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Seasoned employees, those who have been with an organization for 15 years or more, are experts in both the 
financial services industry and the company’s culture. However, like all employees, they still need continued skill 
development—to stay motivated and productive. Otherwise, their performance will suffer.

Developing highly experienced employees differs from 
training other groups. How do banks and credit unions 
provide this training to ensure these employees embrace 
and benefit from it?

To help financial institutions provide the most 
effective training programs for this tenured group, 
OnCourse Learning interviewed Jack Hubbard, 
chairman & chief experience officer and Bob St. Meyer,  president and COO at St. Meyer & Hubbard, a company 
that focuses on improving sales performance, and Tom Carlin, managing partner at Eensight, which provides 
lending training solutions for financial services organizations. Eensight and St. Meyer & Hubbard are partners of 
OnCourse Learning.

All three provided smart advice and key tips based on years of experience working with highly experienced 
employees.

How to keep experienced  
employees current
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One: Determine the training 
an employee needs
How does a manager know what type of training an 
employee needs and if the employee is fully aware of 
regulatory changes?

One way is to provide diagnostic assessments to 
all employees, including senior leadership, so no 
group feels singled out or overlooked. 

A credit skills diagnostic assessment provides 
a quantifiable standard of proficiencies in areas 
such as financial analysis, the credit management 
process, risk mitigation and essential elements 
of commercial and consumer lending. Once the 
manager is able to measure each employee against 
the standard, he or she can develop a plan of action 
to fill the gap.

Another way to measure competency is to 
carefully observe the performance of senior-level 
employees. 

“From the manager’s perspective, I look at their 
call plans, loss ratios and write ups,” Carlin said. “I 
will discuss what I find with them.” 

However, Carlin cautioned that the approach a 
manager takes with this group is the key to making 
training a success. 

“The way you measure them is very different than 
how you measure younger people,” Carlin said. 
“You need to make sure there is a good blend of 
behavioral measurement and outcome measures. 
They’re at the point in their career where they 
understand the business.”

“They know what to do,” St. Meyer said. “They just 
may not know how to do it in a flexible way. This 
group may not be as nimble as younger employees.” 

Two: Make sure the training is keeping 
pace with their careers and experience
Senior-level employees can become frustrated if 
they have to go through full training programs or 
take training they think they don’t need. Some think 
they already know everything about a topic. How a 
manager positions the training is key.

“For people who are older, from a sales 
perspective, you can make this a master’s class 
or lab rather than training,” Hubbard said. “You 
need to frame it the right way. Use ‘we’ rather 
than ‘they’. You want to say, ‘This is how we 
will benefit’ instead of telling them what the 
organization wants them to do.”

Hubbard recommends that managers bring 
case studies to training sessions for discussion, 
so the team can examine situations that will be 
encountered and talk about how to best handle 
each situation.

Finding the right training is equally important. 
Choose training designed for experienced 
employees who need to brush up and stay current 
on regulatory information. This group benefits from 
courses that tackle fundamental topics and move 
swiftly yet effectively in a shorter period of time.

Three: Make training a reward, 
not a punishment
When positioning training to this group, 
managers can foster the idea that they are giving 
employees the resources they need to succeed. St. 
Meyer and Hubbard call this method “WIIFM”—
What’s In It For Me. 

“To make sure they value the education, show 
the ‘WIIFM’ and discuss their objectives,” Hubbard 
said. “This group tends to do anything if it makes 
their life easier. You also have to recognize when 
someone has been in the job for that long, they have 
their way of doing things and to change takes more 
energy.  You have to respect that.

How does a manager know 
what type of training an 
employee needs?
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After the training, it’s important to 
follow up to reinforce and make 
sure employees know they’re 
accountable for what they learned. 

Four: Follow up with accountability and coaching
After the training, it’s important to follow up to reinforce and make 
sure employees know they’re accountable for what they learned. 

Regular coaching sessions provide this accountability. During 
coaching, respect the seasoned employee’s experience and keep the 
session positive. This is especially important for managers who are 
younger than their staff.

“With more experienced people, it’s about their ego,” St. Meyer 
said. “When you’re dealing with a person who is more senior than 

you, ‘ask, ask, ask,’ before you ‘tell.’ Talk 
about the positives before the negatives. 
You want a 3-1 ratio, with three positive 
statements to every one improvement 
opportunity you discuss.”

“You talk about what they’ve done 
well and how it helped the organization,” 
St. Meyer said. “The conversation is 
much more positive than it is with less 

experienced employees. But you must be direct and talk about 
in a collaborative way.”

According to Hubbard, if an employee approaches the 15-year 
mark, they are most likely a lifer with that bank or credit union. With 
carefully thought-out training and development, these employees 
will continue to be high performers throughout their careers. 
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