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• Numerics •
80/20 rule for listening and talking, 68, 

219–220
“100 Best Companies to Work For” 

(Fortune), 55, 170
125 employee rule, 26
360-degree feedback assessment, 81, 

270–273
401(k) plan, 241
1501 Ways to Reward Employees 

(Nelson), 321

• A •
absenteeism, 16, 326
achievement motivational driver

compared to compensation, 289
defi ned, 50
measuring performance, 247, 252
onboarding program, 242
rewards, relationship to, 182–183

active listening, 70, 116
adapting (lose-win) confl ict-management 

style, 78
administrative position, BEST 

characteristics, 200
alignment, 60, 61
Amazon.com, 96–97
ambition, 57, 123
anonymity for 360-degree assessment, 272
anti-gaming mechanics, 187–188
Apple, 171, 172, 294
appreciation in confl ict resolution, 79
aptitude/attitude matrix, 303
aptitude-based disengagement, 298–300, 

301–306
attainability of goals, 262
attitude-based disengagement, 298–299, 

300–306

authority
Boomers’ tendency to question, 122, 124
as leadership-based engagement 

driver, 107
as motivational driver, 50
Traditionalists’ respect for, 122

avoiding (lose-lose) confl ict-management 
style, 78

awards, establishing, 293–294

• B •
Baby Boomers, 102, 122–125, 135–136
bad news, communicating, 86–87
Bain & Company (website), 170
balanced scorecard, 14, 248–252
base salary in total reward strategy, 282
“because” culture, dangers of, 23, 24
behavioral interview, 227
behaviors

disengagement, 194, 300–306
engaged leaders, 110–112
in gamifi cation approach, 181
hiring approach assessment of, 13, 

192–195
overview of engaged, 13
traits, compared to, 194

benchmarking individual performance, 
252–253

benefi t and reward statement, 284
benefi ts information, onboarding 

process, 241
Berryman-Fink, Cynthia (author)

The Manager’s Desk Reference, 50
“Best Place to Work” status, employment 

branding, 169–170
BEST selection and advancement 

approach, 194–203, 217–226
blogging, corporate, 72
bonuses, 184, 282
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Boudreau, John (author)

Investing in People: Financial Impact of 
Human Resource Initiatives, 28, 170, 320

boundaries
establishing for confl ict resolution, 80
remote team leadership, 150–151

brand ambassador, 173–174
branding, employment

communicating your brand, 168–171
defi ning the fi rm’s identity, 165–167
introduction, 163–164
product brand compared to, 12
as recruiting tool, 211
role in engagement, 164–165
tri-branding, 109, 171–176, 309

Branson, Richard (entrepreneur), 26
Brokaw, Tom (author)

The Greatest Generation, 122
budgeting for engagement

innovation, 25
overview, 30
reality compared to myth, 20
recognition, 292, 293
training investment, 44

Built to Last: Successful Habits of Visionary 
Companies (Collins), 100

Burns, Ed, 192
business case for engagement

bottom-line advantages, 325–329
budgeting for engagement, 30
champions, fi nding, 27–28
customer satisfaction, 17
disadvantages of disengagement, 18–22
innovation, 22–27
myths about engagement, 20
objectives and goals, 28–30
overview, 15–17
profi t margin, 15, 18, 329
turnover, 16, 19–22, 130, 257, 326

Business Gamifi cation For Dummies 
(Duggan and Shoup), 177, 324

business objectives, gamifi cation, 179–180

• C •
camaraderie motivational driver, 50–51, 

139. See also teams
candidate evaluation form, 221, 224

Capparell, Stephanie (author)
Shackleton’s Way: Leadership Lessons 

from the Great Antarctic Explorer, 322
career lattice, 26–27
CareerBuilder (website), 209
Carnegie, Dale (author)

How to Win Friends & Infl uence 
People, 321–322

Carroll, Dave (musician), 175
cascade communication strategy, 61, 251
Cascio, Wayne (author)

Investing in People: Financial Impact of 
Human Resource Initiatives, 28–29, 
170, 320

celebratory culture, cultivating, 295
CEO (chief executive offi cer). See senior 

management
challenges, gamifi cation approach, 186–187
champions, fi nding engagement, 27–28
characteristics matrix, BEST hiring 

approach, 199–202
charisma and communication, 67
circular communication, 65
clarity, leadership-based engagement 

driver, 107
Clifton, Jim (Gallup CEO), 320
cliques, helping new hire deal with, 316
closed-ended questions, 34–35, 233
coaching for engagement, 115–119
cohesion, leadership-based engagement 

driver, 108
collaboration encouragement, gamifi cation 

approach, 180, 181
Collins, Jim (author)

Built to Last: Successful Habits of Visionary 
Companies, 100

Good to Great: Why Some Companies 
Make the Leap… And Others Don’t, 93

commitment to organization’s success, 8, 
9, 17. See also employee engagement

committees, using engagement to 
populate, 57–58, 283

communication. See also interviews; social 
media

approaches to avoid, 86–87
branding, 168–171
of changes, 82–84
coaching, 116
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confl ict resolution, 75–82
with disengaged underperformer, 307–308
of EVP, 212
generational style differences, 62, 72, 136
introduction, 59
of key metrics, 250–251
onboarding welcome, 239
organizational fi ssure in, 60–61
publicizing engagement efforts, 84–85
recognition guidelines, 292
remotely led teams, 151
on rewards, 286–287
sharing of engagement plan, 30
survey results, 37
team style and relationships, 259
tools for, 61–62, 67–75, 132
two-way communication, establishing, 

61–63
communication fountain, defi ned, 63
communication protocol, 63–67
communications ambassador, 61
compensation

decoupling from performance 
appraisal, 265

onboarding process, 242
strategy for, 282, 284–289

competencies, promoting beyond, 298–299
confi dentiality, survey, 33
confl ict resolution, 75–82, 144–145
confronting (win-lose) confl ict-

management style, 77
connector, defi ned, 65, 173
continuous improvement, 10, 23
cool-down, anti-gaming mechanics, 

187–188
cooperating (win-win) confl ict-

management style, 77–78
corporate social responsibility (CSR), 36, 

100–103, 123, 125, 131
count limiting, anti-gaming mechanics, 188
creativeship, 109
Creativeship: A Novel for Evolving Leaders 

(Kelleher), 109
creativity, benefi ts of fostering, 24

cross-training for leadership 
development, 278

Crowley, Mark (author), 7
CSR (corporate social responsibility), 36, 

100–103, 123, 125, 131
culture, organizational. See also branding; 

leadership
allowing time for changes in, 38
“because” culture, dangers of, 23, 24
celebratory, 295
champion traits, relationship to, 27
CSR as integral part of, 103
employee engagement as function of, 1, 

9, 91–92
high performance-focused, 29
innovation, 25
learning culture, fostering, 55–58
onboarding process, 241
recognition, 290

customer engagement, 29, 174–175
customer metrics, engagement’s 

effect on, 16
customer satisfaction, 17, 29, 327
cynicism, avoiding, 13, 32, 37–38, 85

• D •
development and training

EDP, 265–269
engagement effect, 44–45
engagement metric, 258
gamifi cation approach, 180, 181–182
generational issues, 123–124, 126–129, 

131–132, 134
of managers for engaged leadership, 

113–114, 204–208, 226, 279
for potential employee type, 207
succession planning, 278–279
in total reward strategy, 283

diffi cult people, dealing with, 80
Digital Equipment Corporation, 24
direction, leadership-based engagement 

driver, 107
discipline, relationship to goals, 262
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discount rewards in gamifi cation, 184
discretionary effort

defi ned, 1, 8
engagement as key to, 18, 325
intrinsic motivation, 49
sense of purpose, 95

“Discretionary Effort” disengagement 
quadrant, 306

disengagement
absenteeism, 16, 326
aptitude-based, 298–300, 301–306
attitude-based, 298–299, 300–306
behaviors indicative of, 194, 300–306
business disadvantages of, 18–22
compensation’s role in, 282
fi ring employees, 14, 19, 193, 308–309
overview, 14
performance consequences, 297–298
strategies for helping underperformers, 

307–308
traits indicative of, 300–306
unfairness, power of, 288
voluntary turnover, 16, 19–22, 130, 

257, 326
diversity, 25, 203–204
Drive: The Surprising Truth About What 

Motivates Us (Pink), 49, 319
driving sales, gamifi cation approach, 

180, 181
Duggan, Kris (author)

Business Gamifi cation For Dummies, 
177, 324

• E •
EASE communication method, 79
EDP (employee development plan), 

265–269
education. See also training and 

development
aptitude-based disengagement, 298–306
gamifi cation approach, 180, 181–182
as hiring criteria, 192, 194–195

Edward Jones, 170
80/20 rule for listening and talking, 68, 

219–220

e-mail communication, 71, 73, 74, 239
emotions, effect on engagement, 48, 171. 

See also motivation
empathy, 79, 307
employee development plan (EDP), 

265–269
employee engagement

advantages of. See business case for 
engagement

choosing people for, 13–14
communicating efforts, 84–85
creative leadership’s role in, 109
defi ning, 8–11
driving, 11–13
generational issues. See generations
introduction, 1–3
as journey rather than destination, 10
leadership. See leadership
measuring. See measurement
objectives and goals, setting, 28–30
resources, 319–324
trends in lack of, 7–8

Employee Engagement Group 
(website), 321

employee value proposition (EVP), 164, 
165, 208, 212, 213

employees, types of, 204–205
employer workplace reputation, 28–29, 55, 

170. See also referrals, employee
employment branding

communicating your brand, 168–171
defi ning the fi rm’s identity, 165–167
introduction, 163–164
product brand compared to, 12
as recruiting tool, 211
role in engagement, 164–165
tri-branding, 109, 171–176, 309

empowerment, assessing team’s sense of, 
258–259

engagement
advantages of. See business case for 

engagement
choosing people for, 13–14
communicating efforts, 84–85
creative leadership’s role in, 109
defi ning, 8–11
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driving, 11–13
generational issues. See generations
introduction, 1–3
as journey rather than destination, 10
leadership. See leadership
measuring. See measurement
objectives and goals, setting, 28–30
resources, 319–324
trends in lack of, 7–8

entitlements, seeing rewards as, 289
esteem motivational driver, 51
esteem needs, 52, 54
etiquette, e-mail, 73
EVP (employee value proposition), 164, 

165, 208, 212, 213
exit interview, 39–42
explore approach in confl ict resolution, 79
external leadership development, 279
extrinsic motivation, 47–49

• F •
Facebook (website), 209–210
face-to-face communication, 68–69, 73, 

220–223
fairness motivational driver, 51, 127, 287, 

288, 306
feedback. See also performance

avoiding taking it personally, 87
coaching process, 117
exit interviews, 39–42
gamifi cation program, 187
generational preferences, 132–133, 134, 

136
importance during changes, 83
recognition, relationship to, 294
stay interviews, 42–43
surveys, 32–38
team-building activities, 152–153
timing of engagement training, 124, 128, 

132
in two-way communication, 63

Fernandez, Joe (entrepreneur), 173
Fink, Charles B. (author)

The Manager’s Desk Reference, 50
fi ring of employee, 14, 19, 193, 308–309

The Five Dysfunctions of a 
Team (Lencioni), 255

fl exibility, assessing a team’s, 259
fl exible work time, 128, 132, 284
follow-through on engagement goals, 37–38
follow-up survey, 38
formal compared to informal coaching, 116
forming stage, team, 141, 143–144, 146, 

148–149
401(k) plan, 241
Four Seasons, 92
free agency in workplace, 126, 128
Friedman, Thomas (author)

The World Is Flat, 100
fun in workplace. See gamifi cation
future development, assessing in EDP, 

266–268

• G •
game mechanics, defi ned, 184–185
gamifi cation

defi ning, 178
developing a program, 179–188
engagement role of, 178–179
resources, 177, 324

General Electric (GE), 56
Generation X, 126–130, 135–136, 283
Generation Y. See Millennials
Generation Z (Net Generation), 134
generations

Baby Boomers, 102, 122–125, 
135–136

communication approaches, 62, 72, 136
CSR, 102–103
feedback preferences, 132–133, 134, 136
Generation X, 126–130, 135–136, 283
Generation Y. See Millennials
hiring issues, 123, 126–127, 131
innovation, 25
introduction, 121
leadership style, 135
overview, 11
reward strategy, 125, 128–131, 134, 

136, 283
summary table, 135–136
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generations (continued)

survey response variations, 36
technology attitudes, 128, 130, 

131–132, 133
tracking demographics, 135
training and development, 123–124, 

126–129, 131–132, 134
Gladwell, Malcolm (author), 27, 173
Glassdoor (website), 309
global growth, creative leadership’s role 

in, 109
globalization, 133
goal manager, defi ned, 263
goals

business goals for engagement, 28–30
follow-through on engagement, 37–38
GROW model for coaching, 118–119
for new hires, 318
SMART performance goals, 261–263, 

267–268, 307
good intentions, as team assumption, 141
Good to Great: Why Some Companies 

Make the Leap… And Others Don’t 
(Collins), 93

GoToMeeting (website), 71
The Greatest Generation (Brokaw), 122
greed, organizational, 49
GROW model for coaching, 118–119

• H •
hands-on training, effectiveness of, 123, 127
hard metrics, defi ned, 249
“Heads or Tails” team-building activity, 

159–160
“Hello, My N.A.M.E. Is” team-building 

activity, 154
helping hand approach, 120
high performance and engagement, 29, 193, 

305–306
hiring. See also interviews

BEST approach, 194–203, 217–226
branding fi t, 167
diversity, 203–204
for education and skills, 192, 194–195
engaging new hires, 313–318

generational issues, 123, 126–127, 131
introduction, 191–192
onboarding program, 235–244
outside hiring compared to promoting 

from within, 204–208
selling your company to employees, 

213–215
social media, 208–213
for traits and behaviors, 13, 192–195

HIT (high-impact team) workshop, 161–162
hot markets and sectors, rewarding, 

287–288
How to Win Friends & Infl uence People 

(Carnegie), 321–322
human resources department, 20, 320

• I •
icons, explained, 2
idea priority matrix, 23
identity, fi rm’s. See branding; sense of 

purpose
incentive compensation in total reward 

strategy, 282
inclusion (diversity) in hiring, 203–204
independence motivational driver, 51, 128
individual performance, measuring, 

252–254
informal compared to formal 

coaching, 116
innovation, 22–27, 109, 244, 327–328
“innovation box,” 26, 64
“Inquiring Minds Want to Know” team-

building activity, 157–158
inspiration, leadership-based engagement 

driver, 108
internal leadership development, 113–114, 

204–208, 226, 279
Internet as engagement tool, 133
interviews

assessing candidate responses, 233–234
BEST approach (step-by-step), 217–226
exit, 39–42
questions for job candidates, 218, 219, 

223, 227–233
stay, 42–43
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intranet orientation, onboarding 
process, 241

intrinsic motivation, 47–52, 302–303
introductions to leadership, onboarding 

process, 242
Investing in People: Financial Impact of 

Human Resource Initiatives (Cascio 
and Boudreau), 28–29, 170, 320

investment employee type, 205–206, 286
involuntary turnover, 22

• J •
job description, BEST approach, 196–198, 

217–218
job insecurity, succession planning, 276
job lattice, 26–27
job responsibilities, onboarding 

process, 242
job rotation, 26–27, 56, 123, 132
Jobs, Steve (entrepreneur), 294, 305
Jordan-Evans, Sharon (author)

Love ’Em or Lose ’Em: Getting Good People 
to Stay, 323–324

• K •
Kaplan, Robert S. (researcher), 60
Kaye, Beverly (author)

Love ’Em or Lose ’Em: Getting Good People 
to Stay, 323–324

Kelleher, Bob (author)
Creativeship: A Novel for Evolving 

Leaders, 109
Kelleher, Herb (entrepreneur), 167
key metrics, engagement, 257–258, 328
Klout score, 173
knowledge sharing, gamifi cation approach, 

180, 181

• L •
LAMP methodology, 320
layoffs, effect on engagement, 304
leaderboard, game mechanics, 185

leadership. See also senior management; 
teams

approachability, 316
best practices, 119–120
coaching for engagement, 115–119
communicating survey results to, 37
creativeship, 109
dealing with high-performing jerk, 

305–306
engagement drivers, 107–108
generational differences in style, 135
innovation, making space 

for, 22–23
management compared to, 105–107
measuring quality of, 36
mediation of others’ confl icts, 79–80
overview, 11
resources, 322
setting example, 326–327
succession planning, 278–279
training for engaged, 113–114, 204–208, 

226, 279
traits and behaviors of, 110–112
values of fi rm, adhering to, 96

Leadership Potential and Job Criticalness 
matrix, 278

leading feedback, performance appraisal, 
264

leading question, defi ned, 233
learning culture, fostering, 55–58
legal issues with interview questions 

(website), 233
Lencioni, Patrick (author)

The Five Dysfunctions of a Team, 255
levels, game mechanics, 185–186
line manager

BEST characteristics, 200–201
exit interview issues, 39–40
leadership training for, 113–114

line of sight, fi rm’s, 91–98, 252, 262. See 
also sense of purpose

LinkedIn (website), 209
longevity compared to performance, 

rewarding, 287, 289–290
lose-lose (avoiding) confl ict-management 

style, 78
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lose-win (adapting) confl ict-management 
style, 78

Love ’Em or Lose ’Em: Getting Good People 
to Stay (Kay and Jordan-Evans), 
323–324

love/belonging needs, 52, 54
low performance and disengagement, 

traits and behaviors, 194

• M •
management. See also senior management

as focus of book, 2
leadership compared to, 105–107
line manager, 39–40, 113–114, 200–201
performance appraisal burden, 264

The Manager’s Desk Reference 
(Berryman-Fink and Fink), 50

Maslow, Abraham (psychologist), 52
Maslow’s hierarchy of needs, 52–55
matrixed organization, 62
measurement

balanced scorecard, 14, 248–252
of employee engagement, 257–260, 328
establishing measurable goals, 262
exit interviews, 39–42
innovation, 25
introduction, 31–32, 247
performance, 14, 42, 252–256, 259–260, 

264–279
recognition program, 257, 292, 293
referrals, tracking employee, 45
stay interviews, 42–43
surveys, 32–38
training investment, 44–45

mediation of others’ confl icts, 79–80
meetings

creating quality, 70
department, 68–69
generational attitudes, 128
one-on-one, 68
team, 68–69
town hall style, 69
virtual, 58–59, 71, 75

merit-increase pools, 285

metrics
balanced scorecard, 14, 249–252
compensation strategy, 286
key engagement, 257–258, 328
quantitative and qualitative, 253–254

Microsoft, 101
Millennials (Generation Y)

attracting, 129
branding awareness, 164
characteristics and needs of, 130–134, 

135–136
CSR awareness, 102, 123, 131
innovation catalysts, 25
job rotation needs, 56
social media communication, 71–72

mission statement, 92
missions, gamifi cation approach, 186–187
mobility, generational attitudes, 132
monetary rewards, gamifi cation approach, 

183–184. See also compensation
Monster.com (website), 24, 209
morale, assessing a team’s, 260
“more of, same as, less of” performance 

feedback, 273–275
Morrell, Margot (author)

Shackleton’s Way: Leadership Lessons 
from the Great Antarctic Explorer, 322

motivation
extrinsic, 47–49
generational differences, 11, 136
intrinsic, 47–52, 302–303. See also specifi c 

drivers
learning culture, 55–58
Maslow’s hierarchy of needs, 52–55
Pink’s autonomy, mastery, and 

purpose, 319
privilege, 183
reputation, 182–183
status, 183, 186

• N •
negative election, defi ned, 241
Nelson, Bob (author)

1501 Ways to Reward Employees, 321
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Net Generation (Generation Z), 134
new-hire orientation (onboarding)

engaging the new hire, 313–318
gamifi cation approach, 180, 182
introduction, 235
linking employee referral program to, 208
performance management, 242–244
preparation steps and initial actions, 

238–242
understanding employee’s viewpoint, 

237–238
“No Above and Beyond” disengagement 

quadrant, 304, 306
norming stage, team, 141, 145–146, 148–149
Norton, David P. (researcher), 60
note taking during interviews, 219

• O •
objectives

business, 28–30, 179–180
job description, 196–197

offer of employment, extending, 226
Olsen, Ken (DEC CEO), 24
onboarding process

engaging the new hire, 313–318
gamifi cation approach, 180, 182
introduction, 235
linking employee referral program to, 208
performance management, 242–244
preparation steps and initial actions, 

238–242
understanding employee’s viewpoint, 

237–238
125 employee rule, 26
“100 Best Companies to Work For” 

(Fortune), 55, 170
1501 Ways to Reward Employees 

(Nelson), 321
one-on-one meeting, 68
one-on-one performance review, 270
open-ended questions, 35, 233
options, GROW model for coaching, 

118–119
organizational greed, avoiding, 49

organizational jerk, dealing with, 305–306
overcommunication, virtue of, 86
overpaying, avoiding, 287
overqualifi ed aptitude-based 

disengagement, 299–300

• P •
passive job candidate, defi ned, 209
past performance, assessing in 

EDP, 266
Patagonia, 101
pay equity, importance for continued 

engagement, 226. See also 
compensation

“A Penny for Your Thoughts” team-building 
activity, 155–156

people, selecting for engagement. See also 
interviews

BEST approach, 194–203, 217–226
branding fi t, 167
diversity, 203–204
education and skills, 192, 194–195
engaging new hires, 313–318
generational issues, 123, 126–127, 131
introduction, 191–192
onboarding program, 235–244
outside hiring compared to promoting 

from within, 204–208
selling your company to employees, 

213–215
social media, 208–213
for traits and behaviors, 13, 192–195

people skills, 110–112, 114
performance. See also performance 

appraisal
balanced scorecard, 14
BEST job description objectives, 196
compensation strategy, 284–285
creative leadership’s role in, 109
disengagement causes of poor, 297–298
engagement’s effect on, 15–17
goals, establishing, 261–263
measuring, 252–256
onboarding process, 242–244

9781118725795-bindex.indd   3399781118725795-bindex.indd   339 11/20/2013   12:22:53 AM11/20/2013   12:22:53 AM

htt
p:/

/w
ww.pb

oo
ks

ho
p.c

om



340 Employee Engagement For Dummies 

performance (continued)

rewarding longevity compared to, 287, 
289–290

satisfaction compared to engagement, 9
strategies for helping underperformers, 

307–308
team assessment, 254–256, 259–260

performance appraisal
360-degree feedback, 81, 270–273
EDP, 265–269
frequency of, 265, 269
“more of, same as, less of” feedback, 

273–275
overview, 14
problems with process, 264–265
rating systems, 270
stay interview, avoiding coupling with, 42
succession planning, 268, 276–279

performer employee type, 206, 286
performing stage, team, 141, 146–147, 

148–149
“Personal Histories” team-building activity, 

156–157
personal issues as cause of 

disengagement, 302
phone communication, 69–70, 74, 

218–220
physiological needs, 52, 54
Pink, Daniel (author)

Drive: The Surprising Truth About What 
Motivates Us, 49, 319

points, game mechanics, 185
policies, onboarding process, 241
positive, focusing on the, 86
potential, correlating rewards to, 287
potential employee type, 206–207, 286
pride in the fi rm, fostering, 168
privilege motivation, 183
prize rewards, gamifi cation, 184
product compared to employment 

brand, 164
productivity, 16
profi t sharing, 282
profi tability, 15, 18, 329
progression mission, defi ned, 186
project manager, BEST characteristics, 200

promoting from within to fi ll position, 
204–208, 226, 279

promotion opportunities, 125, 130, 
282–283

pulse survey, defi ned, 38
purpose, sense of

creative leadership, 109
CSR for engagement, 100–103
as essential to business success, 329
in EVP development, 167
identifying fi rm’s, 93–95
line of sight, building, 91–98
overview, 11
promoting the purpose, 98–99
strategic plan, building, 97–98
for team, 258
values, 95–96, 132, 135, 137
vision, 96–97

purpose statement, developing, 94–98
purpose-driven employers, success of, 329

• Q •
quality incidents, engagement’s 

effect on, 16
quantitative and qualitative metrics, 

253–254
questions

candidate hiring interview, 218, 219, 223, 
227–233

closed-ended, 34–35, 233
coaching process, 117
open-ended, 35, 233
town hall meeting, 69

quests, gamifi cation approach, 186–187

• R •
“Rainbow of Diversity” team-building 

activity, 160–161
random mission, defi ned, 186
rate limiting, anti-gaming mechanics, 188
rating candidate interview 

responses, 234
Raytheon, 94
reality, GROW model for coaching, 118
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reassurance, leadership-based engagement 
driver, 108

Reckford, Jonathan (CEO), 102
recognition

best practices, 293–294
for Boomers, 125
budgeting for, 292, 293
building a program, 291–292
celebratory culture, 295
communication guidelines, 292
diffi cult people, 80
esteem need fulfi llment, 54
gamifi cation, 182–183
introduction, 290–291
leadership role in, 108, 120, 294
measurement, 257, 292, 293
rewards, compared to, 288
team, 260

recruitment, as continuing process, 192. 
See also hiring

references, checking candidate, 224–225
referrals, employee, 45, 208, 210, 258, 328
relevance of goals, 262
remote employees, managing teams, 

150–151
replaceability, succession planning, 276
reputation motivation, 182–183
resource matrix, 205
résumé, 219, 224, 227
retention, improving employee, 29. See 

also turnover
retirement postponement, 19, 122, 126
rewards. See also gamifi cation

achievement motivation, relationship to, 
182–183

communication about, 286–287
compensation strategy, 284–289
CSR-related, 102
generational issues, 125, 128–131, 134, 

136, 283
pitfalls to avoid, 289–290
recognition, compared to, 288
total reward strategy, 282–284
understanding, 281–290

Rohn, Jim (entrepreneur), 262
role model, leadership-based engagement 

driver, 108

• S •
safety and security motivational 

driver, 51
safety incidents, engagement’s 

effect on, 16
safety needs, 52, 54, 55
salary. See compensation
salary and title review, onboarding 

process, 242
sales employee, BEST characteristics, 201
sales opportunity, recruitment and hiring 

as, 213–215, 223
Salesforce.com, 101, 173
satisfaction

customer, 17, 29, 327
employee, 9

Savitz, Andrew W. (author)
The Triple Bottom Line, 100

scoring candidates after interviews, 234
“Scramble” team-building activity, 

158–159
security

leadership-based engagement driver, 107
onboarding process, 241
safety and security motivational 

driver, 51
succession planning, 276

self-actualization needs, 52–53, 54–55
self-feedback in coaching process, 

116–117
senior management

blogging pros and cons, 72
communicating company performance 

results, 251
communication from, importance of, 85
as CSR example, 102
engagement role, 20, 25, 108–109
handwritten note recognition, 294
in onboarding process, 316
organizational fi ssure problem, 60–61
sense of purpose, fi rm’s, 94
training managers for leadership, 114

sense of purpose
creative leadership, 109
CSR for engagement, 100–103
as essential to business success, 329
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sense of purpose (continued)

in EVP development, 167
identifying fi rm’s, 93–95
line of sight, building, 91–98
overview, 11
promoting the purpose, 98–99
strategic plan, building, 97–98
for team, 258
values, 95–96, 132, 135, 137
vision, 96–97

Shackleton, Ernest (explorer), 167
Shackleton’s Way: Leadership Lessons from 

the Great Antarctic Explorer (Morrell 
and Capparell), 322

shadow phenomenon in teams, 256
Shapiro, Ben (business educator), 327
shareholder value, increasing through 

engagement, 29
Shoup, Kate (author)

Business Gamifi cation For Dummies, 
177, 324

shrinkage, 16
skills

aptitude-based disengagement, 298–306
as hiring criteria, 192, 194–195
people, 110–112, 114

Skype-based communication, 69
SMART performance goals, 261–263, 

267–268, 307
Smith, Brad (Microsoft general counsel), 

101
social media

communicating with, 71–72, 74
employment brand, 170–171, 172, 173–175
hiring for engagement, 208–213
onboarding process, 240
referrals by employees through, 208

soft metrics, defi ned, 249
Southwest Airlines, 167, 175
specifi city in goals, 262
speeding up business processes, 

gamifi cation approach, 179–180, 181
staff level, reward strategy, 287
staff specialist, BEST characteristics, 202
stakeholders as brand ambassadors, 

175–176

Stanley, Andy (author), 96
Starbucks, 101, 172
State of the American Workplace Report 

(website), 320
status motivation, 183, 186
stay interview, 42–43
storming stage, team, 141, 144–145, 

148–149
strategic planning, 28, 97–98, 123–124
stretch assignment, 50, 278–279, 299
structure, leadership-based engagement 

driver, 107
succession candidate, defi ned, 110
succession planning, 268, 276–279
suggestion box, disadvantages 

of, 64
survey fatigue, 34
SurveyMonkey (website), 94
surveys

engagement, 32–38, 257
team performance, 255–256

swag, handing out to new hires, 314
SWOT analysis, 97

• T •
Taylor, Jeff (entrepreneur), 24
teaching, learning by, 127
teams

Boomers’ preference for, 123, 125
characteristics of engaged team, 139–141
communication styles, 259
empowerment assessment, 258–259
high-impact team workshop, 161–162
meetings, 68–69
morale assessment, 260
overview, 11
performance measurement, 254–256, 

259–260
remote leadership of, 150–151
team involvement as reward, 283
team-building activities, 151–161
termination of team, 147
Tuckman’s Stages, 141–149

technical employee, BEST 
characteristics, 202
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technology, generational attitudes, 128, 
130, 131–132, 133

telephone communication, 69–70, 74, 
218–220

tenure, 36, 287, 289–290
termination of employee, 14, 19, 193, 

308–309
text message communication, 74, 132
Thompson, Chic (author)

What a Great Idea! 2.0: Unlocking 
Your Creativity in Business and 
in Life, 24

360-degree feedback assessment, 81, 
270–273

time off in total reward strategy, 284
time-bound goals, 263
Toms, 100–101
top performers

engagement of, 29, 193, 305–306
stay interviews, 42–43
tracking turnover, 22

total quality management (TQM), 10
total shareholder return (TSR), 18
town hall meeting, 69
Traditionalists (Silent Generation), 122
trailing feedback, performance appraisal, 

264
“Train and Develop” disengagement 

quadrant, 306
training and development

EDP, 265–269
engagement effect, 44–45
engagement metric, 258
gamifi cation approach, 180, 181–182
generational issues, 123–124, 126–129, 

131–132, 134
of managers for engaged leadership, 

113–114, 204–208, 226, 279
for potential employee type, 207
succession planning, 278–279
in total reward strategy, 283

traits
behaviors, compared to, 194
of champions, 27
disengagement, 300–306
of engaged leaders, 110–112

hiring approach assessment of, 13, 
192–195

interview questions, 227–232
transition employee type, 207, 286
Transition quadrant for disengaged 

employees, 304
tri-branding, 109, 171–176, 309
The Triple Bottom Line (Savitz), 100
trust

challenge of organizational change 
for, 82

as leadership-based engagement 
driver, 107

succession planning, relationship to, 276
team development, 151–152
training managers in leadership, 113

TSR (total shareholder return), 18
Tuckman, Bruce (team theorist), 141
Tuckman’s Stages, 141–149
turnover, voluntary employee

cost of, 19–22, 326
from disengagement, 16, 21
Generation Y’s tendency toward, 130
involuntary, compared to, 22
as measure of engagement, 257

Twitter (website), 210–211, 213
two-way communication, establishing, 

61–63

• U •
uniqueness, defi ning for EVP, 167
United Airlines, 175
University of Windsor Employee 

Engagement & Development 
(website), 323

• V •
values

aligning training with, 132
defi ning, 95–96
employees’ common, 137
generational differences, 135

virtual meeting (videoconference), 58–59, 
71, 75
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vision, 96–97, 107, 223
vlog, defi ned, 131
voicemail, 69
voluntary employee turnover

cost of, 19–22, 326
from disengagement, 16, 21
Generation Y’s tendency toward, 130
involuntary, compared to, 22
as measure of engagement, 257

volunteering by engaged employees, 
328–329

• W •
Walmart, 169
Warby Parker, 100
waterfall communication strategy, 61, 251
weighting of interview questions, 233–234
weighting of job description 

objectives, 197
weighting points, defi ned, 185
What a Great Idea! 2.0: Unlocking Your 

Creativity in Business and in Life 
(Thompson), 24

“What I Bring to the Team” team-building 
activity, 158

“What Makes Us Tick?” team-building 
activity, 154–155

Whole Foods, 101
Who’s Sinking Your Boat (website/video), 

322–323
“why not?” campaign, 25
wiki, defi ned, 180
will, GROW model for coaching, 118–119
win-lose (confronting) confl ict-

management style, 77
win-win (cooperating) confl ict-

management style, 77–78
workaholism compared to employee 

engagement, 9
work-life balance, 126, 128–129
work-life blending, 133
The World Is Flat (Friedman), 100

• Y •
YouTube (website), 212

• Z •
Zappos, 96, 236
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