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Does employee engagement matter?

Organizations with top-quartile engagement scores have:

37% lower 
absentee

-ism

Sources: 
Gallup Q12 meta-analysis 2016
Gallup State of the American Workplace 2017

21% 
higher 
profit-
ability

20% 
higher 

product-
ivity

10% higher 
customer 
loyalty/

engagement

62% fewer 
safety 

incidents
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Prepare for polling

 Take out a device
 Open a web browser
 Navigate to 

pollev.com/esource or scan 
the QR code to the right
 Raise your hand when done
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What’s an engaged employee?
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When did engagement become 
important?
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The evolution of humans at work

Source: iStock
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How today’s employees spend their time

Role-specific tasks
29%

Reading and answering 
email
28%

Searching and gathering 
information

19%

Communicating and 
collaborating internally

14%

Percentage of average interaction in a worker’s week

© E Source; data from “The Social Economy: Unlocking Value and Productivity 
Through Social Technologies,” McKinsey Global Institute (2012)
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Interactions create value

“Last year, each of our 10 million customers came in contact 
with approximately five SAS employees, and this contact 
lasted an average of 15 seconds each time. Thus SAS is 
‘created’ 50 million times a year, 15 seconds at a time. These 
50 million ‘moments of truth’ are the moments that ultimately 
determine whether SAS will succeed or fail as a company.”

—Jan Carlzon
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Quality interactions require 
empowerment and engagement

“If we are truly dedicated to orienting our 
company toward each customer’s individual 
needs, then we cannot rely on rule books and instructions… 
We have to place responsibility for ideas, decisions, and 
actions with the people who are SAS during those 15 
seconds… If they have to go up the organizational chain of 
command for a decision, then those 15 seconds will elapse 
without a response, and we will have lost an opportunity to earn 
a loyal customer.” —Jan Carlzon

Source: Killian Munch for Olf Norge via Flickr
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Why you can’t engage your employees

Engagement 
is individual

Engagement 
is transitive

Engagement 
is a choice
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So what CAN you do?

Know your employees
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Give them something 
to engage with

So
ur

ce
: i

St
oc

k

Let them make choices
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Calls to action

Start treating 
engagement as 

a business 
imperative 

(remember the 
interaction 
economy)

Stop conflating 
engagement 

with satisfaction 
and happiness

Stop doing 
engagement TO 
employees, and 

start doing it 
WITH them

Start influencing 
employees’ 
choice to 
engage
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For more information

Eryc Eyl
Lead Analyst, Customer Experience, E Source
303-345-9120 eryc_eyl@esource.com

mailto:eryc_eyl@esource.com
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Prep for the next working session
 Write a 4–5 sentence description of your favorite innovative 

customer-facing project (currently happening or one you’re 
planning). Include: 
 Project attributes, what it is, how it works
 Value proposition to customers
 Why you like it
 Why you think customers like it (or will like it)
 Why you think it’s innovative
 How it’s being presented to customers (messaging, framing, etc.)
 Write legibly and clearly articulate the above. Others will read it!
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