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If we think about a brand that is associated with Orlando, what would it be (give theme park hints, or ears, or something like that).  Disney is actually the first or second best known brand in the world. Has anyone been to Disney in Orlando?  What do you think of when you think about visiting there.  How did you feel?  What do you think of when you picture the people there (You are looking for fun, happy, entertained).  Brand is an emotion.  How you felt, what you think about, it is all an emotion.  That feeling is something that is relevant, Distinctive and Consistent.  The employees of Disney (called cast members) were the ones that created the experience for you.  The shows, the food, the rides and other entertainment, even the cleanliness.  All the people who work for Disney.  What I am going to talk to you about today is the connection between the Brand – for example, Disney and the emotion you feel, and retention.  Retaining the right employees, keeping them motivated, and delivering the brand every day to the guests

It is our perspective that Brand is what attracts talent.  However, it is leadership that retains that talent.  When you think about China and the issue of talent retention, we need all of those performance Management and all the other things that extrinsically reward employees.  However, the true strategy that will help to differentiate you business is how you lead.   





 Challenge you to think about 
engagement in an actionable way!

 The Business case for engagement
 The 5 elements that leaders can affect 

to enable engagement in their 
organisation

 Clarity about ways that you can make 
a difference in your organisation.

Purpose, Process, Payoff

Process

Payoff

Purpose
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78% of business and HR leaders rate Retention and 
Engagement as urgent or important

79% believe they have a significant retention and 
engagement problem

Schwartz, Bersin & Pelster (2014). Global Human Capital 
Trends 2014: Engaging the 21st-century workforce

http://dupress.com/articles/hc-trends-2014-beyond-retention/


You can’t have engaged customers without 
engaged employees. 
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Business Results

Employee
Engagement

Customer 
Engagement

Results

* American Society of Training & Development (ASTD) report 
entitled, “Learning’s Role in Employee Engagement”

• 13% IncreaseNet Income

• 19% IncreaseOperating 
Income

• Almost 28% 
Increase

Earnings per 
Share
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What Business Are We In?

“The energy business—
human energy”
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How energy is being used, not time, is the fundamental currency of engagement.




The Choice Model

80-90% 5-15%

5-15%

Proactive

CHOICE

ReactiveInactive

• Pseudo complying 
• Waiting and seeing
• Disengaging 

• Fully committed
• Participating
• Willfully complying 

• Grudgingly complying 
• Resisting
• Motivated to get even
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What is the primary objective of people in Inactive ---to remain undetected!!

Under Proactive there are three levels of engagement.  

•	Fully committed employees choose to give a high level of energy in a positive way in response to the challenges and needs of the organization. They are fully engaged.

Question: WHAT DO FULLY ENGAGED EMPLOYEES LOOK LIKE?

•	Employees who are participating exhibit moderate expended energy and a positive perception. The choice is to enroll.

•	Employees who willfully comply exhibit low energy and reserved positivism.

Under Reactive are choices to use one's energy to refute or to refuse to accept or comply with something.

•	Employees who grudgingly comply choose to give some energy even when their perception is negative. They commit because they feel they have no choice or feel there will be consequences if they don’t.

•	Employees who resist choose to use their energy to actively oppose or argue against change. 

Question: WHAT DO RESISTING EMPLOYEES LOOK LIKE? 

•	Employees who are motivated to get even exhibit high energy that hinders or stops progress and strong negative emotions that often result in some form of sabotage.

Inactive is defined as withholding one's energy or being in a period of waiting. This is the opposite of being engaged; inactive employees are actually disengaged.

Question: WHAT DO DISENGAGED EMPLOYEES LOOK LIKE?

•	Employees who pseudo comply give an impression of positive physical and emotional energy, when the opposite is true.

•	Employees who wait and see remain neutral and do little to support or resist the change.

•	Employees who disengage either formally leave the organization or quit and stay—using their energy to remain undiscovered.

Question: IN TIMES OF CHANGE AND INCREASED DEMANDS, WHAT IS THE PRIMARY CHOICE MADE BY EMPLOYEES?
Answer: Inactive (80–90%), Proactive (5–15%), Reactive (5–15%)
Also, according to the Gallup Poll (Oct. 28, 2011), only 29% of American workers are fully engaged; 52% are deemed not engaged.

Question: WHAT IS THE IMPACT ON THE ORGANIZATION IF A CRITICAL MASS OF EMPLOYEES IS INACTIVE?




What influences the choice of engagement?？

A sense of opportunity

Clear focus and expectations

A demonstrated interest in employees

Feeling informed

Involvement with others in authoring the future

A leader’s example

© Wilson Learning Worldwide Inc. All rights reserved.   www.WilsonLearning.com



 Being a positive role model for the beliefs, practices, 
customs, and behaviours you want shared by all members 
of the organisation.

 Encouraging people to understand and share those same 
beliefs, practices, customs, and behaviours

Leadership’s Role

The role of leadership is to actively and intentionally 
work to create a culture of engagement.

You do this by: 
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Definition of Work Culture

Culture occurs when 
your organisation
shares certain beliefs, 
practices, customs, and 
behaviours that are 
common to the majority 
of employees. 
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Creating a Culture of Engagement

Opportunity Personal 
Accountability Connectedness

Inclusion Validation
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The Element of Opportunity

Engagement happens when people feel 
they are part of something important, 
and have something to believe in.

Opportunity
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Leadership needs to focus on creating what they want

What the potential is for the 
organisation? “Realistic Optimism”

Opportunity: Key Points

Leadership needs to communicate Vision/Mission/Strategy statements

How good can we get? Clarity of direction and alignment

Leadership needs to connect individuals value contribution

What is the individuals value 
contribution? Individual and organisational potential
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Leadership needs to focus on creating what they want—what the potential is for the organization and its members that reflects a sense of realistic optimism.
Existing organizational vision/mission/strategy statements need to be used and communicated in the context of opportunity and potential.
Leaders need to ensure individuals understand the connection between their own value contribution, and the organization's ability to realize it’s potential.

We are in Crisis
Will the changes work
How good can we get?  Realistic Optimism



Engagement happens when people are 
expected to give their best and know what 
they are being held accountable for.  When 
this is the case, personal accountability 
increases.

The Element of Personal AccountabilityPersonal Accountability
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Personal Accountability: Key Points

Leadership needs to focus on  Goals

Performance Goals Behavioural Goals

Leadership needs to overtly articulate expectations

Hold individuals accountable Individuals can hold themselves 
personally accountable
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Performance goals are usually the focus of leaders’ efforts, whilst in most cases true engagement happens when performance goals and behavioral expectations are clear.
Leaders need to overtly articulate their expectations for people and hold them accountable for fulfilling those expectations.
When leaders clarify what individuals will be held accountable for, they can then hold themselves personally accountable.




The Element of Connectedness

Engagement happens when people feel 
connected with each other, focus on 
mutual interest, and operate with shared 
responsibility.

Connectedness
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Connectedness: Key Points

Leadership needs to establish trust

Trust of leadership/organisation Support from colleagues

Leadership needs to foster a mindset of collaboration

Mutual interests Shared responsibility

Leadership needs to facilitate high level of connectedness

Eliminate silos Within the team and organisation

© Wilson Learning Worldwide Inc. All rights reserved.   www.WilsonLearning.com

Presenter
Presentation Notes
Engagement cannot be sustained if people don’t have a sense of trust and support from their colleagues. 
Leaders need to facilitate a high level of connectedness among and between people.
Leaders need to foster a mindset of collaboration based on mutual interest and shared responsibility.




The Element of Inclusion

Engagement happens when people are 
well informed and involved, and have an 
opportunity to openly express thoughts and 
feelings.  Simply stated, people want to feel 
“in” on things.

Inclusion
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Inclusion: Key Points

Leadership needs to openly include employees

Including employees creates 
engagement

Suppressed communication naturally 
create disengagement

Systems need to ensure information is flowing

Information flow is not solely 
dependent on the leader 

Information sharing is occurring at 
all levels
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Inclusion naturally creates engagement. Suppressed communication naturally creates disengagement.  
Systems exist that ensure information is always flowing and people are informed. Information flow is not solely dependent on the leader.
Trust begins with trusting leadership. A true measure of inclusion is the evidence that information sharing is occurring at all levels.

When I am perceived as JUDGING you
When I create a persona of SUPERIORITY
When I am CERTAIN
When I OVER-CONTROL things
When you feel I’m MANIPULATING you
When I appear INDIFFERENT	



The Element of Validation

Engagement happens when people 
feel that they matter—that they have a 
valued place in the organisation.

Validation
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Validation: Key Points

Leadership needs to show interest in individuals

Personally support, reward and 
develop employees Systems in place

Leadership needs to ensure people feel like the “matter”

“Acts of Interest” Respect even those employees that 
leave
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Systems and processes in place to reward, support, and develop people.
Leaders need to show interest in people by how they personally support, reward, and develop them.
Invariably, some people will leave the organization.  Make sure the reason they leave is not because they feel they don’t matter.

Acts of Interest.



Focus on the 5 
Elements of an 
Engagement Culture at 
both Organisational and 
Leadership levels

Assess the skills of your 
leaders to develop a culture 
that engages employees and 
ultimately customers

Identify the gaps and 
the specific skills 
needed to promote a 
culture of 
engagement 

Create a plan to address 
the skill gaps in individuals 
and leaders

Address organisational 
issues needed to support 
a culture of engagement

Key Points 
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Using the Audit
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Wilson Learning Core Capabilities

Systems

SALES, LEADERSHIP & INDIVIDUAL EFFECTIVENESS

HUMAN 
PERFORMANCE 
IMPROVEMENT

Learning

Services
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So, what are our capabilities?  
We’re capable of providing Learning Experiences that inspire, Services that enable and extend and a Systems approach that supports learning…ensuring that learning “transfers” to practices that make a difference to your organization and your marketplace 
We are capable of Providing PEOPLE and Relationships that are guided by…
 …a clear sense of purpose – helping people and organizations achieve Performance with Fulfillment, 
 …a Human Performance Improvement priority that focuses on Leadership, Sales and Individual Effectiveness
 …and a set of beliefs that Value the Human Side of the business equation
…And, we’re capable of providing all this with cultural sensitivity anywhere in the world.



 Stop by our stand - 345
 Visit our website – www.wilsonlearning.com
 Drop us your card
▴ Article Employee Engagement – The Leader’s Role

 Join our LinkedIn Groups: 
▴ Wilson Learning Worldwide
▴ Wilson Learning Facilitators

 Email
▴ info@wilsonlearning.co.uk
▴ Mike.williams@wilsonlearning.co.uk

 Follow us on Twitter: 
▴ @WilsonLearning

Ways to Continue the Learning
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Please stop by our stand with 
Thoughts and Reactions

Thank You!

Brand Attracts…
Engagement Retains!

Celebrating 50 Years!
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