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A

Accomplishment: and job
satisfaction, 54

Accurateness: of recognition, 36

ACSI. See American Customer
Satisfaction Index (ACSI)

American Customer Satisfaction
Index (ACSI), 19-20, 21

American Express, 57-58

American Society for Training and
Development, 104

Anthony Wilder Design/Build Inc.,
75=77

Applause Program, 37-38

Apple, 87

Auto Workers Credit Union, 42

Autonomy: and exciting work, 50,
52

B

Baby Boomers, 33-35,
104-105

Bailard, Inc., 56

Balanced feedback, 29. See also
feedback

Barclays, 90

Bassi, Laurie, 104

Bassi Investments, 104

Belmont, Mary Lou, 71-72

Benefits: explaining to new hires, 95;
vs. pay, 90. See also pay

Bersin, Josh, 165

Bersin and Associates, 162—165

Blue Cross/Blue Shield, 87

Bobco Metals, 131-132

Bright Horizons Family Solutions,
112
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BSR. See Business for Social
Responsibility

Bureaucracies, 159-160

Business for Social Responsibility,

94

C

Capital One, 41

Career growth. See education and
career growth

Cascio, Wayne, 74

Caterpillar Inc., 78

China: working conditions,
124—-126

Coca-Cola, 40

Cohn, Gary, 87

Compensation, 14—15;
compensation packages, 83—84;
executive compensation, 87—89;
principles for fair compensations
92-95; psychological, 90-91;
why fair compensation is.good
for business, 89—-90. Sz¢
also pay

Composite Index. S¢e Dow Jones
Composite Index

Conditions at work, 4, 10,
119-121; barriers to teamwork
and cooperation, 132—133;
country ranking on physical and
social working conditions, 125;
diagnosing problems, 133—134;
guiding principles, 135;
improving, 121-123; physical
working conditions, 10,
119-122, 128—-132; social
working conditions, 10,

Index

119-121, 132-133, 136-137;
where workers feel safe and
productive, 123-127
Conference calls: for feedback and
recognition, 39
Consistency, 148—149
Cooperation: barriers to, 132—133;
impact of trust and cooperation
on feeling part of a team,
127
Credibility, 142—143, 152
Cross-training, 50, 109; and exciting
work, 50—51. Se¢e also education
and career growth; training
Customer gatisfaction: impact of
employee satisfaction on, 19-21

D

Leloitte, 78

DEPS. See diluted earnings per share
(DEPS)

Diluted earnings per share (DEPS),
22

Dow Jones Composite Index, 24

Dow Jones Industrial Average, 24

Dow Jones Transportation Average,
24

Dow Jones Utility Average, 24

Downsizing: country ranking on
organizational layoffs, 65; and
feelings of job insecurity,
64—65; negative impact of,
74-75. See also security of
employment

Dynamic organizations, 161-162;
and the coming war for talent,

162-165
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E

Education and career growth, 4, 9,
99-100; career development
without promotions, 115;
diagnosing education and
growth issues, 110—111; the
glass ceiling, 106—107; guiding
principles, 112—-114; improving
the employee experience of,
114-115; influencing the right
way, 108—110; luncheon
workshops and brown bag
sessions, 115; skill improvement
vs. career development,
100-102; top barriers to
development, 109—110; why it
is good for business, 103—106;
why it matters to employees,
102—-103. See also
cross-training; training

EEL See Kenexa Employee
Engagement Index (EEI)

Eisai Company, 59—60

Employee Engagement Index. See
Kenexa Employie Engagement
Index (EEI)

Employee satisfaction: impact on
customer satisfaction, 19-21;
impact on employee
engagement, 15—17; impact on
financial performance, 21-24;
impact on performance, 17-19;
with recognition by global
industry, 31

Employee surveys, 2—3

Engaging employees: impact of
employee satisfaction on,
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15—17; impact of layoffs on
employee engagement, 75

Equity: of pay, 90

Estrada, Tony, 72-73

Everett Clinic, 41

Exciting work, 3, 8, 46—47; and
business success, 53; concrete
actions to improve, 58—060;
conditions that excite
employees, 50—52; diagnosing
job satisfaction and work
excitement, 54—55; finding
excitement at wark, 48—50; by
global inductrv; 48; and job
satisfacrion) 53—54; principles
for fostering, 55—58; work
evcitement by global job type,
49

L'zecutive compensation, 87—89. See
also pay

Expatriate assignments: and exciting
work, 50, 52

Expectations: and job satisfaction,

54

F

Fairness: of pay, 90; of recognition,
36

Feedback: delivering honest
feedback, 145—146; for high
potentials, 146—147;
importance of, 28—30; and job
satisfaction, 54; sharing
regularly, 153—154. See also
recognition; truth

Financial performance: impact of
employee satisfaction on, 21-24

&
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Flexibility, 78, 161-162

Florida Power & Light, 114

Frequency: of recognition, 36

Fulfillment: and exciting work, 50,
52

Fun: and job satisfaction, 60

G

Generation X, 33-35, 105

Generation Y. See Millennials

Gensler, 113

Glass ceiling, 106—107

Globoforce, 40

GMAC Home Services LLC, 72

Goldman Sachs, 87

Goss, Francis, 39

Government Accountability Office,
106

Grass Roots, 39

Guaranteed employment, 76—77.
See also security of employmerit

H

Hansen, Paul, 70-71

Harrah’s Entertainmrent, Inc., 58, 59

Health care services industry: and
exciting work, 49

Heavy Construction Systems
Specialists (HCSS), 95

Helpfulness: of recognition, 36

Hensley Beverage Co., 70

Herograms, 41

High potentials: feedback for,
146147

Identification with work: and job
satisfaction, 54

Index

India: working conditions, 124—126
Irvine, Derek, 40

J

Jacobs, Bill, 71

Job design: and job satisfaction,
57-58

Job fit: and job satisfaction, 55—56

Job insecurity. See security of
employment

Job previews, 58—-59

Job satisfaction, 53; clear
expectations, 52: concrete
actions to imnrove, 58—060;
diagnosing, 54-55; feedback
and.fecognition, 54;
idestification with work, 54;
orinciples for fostering, 55—-58;
responsibility, 54; sense of
accomplishment, 54

Jobs, Steve, 87

Johnson, Matt, 56

K

Kanter, Rosabeth Moss, 35

Kenexa Employee Engagement
Index (EEI), 16, 74

Kenexa High Performance Institute,
174

Kimberly-Clark, 112

L

Layoffs: country ranking on
organizational layoffs, 65; and
feelings of job insecurity,
64—065; negative impact of,
74-75. See also security of
employment
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Leadership: alignment among
leaders, 148; credibility, 152;
and job satisfaction, 56—57

Leadership-employee RESPECT
disconnect, 157-159

Learning: and exciting work,
50-51

Letros, Janet, 42

Levin, Mark, 56

Lincoln, James, 76

Lincoln, John, 76

Lincoln Electric, 76-77, 153

Loyalty, 29

Lynton, Michael, 35-36

M

Management: concern for employee
well-being, 122; credibility gap,
142143, 152; and job
satisfaction, 56—57;
leadership-employee RESPECT
disconnect, 157—-159; M&MN
management, 157;
opportunities for contact with
higher managers: 40, and pay,
90; and recognition, 32—33;
training managers in recognition
practices and techniques, 41;
upward communication, 154

Market-to-book ratio, 104

McCullough, Bill, 38

McGague, Cynthia, 40

McMurrer, Dan, 104

Millennials, 33—35, 104—105

Millennium Pharmaceuticals,
56-57

Motherhood penalty, 106
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N

Non-profit organizations: and
exciting work, 50, 52

Novartis Group Companies,
94

NPOs. See non-profit organizations

0)

Orientation, 114

P

Pasin, Robert, 57

Pay, 4, 89, 14—15; annual review,
93; compensation packages,
83—84; diagnosing issues with
pay.2ind benefits, 91; employee
satistzction with their pay, 85;
¢xecutive compensation,
87—-89; factors that influence
how employees view pay and
benefits, 90-91; gross annual
minimum wage, 86; how much
is enough, 82—83; pay-for-work
exchange, 80—82; principles for
fair compensation, 92—95; why
fair pay is good for business,
89-90; why money matters to
employees, 8587

Performance: and employee
satisfaction, 2; impact of
employee satisfaction on,
17-19. See also financial
performance

Performance Outcome Index (POI),
18-19

Physical working conditions, 10,
119-121, 128-129; actions for
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Physical working conditions
(Continued)
improving, 130—132; principles
for improving, 129—130;
ratings of, 122. See also
conditions at work

Pioneering: and exciting work, 50,
51

POI. See Performance Outcome
Index (POI)

Productivity, 29

Providing employees what they
want. See employee satisfaction

Psychological compensation, 90-91

R

R&D: and exciting work, 50, 51

Radio Flyer, 57

Recognition, 3, 5-7, 14, 30-31,
93; communicating success, 39;
diagnosing, 37; employee
perceptions of recognitioiihy
generation, 34; formai
recognition prograras, 39—40;
identifying empioyee
preferences. 3%y importance of,
28-30; informal, 38—39; and
job satisfaction, 54, 60; and
management, 32—33;
opportunities for contact with
higher managers, 40; and pay,
90-91; principles and actions
for improving, 37-42;
providing recognition the right
way, 35—36; public and private,
42; tracking impact of, 42;
training opportunities as a form

Index

of recognition, 41. See also
feedback

Relationship Care, 58

Remote work: and exciting work,
50, 52

RESPECT, 3-5, 15; discovering the
RESPECT taxonomy,
177-181; do’s and don’ts, 162,
163—164; genesis and evolution
of, 180; identifying RESPECT
levels worksheet, 167—-171;
leadership-emplayee RESPECT
disconnect, 157159

RESPECT Indey, 19, 20, 22

Responsibility: and job satisfaction,
54

Return. on assets (ROA), 22

Fevrards at Work, 38—39

Right thing to do, 24-26

ROA. See return on assets (ROA)

S

S&P 500, 24; RESPECT and
quarterly changes in stock price,
25

Safer, Morley, 33

Safety education, 131. See also
conditions at work

Satisfaction. See customer
satisfaction; employee
satisfaction; job satisfaction

Scuttlebutt, 90

Security of employment, 4, 8;
building trust, 65-68, 69;
clarifying the employment
proposition, 74—75; diagnosing
employees” current state of job



Index

security, 73; flexibility, 78;
global employee ratings of the
drivers of job security, 66;
guaranteed employment,

76-77; preparing employees for

current and future

opportunities, 78; principles and

actions to create job security,
73—78; sharing information
openly, 75-77; state of job
insecurity, 68—73; what makes
employees feel secure, 63—65

Self-respect, 6-7

Skyline Construction, 153

Smith, Stan, 33—34

Snohomish County, 38

Social working conditions, 10,
119-121, 132—133; actions to
improve, 136-137. See also
conditions at work

Specificity: of recognition, 36

Springboard Public Relations..93

Stress: managing workplace stiess,
134

Surveys, 2—3; WorkT 1ends study,
173-176

Symantec Corporation, 37-38

T

Teamwork: barriers to, 132—133;
guiding principles, 135

Text messaging: for feedback and
recognition, 39

Time off, 93

Timeliness: of recognition, 36

Total shareholder return (T'SR), 22

Town hall meetings, 154
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Trainees, 5—7
Training: characteristics of effective

training, 111; and Millennials,
33; training managers in
recognition practices and
techniques, 41; training
opportunities as a form of
recognition, 41. See also
cross-training; education and
career growth

Trust: building, 65—68; driving job

security through building trust,
69; impact of trustand
cooperation o teeling part of a
team, /27; promoting in
middicand lower-level
managers, 152; promoting in
senior leaders, 151-152

Truth, 4, 10—11, 141-142; actions

to build a culture of
truthfulness, 153—154;
delivering honest feedback,
145-146; diagnosing culture of
truthfulness, 149—150;
feedback for high potentials,
146-147; guiding principles,
150—152; honest
communication, 148—149;
management credibility gap,
142—143; and success, 149;
trickle-down information,

143—145. See also feedback

TSR. See total shareholder return

(TSR)

Turnover, 1-2; impact of career

development opportunities on
intent to leave, 100—101
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Two-downs, 40

U
Upward communication, 154

U.S. Navy, 113

\%
Virginia Blood Services, 154
Vision, 148

w

The Wall Street Journal, 162
Wal-Mart, 108

The White House Project, 106
Wilder, Anthony, 75-77
Wilder, Elizabeth, 75-77

Index

Winkleried, Jon, 87

Women: and the glass ceiling,
106-107

Work excitement. See exciting work

Working conditions. See conditions
at work

WorkTrends study, 173—176. See
also employee surveys

Wudyka, David J., 89

Y
The You Business LLC, 92

y4

Zappos.com. 62









