Making Everything Easie.’“’

Learn to:

- Boost employee engagement levels,
productivity, and creativity

« Create and sustain an engaging culture

%
|| Attract and retain the best people

|

) |

7,

Bob Kelleher

Author, speaker, and founder of
The Employee Engagement Group




Employee
Engagement




Employee Engagement For Dummies®

Published by:

John Wiley & Sons, Inc.,
111 River Street,
Hoboken, NJ 07030-5774,
www.wiley.com

Copyright © 2014 by John Wiley & Sons, Inc., Hoboken, New Jersey
Published simultaneously in Canada

No part of this publication may be reproduced, stored in a retrieval system or transmitted in any form or
by any means, electronic, mechanical, photocopying, recording, scanning or otherwise, except as permit-
ted under Sections 107 or 108 of the 1976 United States Copyright Act, without the prior written permission
of the Publisher. Requests to the Publisher for permission should be addressed to the Permissions
Department, John Wiley & Sons, Inc., 111 River Street, Hoboken, NJ 07030, (201) 7486011,

fax (201) 748-6008, or online at http: //www.wiley.com/go/permissions.

Trademarks: Wiley, For Dummies, the Dummies Man logo, Dummies.com, Making Everything Easier, and
related trade dress are trademarks or registered trademarks of John Wiley & Sons, Inc., and may not be
used without written permission. All other trademarks are the property of their respective owners. John
Wiley & Sons, Inc., is not associated with any product or vendor mentioned in this book.

LIMIT OF LIABILITY/DISCLAIMER OF WARRANTY: WHILE THE PUBLISHER AND AUTHOR HAVE USED
THEIR BEST EFFORTS IN PREPARING THIS BOOK, THEY MAKE NO REPRESENTATIONS OR
WARRANTIES WITH RESPECT TO THE ACCURACY OR COMPLETENESS OF THE CONTENTS OF THIS
BOOK AND SPECIFICALLY DISCLAIM ANY IMPLIED WARRANTIES OF MERCHANTABILITY OR FITNESS
FOR A PARTICULAR PURPOSE. NO WARRANTY MAY BE CREATED OR EXTENDED BY SALES
REPRESENTATIVES OR WRITTEN SALES MATERIALS. THE ADVISE AND STRATEGIES CONTAINED
HEREIN MAY NOT BE SUITABLE FOR YOUR SITUATION. YOU SHOULD CONSULT WITH A
PROFESSIONAL WHERE APPROPRIATE. NEITHER THE PUBLISHER NOR THE AUTHOR SHALL BE
LIABLE FOR DAMAGES ARISING HEREFROM.

For general information on our other products and services, please contact our Customer Care Department
within the U.S. at 877-762-2974, outside the U.S. at 317-572-3993, or fax 317-572-4002. For technical support,
please visit www.wiley.com/techsupport.

Wiley publishes in a variety of print and electronic formats and by print-on-demand. Some material
included with standard print versions of this book may not be included in e-books or in print-on-demand. If
this book refers to media such as a CD or DVD that is not included in the version you purchased, you may
download this material at http: //booksupport .wiley.com. For more information about Wiley prod-
ucts, visit www.wiley.com.

Library of Congress Control Number: 2013952423

ISBN 978-1-118-72579-5 (pbk); ISBN 978-1-118-75606-5 (ebk); ISBN 978-1-118-75618-8 (ebk);
ISBN 978-1-118-75626-3 (ebk)

Manufactured in the United States of America
109 87654321



Foreword

WJuldn’t you love to have a job where you woke up every morning with
such a “fire in your belly” that you couldn’t wait to get to work? Wouldn't

you love it if you could be absolutely passionate about the work in which you're
engaged, feeling a sense of deep purpose, meaning, and challenge in what you're
doing? Finally, wouldn't it be great if you were so deeply engrossed in your work
that you completely lost track of time? These three characteristics — vigor, dedi-
cation, and absorption — define a highly engaged employee. No wonder manag-
ers are striving to create conditions in which employees can experience high
engagement. Those same managers see employee engagement as a sustainable
source of competitive advantage that their competitors simply cannot copy.
More specifically, they see high employee engagement as something that is
valuable, rare, and difficult to imitate.

There is a well-defined logic that links employee engagement to bottom-line
results, but several important preconditions, or characteristics of an organi-
zation’s culture, need to be in place before employees can become highly
engaged. These include features such as job challenge and a sense that
employees are learning continuously; job autonomy, or the opportunity to
work without close supervision; a supportive supervisor; an organizational
climate of respect and trust; a work arrangement that matches each employ-
ee’s desire for work-life fit; and economic security, the belief that your job is
not at risk because your employer practices smart management to avoid
downsizing. If those conditions are present, employees tend to be highly
engaged and committed to their employers, and they intend to stay.

Employee engagement — at the individual, work team, and organizational
levels is a topic of great practical importance to employees and to their
managers, and there is a strong business case to encourage organizations
of every stripe to take steps now to enhance employee engagement. Bob
Kelleher's Employee Engagement For Dummies provides solid guidance
about how to do just that, whether by promoting a sense of purpose and
meaning in the work that an organization does, through leadership and
coaching strategies, by harnessing generational values, by developing work
teams that really work, by branding, or by gamification. The evidence to
date suggests that high employee engagement levels are a win-win for all
concerned, and that we all should strive to promote high levels of
engagement. Yes, work can be fun!

Wayne F. Cascio, PhD
Denver, Colorado
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Introduction

’ n recent years, the business world has reached a consensus: Employee
engagement is good for the bottom line. It's a simple equation, really: If
you can’t satisfy the demands of your clients or customers, you're going to
lose business. And the way to reach extraordinary levels of client and cus-
tomer service is through engaged employees.

Employees’ dedication speaks volumes to clients and customers. Not to
be clichéd, but a company’s employees truly are its greatest asset! Most
leaders understand this connection on an intellectual level, but they often
struggle with what to do to foster this type of dedication. Enter employee
engagement . . . and this book!

Coming across such a universally agreed-upon “win-win” is rare, but employee
engagement truly benefits everyone — including management. Why? Because
it boosts discretionary effort, or employees who go above and beyond, which
in turn drives superior business results. | would even go so far as to say that
employee engagement is the foundation of a healthy organization.

And yet, many organizations haven’t added employee engagement to their
list of key objectives. According to a 2013 study by the human capital tech-
nology firm SilkRoad, less than 40 percent of companies focus on employee
engagement at all. And those that do often view it as a “program.” But the fact
is, engaging employees requires a cultural shift — a change in how things are
done and communicated from the top to the bottom of your organization.

Engaging your employees won’t be easy, and it will take time. But when it
occurs, the results will astonish you! How do [ know? Because I've worked
for and with large global companies to boost employee engagement and have
experienced firsthand what happens when you capture your employees’ dis-
cretionary effort. It’s magic!

About This Book

Above all, Employee Engagement For Dumimies is a reference tool. You don’t
have to read it from beginning to end. If you prefer, you can turn to any part
of the book that gives you the information you need, when you need it.



2

Employee Engagement For Dummies

In addition, you can keep coming back to the book over and over. If you
prefer to read things in order, you'll find that the information is presented in
a natural, logical progression.

Sometimes | have information that [ want to share with you, but it relates
only tangentially to the topic at hand. When that happens, I place that infor-
mation in a sidebar (a shaded gray box). Even though it may not be mission
critical, I think you'll find it worth knowing. But you don’t have to read it if
you don’t want to.

Within this book, you may note that some web addresses break across two lines
of text. If you're reading this book in print and want to visit one of these web
pages, simply key in the web address exactly as it’s noted in the text, pretending
as though the line break doesn'’t exist. If you're reading this as an e-book, you've
got it easy — just click the web address to be taken directly to the web page.

Foolish Assumptions

You don’t need an MBA to understand the contents of this book. It’s written
in conversational, jargon-free prose. However, you'll note that much of the
advice in this text is geared toward those in management. In other words, its
focus is on engaging others more than on engaging oneself.

That said, the principles and best practices outlined in this book apply to
everyone. So, even if you manage no one, you'll find loads of tips and ideas in
this book that will help you boost your own personal engagement level. Who
knows, after reading this book, your raised level of engagement may even be
the boost you need to reach new career heights!

lcons Used in This Book

R\

SBE

Icons are those little pictures you see in the margins throughout this book,
and they’re meant to draw your attention to key points that can help you
along the way. Here’s a list of the icons we use and what they signify:

When you see this icon in the margin, the paragraph next to it contains valu-
able information that will help make your life easier.

Some information is so important that it needs to be set apart for emphasis.
This icon — like a string tied around your finger — is a friendly reminder of
info that you’ll want to commit to memory and use over the long haul.
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This icon highlights common mistakes and pitfalls to avoid. An important part
of achieving success is simply eliminating the mistakes; the information
marked by this icon helps you do just that.

On occasion, I use real-world examples to illustrate the topic at hand. When
I do, I mark them with this icon.

Beyond the Book

In addition to the material in the print or e-book you're reading right now,
this product also comes with some access-anywhere goodies on the web.
Check out the free Cheat Sheet at www.dummies.com/cheatsheet/
employeeengagement for tips on conducting an employee engagement
survey, suggestions for identifying your “engagement ambassadors,” and tips
on engaging employees by engaging their spouses. You'll also find links on
each of the part intro pages for accessing additional content, including arti-
cles on establishing a corporate university, using social media in your recruit-
ment efforts, establishing an employee engagement committee, and more.

Where to Go from Here

This book isn’t linear. Although you certainly can read it from cover to cover,
you don't have to. You can start anywhere!

Glance through the Table of Contents and find the part, chapter, or section
that flips your switch. That's the best place to begin. If you're already sold

on employee engagement and you want some ideas for launching your own
program, turn straight to Part II. If you're keen to gauge the level of engage-
ment at your own organization, start with Chapter 3. If you're in hiring mode,
Chapter 12 — which discusses the traits and behaviors of engaged employ-
ees — is a great place to start. Or you might turn to Chapter 16 for info on
revamping your performance appraisal process to boost engagement. Finally,
the resources I list in Chapter 20 of this book can further enrich your under-
standing of employee engagement.

When you're finished reading this book, feel free to check out my company’s
website (www. employeeengagement . com). On the Resources page of the
site, you'll find links to loads of engagement blogs, articles, case studies,
resources, and suggested videos and readings, all free of charge.
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