/industry-4-0/#:~:text=Industry%204.0%20is%20the%20digital,of%20the%20industrial%20value%20chain.
https://www.sharpist.com/challenges/organizational-transformation
https://www.mckinsey.com/industries/financial-services/our-insights/how-banks-can-build-their-future-workforce-today
https://monstar-lab.com/global/expertinsights/banking-and-financial-service-trends-to-explore-for-2022/
https://www.sharpist.com/challenges/employee-empowerment
https://www.sharpist.com/challenges/employee-empowerment


How to Tackle HR Challenges in Financial Services

8

Attract new talent (and keep it)

Compliance with new privacy regulations and gathering data from different sources might 

require upskilling – but that’s only part of the solution. Attracting new talent (and retaining 

it) is also an opportunity for financial services to remain innovative and competitive. This has 

always been a frustration in the industry since the lack of diversity, and traditional hierarchy 

present in the industry can frustrate and prevent workers from joining in.

And, as the employees’ expectations rise, it’s essential to keep the company competitive if 

employees are to stay for the long run. Digital coaching can play a significant role in talent 

retention since it drives engagement along with a sense of purpose and empowerment. 

Improve customer service

Customer retention is another vital point to act upon the many challenges of the financial 

industry. As new players enter the market – often with disruptive technologies – customer 

experience and service are moments in the journey that can’t be overlooked. In an Accenture 

Financial Services global study, 49 percent of respondents indicated that customer service 

drives loyalty (a.k.a. retention). Not only do websites and applications need to be tech-savvy 

and user-friendly, but the customer service team must also be improved – either with further 

training or AI-assisted processes (like bots).

3

4

The pandemic has shifted the business world in many different ways, with 

some industries adapting faster than others. Although traditional and often 

conservative, the financial services industry is in a pivotal moment where it 

must undertake the necessary changes to remain competitive, without further 

delay. One key point of this strategy must be to equip their HR leaders with the 

tools and resources necessary to help their workforce thrive and overcome their 

current challenges. This brief guide enlists the fundamental steps to make it 

happen.

Key Takeaways

https://www.sharpist.com/blog/diversity-and-inclusion-at-work-more-than-just-buzzwords
https://www.sharpist.com/solutions/people-retention
https://www.sharpist.com/solutions/people-retention
http://Accenture Financial Services global study
http://Accenture Financial Services global study


Digital coaching can be an effective HR tool to support employers 
and employees during challenging times. Learn how Sharpist 
develops tailored coaching solutions for people through an 
outcome-driven digital learning solution for employee growth.

Contact Us
hello@sharpist.com 

+49 30 120 88 76 33

www.sharpist.com


