What Senior Executives Should Know About

EMPLOYEE ENGAGMENT
A round table discussion held by SHELLEY D. SMITH
Executive Leadership Coach
Premier Rapport

Table of Contents:
Introduction

3

What does Employee Engagement Mean

5

Why is it so important now

7

Tips

8

In the News – Stats

9

Generation Gap

10

Asking the tough Questions

11

What has history taught Us

11

Why is disengagement happening

12

Let’s begin to Recap

13

Handbooks and Job Description

15

Final Comments

16

In Closing

18

What to do Next

19

Contact Information

20

2 | Page
Unedited – Shelley Smith – Premier Rapport

What Senior Executives Should Know About

EMPLOYEE ENGAGMENT
A round table discussion held by SHELLEY D. SMITH
Executive Leadership Coach
Premier Rapport

Introduction:
(Note this has been transcribed from a live Round-table & Google Hangout discussion.)

Why is it that so many leaders make employee engagement a low priority? Why don’t
they hold themselves and others more accountable for making it happen? It could be
for two primary reasons: either they don’t care to – or they don’t know how to. OR even
worse they don’t even realize the impact.
And it’s for all those leaders who get…that effective strategies and plans without
dedicated people executing them fall short of expectations…that great products
without team members providing quality service will not build customer loyalty…that
competitive wages and benefits are not the only things that motivate employees.
This book is a part of series connecting today’s business leaders together under one
roof or live on Google Hangouts to share their thoughts on today’s hottest topics on
the minds of every business owner, human resource department, everyone in the csuite and more.
Enjoy this conversation about Employee Engagement lead by 3Shelley D. Smith,
Founder of Premier Rapport (Have you Connected TODAY?) and a roundtable of four
business owners.
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Employee Engagement
Shelley Smith:

Hello and welcome to Premier Rapport’s very first hangout,

but its live instead of on Google Hangout, but its going to be there soon, so make sure you
check out Premier Rapport on Google Hangout live on air. (www.premierrapport.com )
We are very excited today. We've got some great business owners here, some ladies who have
phenomenal influences in the industry in the topic that we’re talking about. We get together
every couple of weeks either live or on air to talk about the hottest topics in leadership, human
resources and the workplace as a whole. We are here today at Discover Teas in Port Warwick,
Newport News -VA.
Today, we’re going to talk about employee engagement. Everywhere you look, everything you
see, everything you read has shifted from empowerment into employee engagement. Are they
different? Are they the same? Why are we talking about it? These ladies are all going to weigh
in on their different industry expertise and hopefully enlighten you and give you some tips and
some things to think about and maybe take back to your own business and to your own team.
With that said, let me do some introductions and get into why we’re here today. Fair enough?
To my far left is Jennifer Stuebbe. Jennifer is the managing partner of Kendall Morgan Partners
(www.kmpcareers.com ) and she is a top of the line recruiter that’s been in the field for years,
worked in several different markets and is actually back in the Hampton Roads areas.
Welcome, Jennifer, really excited about hearing you weigh in on what you’ve seen over the
years in the trends as you talk to your clients, what is it that they're looking for on the employee
engagement side and how can you help them through that without ever stepping on their toes
to give them some guidance in finding the right people.
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To my immediate left and to Jennifer’s immediate right is Courtney Buzzell. She is the owner
of Proximo Marketing Strategies (www.proximomarketing.com ). They are a full service
marketing firm that does everything, the digital and social piece, but what I love about it is
they’ve got a focus on making sure that the employee is engaged and buys into the vision that
you establish at your company, which is great and very unique from a full service marketing
firms. She's got some specific language that I'm going to ask her about later about her staff
engagement that I just found intriguing when I was reading her bio and putting together this
phenomenal panelist group. Thank you and welcome.
To

my

right,

I've

Anne-Lise

Gere.

She's

the

owner

of

HR

(http://www.linkedin.com/pub/anne-lise-gere-mphil-phr-cms/14/bb4/678

Consultant
here

in

Hampton Roads, Virginia. Anne-Lise can give us some perspectives locally as well outside of
the US on some trends. She's very efficient on making sure that companies have specific
robust HR solutions in writing, handbooks, expectations, job descriptions, etc. I'm thrilled to
have you here today and to weigh in on this very critical topic. Welcome.
And last but not least, Elizabeth Veliz, founder Adelante HR Solutions (www.adelantehr.com),
which in Spanish means “forward, in the lead.” Obviously, that’s an appropriate company to
bring into the discussion today. Elizabeth actually focuses on leadership and development of
the front line manager’s individually and in a group, but even more specifically, employee
engagement happens to be in her wheel house and training seminars that she does. Thank you
again and welcome.
Ladies, we've all been reading, we get stuff all the time from SHRM, I’d love the Entrepreneur
magazines, there's lots of articles in this one in particular, CEOs talking about this very topic.
Then I pick up a couple days later the Weekly Time magazine and here it is again talking about
kids graduating, what their cognitive thinking enhancement is over a four year span doesn’t
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increase much. If that’s not increasing much and they're not getting those interpersonal skills
and work that is hands on as they're coming into the workforce, they're already starting with a
downslide especially as we look at generations and we’re always talking about the generational
gap in the workforce now and the expectations.
And then, I pick up HBR, everybody reads the Harvard Business Review information and this
one by Susan David who’s titled Disengaged Employees Do Something About It: we’re here to help
you do something about it by the way. This is what it says:
“US workers is holding steady at a scant 30%; that means 7 out of 10 people are checked out,
actively hostile towards their employees.”
That’s why we’re here today. We’re here to talk about it so let’s get at the ‘why’ and we’re just
going to open up the discussion with first, Elizabeth Veliz. Tell us when you hear employment
engagement, what does it even mean to you?

Elizabeth Veliz:

Employee engagement from my perspective is a state of being

for the employee where they come to work for far more than a paycheck; they come to work
with a greater purpose and that allows for a very strong commitment not only to their role in
the organization, but to the organization’s clients, to the team and to the overall goals and
objectives of the organization. That’s what employee engagement means.

Shelley Smith:

I'm going to come over to you Jennifer Stuebee. What does it

mean to you?

Jennifer Stuebee:

Years ago, there was a rather large bank in North Carolina that

their whole culture was developed around the voice of the customer. I think in now and today’s
time, they have shifted to voice of the workplace because as Elizabeth Veliz just stated, the
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workforce, if they're disengaged, if they're not involved, that will trickle down to your customer
base as well. I see it more as a reversal to focusing more on what you have internally and that
will impact everything with the organization.

Shelley Smith:

Anne-Lise?

Anne-Lise Gere:

Engagement is really the ability for employees to

provide discretionary effort to benefit the organizational objectives. Hay Group has actually
done a lot of research on that topic. What they did find in their more recent surveys is about
two thirds of employees say that they are motivated but they are frustrated because there are
road blocks that do not allow them to perform their job correctly. And so, when you have
motivated employees who are frustrated, they have three choices; they can either check out,
they can leave or they can decide to become disruptive.

Shelley Smith:

And Courtney Buzzell, what does it mean to you and

in your world?

Courtney Buzzell:

Employee

engagement

is

the

employee’s

understanding what the vision of the company is, making sure they're on the same page as the
business owners or the business managers, the doctor of the practice, etc. A lot of times, I
think in business we’ll find when we sit down with a client that they're assuming their staff
knows what their short term and long term goals are, but they're on different pages so you
may have staff that wants to be engaged, but they're just shooting toward a different goal. Our
job is to get them on the same page as the owners.

Shelley Smith:

Let’s dive in that a little bit more. You guys made a

couple of interesting points. I want to get at the ‘why.’ We promised we were going to help
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you so lets get into the ‘why.’ You specifically talked about the purpose, so can you dive into
that a little bit more and maybe some of the tips that you use during your sessions?

Elizabeth Veliz:

With regards to getting the employee to that state of being

where they're coming to work for a greater purpose other than a paycheck. You really don’t
want people just coming to work because they're going to earn a paycheck during the pay
period. The first thing that I always tell my clients and potential clients that I meet with is you
have to take a pulse of your employee population as it stands today; how are your people doing
today?

Shelley Smith:

A lot of times what I'm finding is leaders in the organization

make some pretty brazen assumptions-“my workforce is great, we’re good, we’re doing great”but if you go out there and administer an employee survey that has questions that are
specifically tied to that state of being, you will find what the Harvard Business Review and
Gallop found; that upwards of two thirds of your organization, 70% or greater, are not
engaged in your organization to its mission, to its vision, to that game plan that folks like
yourself put forth for the organization.

Elizabeth Veliz:

The first thing that I encourage people to do is assessment so

that you have a baseline, you know where your people are and then you can identify what are
those challenges, what are those roadblocks, to quote Anne-Lise, that are keeping those
employees from achieving that level of purpose, that sense of purpose and that drive.
I think that’s really critical and a lot of times, companies have all of these strategies, processes,
programs which I hate calling employee engagement programs a program because that implies
a beginning, a middle and an end, when its more of a culture. They invest all of these dollars
in all of these things and they only succeed 30% to 40% of what they were looking to
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accomplish. There's a reason for that. We never assessed, we never identified the gaps and
then did not create the strategies with the executable action plans to address those gaps, so I
think that’s a critical first step.

Shelley Smith:

Let’s dive in and play a little bit of devil’s advocate with that.

When I go back to the Entrepreneur magazine, the articles with very successful large
companies and CEOs, they are also frustrated so it leads to wonder how is it so different today
than it was 20 or 30 years ago. Is it that we have more assessments? Is it that we ask more
questions? Is it the generational gap? Why is this disengagement and frustration such an issue?
If we go all the way back to Andrew Carnegie and Henry Frick, the manner in which people
were treated then is horrific when you think about the complaints that we hear today in the
workforce literally from the pay to the physical plant. They were there to earn a living; our
employees are here to learn a living.
Why is it dramatically different? Is it the generational gap? Its not just the younger generation;
its also our age and older that has these expectations and these disengagements, so I challenge
you guys to dig a little deeper into it.

Jennifer Stuebee:

Back to the generation gap, now in the first time in history, you

have people staying in the workforce longer out of necessity; the retirements have gone away
in their first career, so you have the baby boomers, you have the generation X and the
generation Y. I think companies that have been around for 100 years need to have a diverse
group of individuals investigating this; you need to have a generation Y, a generation X and
someone that’s been around for quite some time because all of their expectations need to
together to develop a really effective employee engagement program, and I think a lot of
companies haven't figured that out yet.
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Shelley Smith:

Who do you think is asking the questions though? Is it the

CEO? Is it the HR? Is it somebody else? Who’s asking the questions and bringing these to
surface? What do you guys think?

Elizabeth Veliz:

I think definitely when you’ve got the right human resources

professional in the organization, it should be the HR that are asking the questions. In the
organizations that get it and that are doing it right and that are reaping the rewards of doing it
right, that return on investment, it is the HR people that have typically started those
conversations because we’re the ones that get all of the complaints from the employees. We’re
the ones that are dealing with the EEOC charges, the department of labor investigations, that
when we dig deep, we uncover some of these issues. Just to get back to why is this a challenge,
why is disengagement happening now, and it appears more so than ever.
I have a theory on that. One of the things that I have seen not only through my span of
organizations that I've worked for being a military spouse every three years, I get exposed to
a new organizational culture. Organizations across industries are taking their frontline
employees who are great at what they do on the front lines and they're promoting them to
leadership positions but they're missing very important piece of that transition, or do they even
have a natural behavior to begin with and hold people accountable?
Lets take healthcare very quickly. “You're a great nurse, you're a great clinician, you know how
to provide that patient in family centered level care, lets make you a manager,” but here's the
thing: it is a completely different set of skills to be able to provide exceptional clinical care
than it is to lead a team of nurses to your point Shelley Smith and Anne-Lise. We’re missing
that critical strategic leadership development platform that prepares people for leadership
position and more importantly weeds out the people that should never in leadership positions
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because lets face it: not everyone is equipped to be in a leadership regardless of how successful
they’ve been in that front line position. That’s my theory and I've seen it.

Shelley Smith:

Don’t you also think that we’re more open and boisterous and

allowed to speak? I go back to the Carnegie days; you just didn’t speak out. You came in, you
did your job and now, we want to know how you feel, and I think maybe we’re hearing more
to the point of that. Courtney I want to come over to you so its interesting perspective on the
marketing side and you talk specifically in your tag line, your mission statement, about the
stacking piece and the connection. How do you go about uncovering that, but first, who are
you connecting with? Are you also engaging on the HR side? Is it the CEO president bringing
you in? Is it the directly of operations? Who’s bringing you in the door?

Courtney Buzzell:

Usually it’s the business owner. Sometimes if it’s a medical

practice, usually it is the HR, the manager, you have the people in the leadership positions but
then you have the people that are good at what the skill is, so the doctors may think the office
is running great because the procedures they're doing are going quickly, they're successful, but
the manager actually knows where the problems lie and what we need to focus on. That’s who
bringing us in; that’s our point of contact.
Internal branding is one piece of what we do. Like you had mentioned when you introduced
me, we not only drive traffic to businesses, but we want to make sure that the staff is onboard
with the same vision and I think that’s so important not to skip over. The example I give that
I think sums it all up, a dental practice is located on a business park and we sit down with them
and say “who’s your target market?” Their target market is the busy professional. I say “what
is the appeal of your practice to that busy professional?” Their appeal is convenient hours,
they're open before you go to work, during lunch and after hours, and they have in and out
quick service for that busy professional.
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If the staff is not on board with that vision and they don’t understand that it’s a busy
professional that they're trying to bring in, that they're trying to appeal to, they may be sitting
down and talking to these patients about their family and what's going on in life where some
of their patients may love that, but these busy professionals that you branded yourself as
gearing toward, they're not getting what they came in for. Now you have bad publicity and
how you have that bad word of mount. We go in and make sure that the vision is clear to the
employees and then we incentivize that just depending on the company and what works for
them with their margins and all that.

Anne-Lise Gere:

Going back to the comment of why these disengagements are

at the level it is today, I think another piece of this is probably the economic climate where
since 2008, with the exception of the healthcare industry, most people have probably felt that
they were stuck in a job that they were not able to move on and move up and move across,
and so as anything in life, there's some boredom that settles in that translates potentially into
disengagement in the workplace. I think that’s also a piece of that not necessarily complacency,
but just the environment doesn’t allow you to grow and expand and explore new arrivals.

Jennifer Stuebee:

If I can piggyback off that, what is going to happen though in

the near future, as the economy is changing and going in the right direction again, those
disengaged employees are going to walk away. They're going to say “this company has not
been here for me, I just don’t feel part of the team,” and they're going to go. Right now is the
time that if you're a CEO or a business owner, you really need to look at “do I have a system
in place,” because you need to pull those people in right now and make sure that when things
start turning, your revenue increasing, that they're there, they're supporting your customers
and they have a good attitude. I think that’s key right now.
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Elizabeth Veliz:

I agree 100%. To further solidify Jennifer Stuebee’s point,

there was an article that I believe came in SHRM that basically stated that 34% to 37% of your
workforce today in this economic climate is actively looking for another job. Here's the thing:
it is not your “C” player that’s looking for a job; its your star performers because your C players
that are here for just the paycheck, they're going to do just enough to get by so that they can
fly under the radar and not get busted and not get fired and hit the “meet expectations” on
that performance evaluation. Those are not the people that you really want driving your
strategy and driving your growth from a financial perspective.
To Jennifer Stuebee’s point again, organizations are saying “right now this is not a good time
for us,” I beg to differ with Jennifer; right now is when if you don’t have the skillset in house
its when you reach out to people like the ones that are sitting at this table to come in and help
your organization drive that employee engagement.

Shelley Smith:

I agree and I'm going to stop and summarize for a second, then

I'm going to come over to Anne-Lise and really want to hear on some things that you’ve seen
over the years in the handbooks and what is missing in writing and job descriptions with this.
Just a recap for a minute. We've heard obviously why we’re here. Everybody’s talking about
it. The bottom line is all of this affects your bottom line. If you don’t put an effort into it and
stop for the moment, as you’ve heard we all come from different trades, we’re all seeing it,
living it, breathing it with our clients, from the onset of an assessment, I love Predictive Index,
a 360 review; do not assume that you as a leader have a complete pulse as to what's going on.
You have to ask the questions. Getting it from an outside source is the best way to do that.
Stop, breathe, look, listen, reflect and assessment. It even goes before that with the hiring process and
that’s where I want to come in with “what does your job ad say, what is your culture, what is
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your vision, how are you advertising it, what are the keywords you're using to attract the right
type of individuals.” Then I want to kick it up into the workshops and the training. Is it cost
effective to leave and have turnover in your high positions, especially your leadership
positions, or is it more cost effective to spend the money on the workshop and the assessment
and the succession planning? I see it all the time and all of us do; you go into a client and they
want you to talk about succession planning. Are we talking about replacement or are we really
talking about talent, management and development?
All of these things are predicated right at the heart of this discussion so if you're not doing any
of those things, pick something and start. If you're doing a lot of those things and you're
missing an element, then pick up but we urge you to do something because it will effect you
whether you're a one man shop working with a multitude of freelancers or if you’ve got 10
employees or you’ve got 10,000 employees. It will hit you and it hits you in your pocket.
Bottom line: profit and the revenue piece. That’s why we’re here saying and doing what we’re
doing.
With that, let me come back over and talk about what you’ve seen, Anne-Lise, what you’ve
learned over the years and give you some tips about why its important to have things in writing
and why when you're hired to do job descriptions, you do the interviews and you do what you
do to make it right and not just copy and paste off the Internet?

Anne-Lise Gere:

I think the employee handbook, if it’s done correctly, it’s really

a communication piece of the company setting its expectations with its employees. And so, if
you’ve got that part nicely done, consistently handled and documented, you're keeping yourself
out of trouble for a lot of things. Consequently, you free yourself time to work on the more
fun and the value added pieces. I think that’s why having the compulsories is a bit like
gymnastics; you have your compulsories and then you have the free program. You need to
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have the compulsories done correctly and then you can engage in more engagement,
motivating employees and empowering them.
Job descriptions, for legal reasons, you want to have solid job descriptions that reflect the true
nature of their work, but you also want to encompass the collaborative nature of the work,
those more esoteric concepts that are sometimes hard to capture, but are a necessity or
requirements to make those positions work well with the rest of the organization.

Shelley Smith:

Is there anything that you’ve seen consistently missed over the

years that you always know that “I bet I can check here and this is probably missing?” Anything
that comes to the table?

Anne-Lise Gere:

You always find bad job descriptions. You also find that jobs

evolve and so what were the good job descriptions five years ago does not reflect the reality
of the position today. For instance, before it was very unusual for somebody to be able to
work remotely; that is actually something that you have to be able to quantify because if you
have a non-exempt employee who works from home, you need to be able to say “do we allow
this and how much of it is permissible or desirable?”

Shelley Smith:

We've learned a lot today and we could keep going on. We

could dive into each of the comments and really begin to even dissect them more, but that’s
the essence of the hangout. If you’ve got a great topic that you want to take about, contact any
of us. You can Facebook all of us, you can go on our websites, you can do comments back
through my site and we will continue to make sure that you're engaged as well.

15 | P a g e
Unedited – Shelley Smith – Premier Rapport

What Senior Executives Should Know About

EMPLOYEE ENGAGMENT
A round table discussion held by SHELLEY D. SMITH
Executive Leadership Coach
Premier Rapport

Let’s wrap up with some final comments and Jennifer Stuebee I'm going to start with you.
Final comments on today, the ‘why’ and the connecting back to what it is that you do in your
company.

Jennifer Stuebee:

I think with what I do obviously I have team of executive

recruiters, so we intimately deal with our clients and there's a lot of times where we have to
say if you want the top level talent, here's the expectation out in the workforce. I challenge
you as a business owner, as a high level executive or a manager, to really take a hard look at
where your organization is today and if you want to attract that high end talent, you're going
to have to really possibly make some changes.

Courtney Buzzell:

My company is a little bit different here. We’re also driving

traffic to businesses via web development and social media, we use traditional and digital
marketing to grow you but like you have mentioned, what sets us apart is that we actually go
in and make sure that what brand we’re putting out to the public is brand that’s followed
through with your staff and employees.

Anne-Lise Gere:

A parting thought is a lot of the engagement and employee

motivation hinges on that personal relationship between the frontline manager and its people,
so spending time getting to know your people is very simple and yet so powerful. Never forget
that.

Elizabeth Veliz:

What I would say is employee engagement has a dollar sign

attached to it on what it’s costing in the organization. That same article from Harvard Business
Review said that disengaged employees are costing the American economy over $350 billion
a year in lost productivity. If that number hurts you, if that number worries you and keeps you
up at night, the people sitting at this table are the ones that can help your organization drive
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those strategies, create them and implement them so that you can start reaping your rewards
of a highly engaged workforce which is going to become your competitive advantage in this
economic climate and in the future.

Shelley Smith:

Thank you today, ladies. We certainly appreciate your time.

Closing comments, I'm going to piggyback off of Anne-Lise; my tagline if you don’t know is
“have you connected today? To me, the connection is the relationship; it encompasses
everything. If you are connected to your employees, you’ve won the game. The day has long
gone where you come in and punch your time clock and have no interactions; they are at work
with you more than they are with their friends and family. If you're a sole proprietor, your
relationships are the freelancers that you work with. They're the people you network with
every single day when you're out at a coffee shop having a conversation; those are the
relationships that you have, those are the entourage that you have to create around you.
I leave you with a parting thought of “have you connected today?” In this instance, “have you
connected to your own employees and those around you?”
Thank you and keep us live on Premier Rapport Hangouts. Thank you.
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Shelley Smith
In Conclusion:
On behalf of Elizabeth Veliz, Jennifer Stuebbe, Anne-Lise Gere, Courtney Buzzell and myself
we hope you are left inspired and motivated to do something more. More can simply start
with a real conversation with your co-workers and or colleagues, taking a temperature check
in your workplace.
There are many calls to action: What are you going to do? Go to my website for more
information and send me an email with your contact information and I will send you some
complimentary resource guides and additional food for thought as you move forward.
(www.premierrapport.com/hangout )
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What To Do Next
Go to www.premierrapport.com/hangout now and watch the original live recording
of this Employee Engagement Roundtable Discussion.
As an Executive Coach & Leadership Development Consultant, these are a few of
the primary problems I help my clients solve:







Focus and Accountability
Employee Engagement
Succession Planning
Functionality and Team Assessments
Behavioral Assessments – Right Fit, Right Job, Right Team, Right Environment
Effective, Clear, Productive Communication

If you or someone you know would like additional resources or help overcoming these
challenges, visit me here today at http://premierrapport.com/blog/
I look forward to connecting with you again soon.
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Contact Information
Web:

www.PremierRapport.com
www.PremierRapport.com/hangout

Email:
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