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Loyal employees are at the heart of any successful business. In short,

employees manage your company, design its products and services,

sell new business and interact with your customers everyday. Yet, in

today’s highly competitive market, it’s difficult to retain employees

who have the talent, skills and knowledge necessary to give your

company a competitive advantage.

To that end, your company would benefit from asking insightful

questions about its workforce, including:

• Are your employees loyal to your company? 

• What elements of your relationship drive their loyalty to you? 

• How does employee loyalty affect your customer relationships? 

• Are your employees entertaining offers from your competitors? 

The Employee Relationship Assessment is an effective measurement

tool to help identify what matters most to your employees and how

you perform in those critical areas. It combines a scientifically

designed relationship measurement model with actionable reporting

to provide information directly from the source. What’s more, the

Employee Relationship Assessment offers third-party credibility to

secure honest feedback from employees about their loyalty levels 

and the reasons they maintain (or lose) that loyalty. Providing 

understandable and actionable information, this tool can be used 

to make both strategic and tactical evaluations and decisions.

• Measure your employees’ 
perceptions, attitudes and
feelings about your organization.

• Pinpoint ways to improve
employee relationships and
increase your business success.

• Identify areas requiring 
attention and intervention.

• Learn how you compare 
to other organizations.

• Produce baseline measures 
for tracking improvement.

• Zero-in on the areas of 
concern that will have the most
impact on employee loyalty.  

Walker Information is the founding member of the Walker Information Global Network,
providing the most recognized tools for measuring critical business relationships.



A Powerful Business Tool
The Employee Relationship Assessment is designed to be more than a research 
activity. It is a powerful tool for managing critical employee relationships.

• Strategic Tool – to determine what percentage of your employees are truly loyal.

• Tactical Tool – to evaluate how employees in different departments, divisions or locations feel about the company.

• Operational Tool – to determine how to prioritize improvement efforts and human resource initiatives.

• Auditing Tool – to assess company performance and determine the stability of your workforce.

• Accountability Tool – to identify and address employee concerns in day-to-day operations.

• Leadership Tool – to motivate and show that you care about employees and the issues they face.

• Internal Communication Tool – to communicate knowledge about the company that employees 

need to do their jobs well.

Beyond Retention
The key to profitable, long-term relationships with employees

goes beyond mere retention. Successful companies know they

must be able to assess the desire of the employee to want to stay

with the company – that gets to the heart of loyalty. These truly

loyal employees will not only stay with the company but also

exhibit desired behaviors, such as going above and beyond 

the call of duty, being highly motivated at work, recommending

the company to potential prospects, and resisting offers from

your competitors.

The Employee Relationship Assessment measures loyalty.

The feedback gathered from your employees addresses 

key workplace factors driving loyalty – for example, care 

and concern, fairness at work, work/job resources, trust in

employees and perceptions of the company’s ethical culture –

and helps identify which areas are most critical for your

improvement efforts.

Turnover – The Silent Profit Killer
Once considered a “soft” measure with little influence on 

financial indicators, business leaders today recognize that

employee loyalty has a measurable impact on the bottom line.

Talk to your chief financial officer about the hard and soft costs

of employee turnover, including:

• decreased productivity during pre-departure time

• overtime for remaining employees or temporary 

replacement costs

• administrative resources to advertise available positions, inter-

view candidates, check references and secure a replacement

• training costs and increased supervision of new hires

Could your company benefit from more resources allocated to

sales, marketing or customer service? With a solid understanding

of employee loyalty and a strategic plan to build stronger 

relationships, companies can expand areas that help grow 

the business instead of spending time and resources simply

replacing workers.

The Employee Relationship Assessment helps companies reduce

costly turnover by providing a better understanding of what

drives loyalty and how the company performs in those critical

areas. With this information, you can prioritize efforts to handle

issues having the most impact on loyalty and retain more of

your valuable employees.

DID YOU KNOW?It can cost up to 150% of their salary to
replace a professional or technical employee



The Four Faces of Employee Loyalty
The Employee Relationship Assessment will provide a breakdown of your employees – segmented by loyalty grouping
so that you gain perspective on the overall health of your workforce. Specifically, your employees are categorized in
four different groups:

• Truly Loyal employees like working for your company and plan to

stay with you for at least the next two years.They display positive

workplace behaviors and recommend your company to others. 

• Accessible employees like working for your company but are not

committed to staying.There are opportunities for you to improve

the relationship and earn greater levels of their loyalty.

• Trapped employees do not like working for your company but feel

that they have no other option. Companies who focus only on

retention often trap their employees with “golden handcuffs.” Trapped employees 

often display workplace behaviors having a negative effect on the organization.

• High Risk employees are not happy and are likely to be actively looking for other 

employment opportunities. They’re already halfway out the door.
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The Process – How it Works
Walker Information will work with you to make sure our 

scientifically tested process meets the unique needs of your

company. There are four key steps in the Employee

Relationship Assessment process:

• Planning – We work with you to develop program 

objectives, assign team members, and communicate 

the importance of the assessment to your employees.

• Development, Data Collection – In this step, we work with

you to finalize the questionnaire, tailored to meet your 

organization’s needs.Then, the survey is sent out to your

employees and data collection is completed.

• Processing, Analysis – Performance perceptions are quantified

at this stage and advanced statistical modeling procedures 

are applied. Comparisons to Walker Information’s nationally

representative proprietary benchmark data are also available.

• Reporting, Action Planning – Final reports are presented 

and interpreted. Work sessions are conducted to review

results and discuss action plans.

Reliable Information
The Employee Relationship Assessment is a scientifically

designed survey tool created and tested by a team of research

experts. Walker Information has developed and refined our 

science for more than 25 years and has integrated technology

applications to offer practical solutions for your business 

measurement needs.Walker also has conducted three proprietary

employee loyalty benchmark studies – national versions in 1999

and 2001 and a 32-country global study in 2000. The program

offers the necessary data to better understand your employees’

perceptions, attitudes and behavior.

Understanding these elements can help your company maintain

and build loyalty among its key ambassadors to the marketplace.



Version 2.0 – The Latest Insights to Employee Loyalty
An advantage of having years of experience, the Walker Information Global Network constantly works to refine its scientific 
models. The latest developments provide even more insight to understanding the loyalty of your employees. Enhancements include:

• A wider array of employee loyalty elements – Employee 
choices and the notion of loyalty have become more complex.
With labor shortages in a number of industries, layoffs in others,
there remains one constant: a need for retaining highly skilled
workers. These highly skilled workers have more leverage in 
their relationship with you.Version 2.0 includes a loyalty 
measurement system accounting for a greater array of 
employee experiences and perceptions.

• Enhanced brand perceptions and communications guidance –
Marketers today know that part of effective branding includes
communicating and building brand awareness and affinity 
internally. Employees can become some of the best advocates 
of your brand to the external market. Our newest model 
helps companies pay attention to how well brand messages 
are being communicated and understood internally.

• Deeper understanding of tangible benefits – Business leaders need 
evidence that investing in employee-focused studies results in 
bottom line improvement. Relating loyalty to retention and 
turnover costs, version 2.0 offers a better understanding of how 
loyal employees are more likely to stay and less likely to search 
for alternate employment or entertain offers from other firms.

• A profile of “trapped” employees – Often, a large number 
of employees are “trapped” – feeling forced to stay with 
you. It is important to understand the factors that keep 
them from leaving, to improve the relationships so that 
they want to stay and exhibit positive work behaviors rather 
than merely being retained. If employees feel trapped and 
unmotivated at work, they will not provide the best service 
to your valued customers.

• A profile of “accessible” employees – Often, a small percentage of
employees are happy working for you, but actually may be open 
to leaving you for another firm. It is important to understand the
factors that make them accessible and to strategically counteract
those factors, if controllable, to keep valued talent and organizational
knowledge within the company.

• Improved alignment with customer measurement – The link
between employee experience and customer experience has been
well demonstrated in the popular press.Yet, for an organization to
understand this link for its specific situation requires some alignment
of employee and customer measurements.Walker’s latest employee
model has been specially designed to align better with customer
measurement in a way that makes linkage more intuitive and clear.

• Feedback on your company’s employee focus – Many of today’s
companies are very intentional about focusing on employees and
their concerns. Consider published lists in the business press of the
top 100 places to work. Being “employee-friendly” has become a
critical advantage for recruitment efforts in the war for top talent.
The best measure is the employee’s own voice.Walker Information’s
latest model explicitly measures the degree to which employees
believe this employee focus exists.

• Organizational versus departmental loyalty - Employees can be
happy working within their own department and at the same time
have negative feelings about the organization. Or, the opposite may
be true. As team or department relationships become increasingly
important in many companies, it is critical to understand the true
source of employee loyalty. Our latest loyalty model can tell you
whether employee feelings of attachment or concern are stemming
from their department, the organization, or both.

Walker Information Global Network

Walker Information Global Network is an international partnership dedicated to providing the

best tools for measuring important business relationships. The network uses proprietary

research tools developed by Walker Information, a world leader in customer satisfaction and

loyalty measurement. WIGN clients around the world are provided business solutions 

combining sound research with practical applications to better measure and manage 

relationships with customers, employees and other critical stakeholder relationships. 

The Walker Information Global Network consists of research companies worldwide serving

more than 75 countries. The combination of exceptional tools and this collection of partners

provide both local insights as well as seamless global research capabilities.

Walker Information is the founding member of the Walker Information Global Network,
providing the most recognized tools for measuring critical business relationships.
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