Will you hear what your employees
are not telling you?
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A new year has arrived

The job market shift is now
in progress

The trend in shifting control is expected to continue.
Businesses, once defined by their own carefully
controlled corporate practices and policies, are now
being driven by their customers and employees…
who are also helping define their competitive
advantages. It is no longer enough to simply
satisfy employees and customers. They now expect
engaging, meaningful, and effortless experiences.
The challenge is that we may not know what is
missing from our employee and customer interactions
to achieve this goal.

The first week of November 2014 marked the lowest
four-week average in U.S. unemployment claims
in 14 years. The jobless rate is at a six-year low of
5.9%. Hourly compensation has risen 3.3% over last
year—the fastest increase since fourth quarter 20121.
A number of sources also report that there will be
more companies hiring this year2. New opportunities
for employees to find meaningful work, if they are
not already actively engaged in their existing roles. In
what some are calling “the war on talent,” knowledge
workers are many firm’s most strategic assets, and
so as the job market expands, many businesses are at
risk for losing their best employees to competitors.

In this two part special report, we will discuss market
challenges in 2015 and how proactive companies can
leverage these opportunities for more growth, higher
profits, and even greater success.

Hear what your employees
are NOT telling you
To avoid losing valuable employees in 2015,
companies need to be prepared to overcome four key
challenges: (1) a shift in the job market, (2) declining
employee engagement, (3) employee satisfaction is no
longer enough, and (4) gaining authentic employee
feedback internally is very difficult.
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Just being satisfied
with a position may
keep an employee
there long enough to
collect a paycheck,
but once they see
an opportunity
elsewhere that ignites
their passion to be
a part of something
meaningful, they will
quickly trade satisfaction for engagement.

Employee engagement is declining
Research confirms that employee engagement is
declining. Gallup recently U.S. employee engagement
as dismal, with less than 30% of employees actively
engaged; costing companies an estimated $450 to
$550 billion dollars each year3. Another study—
this one conducted by Bain & Company—noted
three troubling trends. One, engagement scores
often decline as tenure increases, so those with
more knowledge are
less engaged. Two,
engagement increases
as individuals achieve
higher levels in the
organization, so they
may be unaware of the
lack of engagement
at lower levels.
Finally, although
some companies
like Zappos build
their brands on the customer service experience,
engagement is lowest among those who have the most
interactions with customers4.

Obtaining real employee feedback
is difficult, but important
Many employees are hesitant to provide candid
feedback, especially when the company that creates
the satisfaction or engagement survey is the same
one that distributes their paycheck. Employees know
that their employer may monitor their electronic
communications. Often, the best employees are
particularly wary of sharing feedback in these
situations, since they may still be considering staying

Therefore, before executives can take action to
protect their best employees from recruitment
by another firm, they must overcome two key
challenges—1) employee satisfaction is not enough,
and 2) gaining “real” employee feedback, before it is
too late, is very difficult.

Employee satisfaction is not enough
Research shows direct links between employee
engagement, employee retention, customer
engagement, and business results5. Just because
employees are satisfied, or even happy, however, does
not mean they are actively engaged in their work.
Engaged employees feel energized by their roles,
and attached to the company; they believe that their
contributions to the business hold personal meaning.

with the business if another more engaging role
outside of the company does not materialize. This
creates a significant challenge for executives who
want to measure accurately employee engagement.
No matter how many times employees are assured
that their feedback survey is “anonymous,” when
their company captures the information internally,

Worldwide, 13% of Employees Are Engaged at Work. (2013, October 8). Retrieved November 6, 2014, from http://www.gallup.com/poll/165269/
worldwide-employees-engaged-work.aspx

3

Markey, R. (2014, January 27). The Four Secrets to Employee Engagement. Retrieved November 6, 2014, from https://hbr.org/2014/01/the-four-secretsto-employee-engagement/

4

Babcock, P. (2013, April 9). Business Results Strongly Related to Engagement Regardless of Economy. Retrieved November 6, 2014, from http://www.
shrm.org/hrdisciplines/employeerelations/articles/pages/business-related-engagement-not-economy.aspx

5

—3—
DO Insights

•

Volume I

•

Issue 1

•

‘2015—Will You Hear What Your Employees Are Not Telling You?’

is also critical to success.

they often fear that their genuine assessments of their
work experiences may have negative repercussions.

A partner who specializes in employee insights
can help a company develop this type of strategy.
Having an outside team gather and administer the
surveys also allows employees to feel more open
about providing genuine feedback without fearing
reprisal. An added benefit exists for those charged
with presenting employee engagement information
to others within the organization. If the data shows
that one area within the business is in need of more
assistance than other areas, or another is wildly
successful at engaging employees, internal employees
are placed in the difficult position of reporting on the
opportunities or successes of their peers.

Glassdoor.com, a social media site dedicated to
anonymous employee opinions of companies,
provides a safe setting for such candid feedback,
and many executives are shocked by the postings.
Not only can negative online customer reviews hurt
businesses, so too can negative employee feedback.
Employees can now reach hundreds of thousands
of existing customers and employees, as well as
potential new ones. By developing and executing the
right employee engagement strategy, executives can
engage employees…not only as loyal and dedicated
team members, but also as proactive ambassadors
who drive brand loyalty.

When focusing
on meeting the
challenge of engaging
employees, there
are certainly many
employee survey
metrics to consider—employee satisfaction, employee
engagement, and even ENPS© (Employee Net
Promoter Score™). Just as each employee is unique,
so is each business. Before a company can decide on
the right metric(s) to measure employee engagement,
they must begin by developing the appropriate
strategy that maps to their core business objectives.
Focusing on the ultimate outcome, and developing a
plan before deciding on the actual metric, will help
ensure success.

How do companies overcome these four significant
challenges in 2015? This requires a strategy and
experienced partner.

Employee engagement requires a
strategy…and a partner
Sometimes conducting
an employee survey
becomes an annual
event for a particular
area of the business,
viewed simply as an
activity designed to
measure and report
employee satisfaction.
Unfortunately, many
companies are not
integrating their employee survey process into their
core business strategy. This misstep results in a
misalignment between executable goals in business
units, and employees view these surveys as a “checkthe-box” exercise. Survey feedback that is not acted
upon leaves employees feeling worse than if they
were never given the opportunity for input.

The only guarantee for 2015 is that the shift
in control—from company to employees and
customers—is likely to continue. By overcoming
the key challenges
in a shifting job
market—declining
employee engagement,
influences of
employee satisfaction,
and gaining
authentic feedback—
companies can turn
these obstacles
into opportunities.
Although not an easy
task, hearing what
your employees may
not have been telling
you will provide the insight you need to achieve
success in the New Year and beyond.

Developing an actionable employee engagement
insight strategy is critical to success. The process
begins with understanding the uniqueness of each
business environment and employee role. Then,
it focuses on asking specific questions to target
areas that will have the most impact on employee
engagement, and that best align with the overall
business objectives. Selecting the right timing and
methods for garnering the most authentic information
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