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Employee Engagement  
 
by Marcello Enzo Fontana  
 
When Jack Welch was asked how he measured the success of a company he replied: “with 3 key indicators: 
engagement, customer satisfaction and cash flow". And this is because only motivated people can guarantee 
customer satisfaction which translates into cash flows! 
"No company, small or large, can win in the long run without energized employees who believe in the 
mission and understand how to achieve it". 
 
94% of the companies participating in the Fortune "World's most admired companies" say that having people 
engaged is a source of competitive advantage. 
 
In a world that requires new competencies, where competition for talent is high and millennials make up 
more than half of the company workforce, engagement it is no longer a "nice to have", it is a fundamental 
enabler and should be the heart of every people strategy. 
 
Engaged people can represent their company with pride and conviction in the eyes of customers, 
significantly improving the customer experience. 
 
67% of people engaged support their organization far more than those who are disengaged. + 10% in the 
customer ratings of companies with engaged staff (Gallup) 
 
But how do you engage people in 2020? The issue of motivation has always been one of the fundamental 
issues explored by the managerial sciences - from Maslow to Hertzberg just to mention the main ones - and 
the theme of Engagement also has a certainly more recent but significant history. The evolution of digital 
technology on the one hand and the mix of populations existing in the company on the other require and 
make possible more specific and targeted approaches to define actions in line with individual needs - or 
rather - segments of the population with common characteristics and needs. 
 
If we think, for example, of the new generations entering the world of work, we can define a map of 
expectations that is also significantly different from that characteristic of other types of company population. 
Research shows that 5 generations currently coexist in the company: seasoned professionals, baby boomers, 
generation x, millennials, generation z and it is therefore important to define specific clusters on the basis of 
differentiating criteria that allow the emergence of specific profiles to connect these useful interventions to 
create an energizing "Employee Journey" in the belief that "if we regularly exceed the expectations of our 
employees, they will regularly exceed the expectations of our customers" (Shep Hyken). 
 
The task thus becomes that of defining a map of the Employee Journey by type of population and 
consistently re-aligning HR policies and practices. 
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Certainly being people's employee experience - and the relative level of engagement - strongly connected to 
the work environment and above all to the relationship with the Boss, Leadership styles come into play. 
Measuring employee engagement can thus represent an opportunity for Leaders to improve their 
management effectiveness by checking in a more objective way the impact that their behaviors have on 
people entrusted by the company. 
324 
The level of engagement is predictive of company results. A low level of engagement will most likely 
generate - in the absence of corrective actions - low results and vice versa a high level of engagement will 
reasonably produce high results. The most advanced companies have included the engagement rate among 
performance indicators which they use to monitor the results and evaluate the effectiveness of their 
managers. 
 

 

The management KPIs of the major 
successful companies measure the 
different management areas with 
indicators that allow you to examine the 
situation in an economic, customer 
satisfaction but also Human Capital 
management perspective in terms of 
efficiency, satisfaction and engagement. 
 

 
Successful companies have the following characteristics: 
 

1) Senior Leaders and Managers at different levels feel responsible for improving the level of employee 
engagement  

2) Corporate culture and engagement are a clear and understood priority and the leaders know that 
they will not make a career if they do not demonstrate positive behavior in both 

3) There is a culture of openness and constructive improvement based on giving and getting feedback 
4) The Employee Experience is a consolidated reference 

 
"If you don't measure, you don't manage," says a famous managerial saying, therefore, to obtain an 
improvement in the engagement rate, it is essential to measure it, then define improvement actions, then 
measure again. This is because engagement has a fundamental impact on the performance and 
implementation of company strategy. 
 
Top Management has a great responsibility to set the conditions that allow people to be engaged by 
constantly improving Human Capital policies and practices and working with Leader and Manager in creating 
an open and supportive corporate culture. 
This is the only way to satisfy the requirements of new business models, new organizational models and new 
digital transformation approaches by building an organization capable of being close to the customer, 
generating innovation, improving its internal and external reputation and making employees feel leading 
actors of the company's evolution. 


