Index

A
Accountability, 55, 126
Age of the Employee, 16
Airbnb, xi—ii, 153-154
ALDI Management System (AMS)
autonomy and, 183-184
brand contract of, 112
communication at, 118
development of, 117
EVP/EX, 112
expectation setting at, 118
managerial structure of, 115
profile of, 111
Alien concept, 144-145
Amazon
brand contract of, 112-1:4
promises made by, €4
workplace at, 4345, 55-56
Zappos acquicicion by, 54
AMS. See ALLL1 Management
System (AMS)
Anderson, Tiffany, 25-26
Apologies, 170-171
Apple, 38, 70
Argyris, Chris, 137-138
Asperger’s Syndrome, 77
Autism, 77
Autonomy
definition of, 183
EA and, 183-184
exercise of, 48
Olivia example, 196

B

B.N.S. International Sales
Corporation, 21-22
Beck, Scott, 147, 179
Behm, David, 116-117
Beliefs
disconfirmaticn of, 145
employeet, 65—69
foundacional, 71-73
Benefit;-106-107
Beros, Jeft, 44
Biy Ass Fans, 74
Biro, Meghan M., 108
Brain phantoms, 158
Brand contracts
ALDI, 112
Amazon example, 113-114
autonomy in, 184
breech of, 168
characteristics of, 199-200
connection in, 186
customers and, 93
damage prevention with,
107-109
definition of, 92
EA and, 102-103
EVP and, 95-98
EX and, 103-105
failure, warning signs, 105-107
forces defining, 99-100
function of, 98-99, 101
implications in, 142

209



210

Brand contracts (continued)
layoffs and, 140
management of, 92-93
meaning in, 183
Patagonia example, 101
REI example, 91-92
risks in, 94-95
Salesforce example, 103
summary of, 109-110
transactional contracts and,

123-124

Brand wake, 99

Brands
contracts, 87
damage, prevention of,

107-109
employees as, 18-19, 46
recruiting, 105-106

Branson, Sir Richard, 17

British Petroleum (BP), 170-171

Brooks, Alison Wood, 170

C

Catherine II, 52
Character, 171-172
“Cheat software,” VW, 164
CHG Healthcare Services
history of, 8-10
MAGIC and, 177-181
Psychological contracts of, 146
Chicago Transit Authority (CTA),
6-7,79
Chicago Tribune, T
Chouinard, Yvon, 101
Chronos moments
entomology of, 160
example of, 162

INDEX

growth and, 186
Kairos movements vs., 163
transformative power of,
162-163
trust equity and, 167
Cisco Systems, 191
Civil Servant, Spanish, 49
Clarity, 54
Coca-Cola, 107
Cognitive dissonance, 145-146
Communication
AMS example, 118
distortions in, 37—53
expectations, 20-30, 32-33
intentiondi fenguage in, 62
interfeience in, 32-33
mixed-messages in, 33
Oiganizational, 99
Congruent experience, 10-12
Connection
in contracts, 186-187
definition of, 186
Olivia example, 197
Consumer Conversations, 5
Contracts. See also
Brand contracts;
Psychological contracts;
Transactional contracts
accountability in, 55
brand, 87
breach of, 21
Chronos category in, 162-163
comparison of, 199-200
connection in, 186-187
creation of, 159
definition of, 78-70
examples of, 80-81
expectations of, 84-86



fairness in, 54
growth and, 184-185
Kairos category, 160-163
key questions for, 82
MOTs and, 154-158
new, generation of, 157
Olivia example, 195
promises in, 82—-83
psychological, 87
reinforcement of, 156-158
relationships in, 142
transactional, 38, 87
trust and, 163-165
understanding of, 79-81
unwritten, 81
verbal, 117-118
violation of, 157, 158-159
written, 117-118
Covey, Stephen, 54
CTA. See Chicago Transit
Authority (CTA)
“Cultivating chaos,” 74
Culture
ALDI, 111
characterization of, 53-54
investmentin, 104
nature of, 100
organization, 46
pruning, 62
rumors/stories from, 46
Curiosity, 198
Customer experience (CX)
CHG example, 8-10
definition of, 5
design thinking and, 73-74
efforts put into, 4-5
employees and, 10-12
EX and, 11-12, 106

INDEX 211

importance of, 192
MAGIC and, 197
management services for, 5-6
measurement of, 7-8
profitable, 38-39
sustainable, creation of, 9-10
transactional contract and, 38—40
winning, 10-11
Customers
brand contracts and, 93
definition of, 3
trust, 166-167
CX. See Customer experience (CX)
Cynicism, 107

D

Damon, Matt, 53

Darwinism, purposeful, 4344

DecisionWise, xii—xiii, 17-18, 47

Deliberative, 78-79

Deloitte’s Fast 500, 16

Design thinking
in action, 74-75
characterization of, 73-74
lenses for, 75-78

Dieselgate, 164

DigiCert, 15-16

Disconfirmation of belief, 145

Disputes, 125

Downsizing. See Layoffs

DuPont, 120

Dutch East India Company, 37-38

E

EA. See Expectation alignment
(EA)

Einstein, Albert, 175



212

Elvekrog, Maurice, 61
Emotions. See Feelings
Empathy, 54
Employee engagement
elements of, 182-187
leadership in, xv—xvi
surveys, 186
Employee experience (EX)
brand contract and, 103-105
components of, xix—xx
creation of, questions for,
191-193
CTA example, 6-7
CX and, 11-12, 106
definition of, 12
EA and, 50-52, 58
ELC and, 12-14
enlightened self-interest and,
14-16
expectations and, 14
feels created by, 18
Gravity Payments example,
67-68
groundwork for, 153
impact of, 175
importance of, xv—xvi
ingredients for, 197-198
linchpin of, 46

MAGIC and, 175-176, 187-188

mindfulness in, 197-198

MOT and, 157

observation and, 36-37

Olivia example, 193-194

organizational inheritance,
70-71

perception and, 14

psychological contracts and,
143-144

stellar, 14, 40, 49, 182
summary of, 88
views of, 75-78

Employee life cycle (ELC)

Chronos moments in,
160-161

components of, 12

definition of, 187

EXwvs., 12-13

Ingvar example, 13

Kairos moments in, 160-161

Employee value propasition (EVP)

brand wake and’ 88
definition of 98
discussion of 96-97
function of, 188
Staibucks example, 95-96
anderstanding, 98

vmployees. See also Workforce

attrition, example of, 34-35

beliefs, EA and, 68—69

as brands, 18-19, 46

CX role of, 9-12

discontent of, 40

disengagement of, 40

EX views of, 7677

expectation gap example,
28-31

layoffs and, 143

leaders’ relationship with,
16-17, 168

lens of, 179-181

listening to, 62

recruitment of, 105-106

rumors/stories from, 46

treatment of, 3

trust of, 165-166

work schedules of, 34



INDEX

Engagement. See also Employee
engagement
conditions for, xv
contracts and, 144, 176
critical element of, 59
cultivation of, 39, 41
definition of, xii
faking, 178
function of, 51
initiatives for, 96
level of, 31, 34
reduced, 106
surveys, 122
Enron, 56
Entrepreneurs, 72
Environmental Protection Agency
(EPA), 164
Equity theory, 31-32
EVP. See Employee value
proposition (EVP)
EX. See Employee
experience (EX)
Exception-reaction h"augle,
24-25
Exceptions, 25-24
Expectancy thieory, 23
Expectation alignment (EA)
Amazon example, 43-45
autonomy and, 183-184
definition of, 45
dysfunction, 56
employee belief and, 68-69
EX and, 50-52
gauging, 62
managing expectations vs.,
51-52
mechanism for, 102-103
occurrence of, 59

213

Olivia example, 194
psychological contract, 148
six pillars of, 53-56
starting point for, 113
summary of, 64
Zappos example, 52-53
Expectation alignment
dysfunction (EAD)
cause of, 60
definition of, 56
diagnosis of, 59
examples of, 564-57
Goldman Sachs example, 6264
Lehmap Brothers example,
60<C 1
prevention of, 61-62
vecovery from, 62-64
summary of, 64-65
transactional contracts and, 129
Expectation gap
definition of, 26
distortion and, 32-33
examples of, 27-31
function of, 27-28
interference and, 32-33
management of, 3940,
163-164
minimization of, 33-34
MOTs and, 155-156
organizational illusions and,
37-3
study of, 35-36
summary of, 41
survey of, 34-35
understanding, 39-40
VW example, 164-165
widening of, 28
Expectation triangle, 85-87



214

Expectations
Apple example, 68-69
communication of, 29-30
cross-check, 62
feelings and, 32
formation of, 4647
function of, 40
irrational, 125
litigation and, 21-22
monitoring, 62
public education example,
25-26
unexpressed/unclear, 47
unknown, 47-49
unreasonable, 25
Expectation Alignment (EA),
xvi, 43

F

Fairness, 54
Feelings
band-of-brothers, 19
expectations and, 23, 32
MOT and, 158-152
Festinger, Leor;, 144-145
Field theory, 13-14
Finance, 23-24
Forbes magazine, 15, 162
Forrester, 4
Fortune magazine, 8-9, 53
Foundational beliefs, 71-73
Founders, 72
Four Seasons Hotel, 171
Frigaliment Importing Company,
21-22
The Future of Work (Morgan),
XVt
Fuzzy signal, fuzzy reception, 30

INDEX

G

Galinsky, Adam D., 170
Gap. See Expectation Gap
Garcia, Joaquin, 49-50
Gardening, 9
“Gen Y and Gen Z Global
Workplace Expectations
Study,” 51-52
Ghazi, Abdo, 153
Goldman Sachs, 62—-64
Google, 38
Gordon, Alex, 39
Gould, Stephan Jaz. 119
Gravity Payments
contracts at, 86
EA at 202
history of, 67-68
Great Depression, 132
“rowth
Chronos moments and, 185
in contracts, 184-185
contracts and, 184-185
definition of, 184
Olivia example, 196
opportunities for, 97
sustainable, xii
The Guardian, 49-50

H

Harvard Business Review, 4,
67,170

Hawkins v. McGee, 22

Hayward, Tony, 171

Herzberg, Frederick, 124

Hogan, Maren, 162

Holacracy, 52-53

Hosmer, Eric, 39

Hsieh, Tony, 52, 71



INDEX

|

IDEO, 73
Impact
EX, 175
leaders, 67
Olivia example, 196
profits and, 19
psychological contracts,
185-186
stories, 108
transparency and, 55
Inheritance, 70-71
Insincerity, 171

J
Jennings School District, 25-26, 36
Jobs, Steve, 70-71

K

Kairos moments
category of, 160-163
Chronos moments s, 163
etymology of, 162--163
in meaning; 183
mindfulnecs in, 163
trust equity and, 167

Kansas City Royals, 39-40

Kelley, David, 73

Kiva, 135

Koch Industries, 120

L

Language, 62

Large Hadron Collider, 156

Law, Mark, 180-181

Law of Congruent Experience, 11
Layoffs, 140, 143

215

Leaders. See also Management
custodial role of, 71-73
employee relationship with,

16-17, 30
employee view of, 168
EX lens of, 76, 78
impact of, 67
Kairos moments and, 163
meaning and, 183
mind-blinded, 77
mindful, 168
organizational “1ew of, 37-38
persona, 109
psycholagieal contracts and,
132=153
seii-aware, 168
<takeholders, 72-73
transactional contracts and,
114, 128-129
Lehman Brothers, 60—61
Lenses (Organizational,
Employee, Leader), 75-78

Lewin, Kurt, 13-14

Life space, 13-14

Life’s WORC, 181-182

Lilly, John, 70

Limbaugh, Rush, 67

“Long Lunch,” 49-50

Lyft, 154

M
MAGIC (meaning, autonomy,
growth, impact, and
connection)
CHG example, 177-181
CXand, 197
definition of, 175
elements of, 182-187



216

MAGIC (continued)
employee lens for, 179-181
EX and, 175-176, 187-188
intersection of, 176-177
Life’s WORC and, 181-182
Olivia example, 196-197
summary of, 189

MAGIC: Five Keys to Unlock

the Power of Employee
Engagement, xiv—xv, 182

Management. See also Leaders
brand contracts, 92-93
design thinking in, 73-78
expectation gap, 40, 163-164
fast-tracked, 13
messaging by, 32-33
Zappo experiment in, 52-53

Managers, 72-73

Married couples, study of, 35-36

The Martian, 53-54

McGee, Edward R. B., 22

Meaning
in contracts, 183
creation of, 146
occurrence of, 182183
Olivia example,-196

Men’s Wearhouse, 18—-19

Microfinance, 135-136

Mind-blinded leaders, 77

Mindfulness
benefits of, 157
creation of, 108
EX and, 197-198
in Kairos moments, 163
leaders, 158
organizations and, 78

Moments of truth (MOT)
Airbnb and, 153-154
apologies and, 170-171

INDEX

character and, 171-172
Chronos, 160-163
contracts and, 154-158
definition of, 154
emotions in, 158-159
expectation gap and, 155-156
indirect, 159-160
Kairos, 162-163
Olivia example, 195-196
summary of, 172-173
Uber example of, 153-154
Montgomery, L. M.,21
Moore, Dayton, 39
Morgan, Jacob, xii
MOT. See Micrients of
trutii (MOT)
Motive son-hygiene theory, 124
Moustakas, Mike, 39

N

National Institute of Mental
Health, 35-36

Nesmith, Michael, 125

New Deal, 133-134

New York Mets, 39

New York Times, 43-44

(0]

Office Space, 4

Ohio State University, 35-36

One Percent for the Planet

initiative, 101

1-1-1 approach, 103

Online microlending, 135

Organizations
attrition, example of, 34-35
communication in, 99
culture of, 46



INDEX

cynicism in, 107

defense of, 104
deliberative, 78-79

EX lens of, 75-77
expectation gap in, 27-28
growing of, 10

health, metric for, 50-52
human nature and, 33
illusions of, 37-38
inheritance, 70-71
mindful, 78-79

as network of people, 37
stakeholders, 72-73
transactional contracts and, 129

P
Patagonia, 101
Pay, 106-107

People Deal, 191

Pepsi paradox, 107-108

Perez, Salvador, 39

Perks, 106-107

Persistence, 198

Philadelphia Business

Journal, 164

Potemkin Village, 51-52

Predictability, 54-55

Price, Dan, 67-68

PricewaterhouseCoopers

(PwC), 6

Psychological contracts
alien concept and, 144-145
aligning of, 148
breech of, 169
characteristics of, 199-200
components of, 141-142
connection in, 187
definitions of, 138-139

217

EX and, 143-144
example of, 139-140
expectations in, 131, 143
Grand Canyon example,
142-143
history of, 137-138
impact of, 185-186
layoffs and, 140
leadership and, 132-133
meaning in, 183
Microfinance example of,
135-136
New Deal exarnple of,
132-135
purvievrof, 119
revision of, 147
<ensemaking in, 145-146
study of, 136-138
summary of, 148-149
transactional contracts and,
123-124
trust and, 165-166
understanding of, 134-135
Public education, 25-26
Purposeful Darwinism, 43—44
“Putting People First” program,
89

R

Ramachandran, V.S., 158
Recovery in psychological
contracts, 133
Recruitment, 105-106
Red Branch Media, 162
Reform in psychological
contracts, 133
REI 91-92
Reinforcement, 158



218

Relationships
approaches to, 38
connections and, 186
in contracts, 142
contracts and, 85
EA and, 51-52
employee-employer, 16-17

Relief in psychological

contracts, 132

Reputation, 99

Ricklefs, Kevin, 180

Rinaldo, David, 118

Risks
EAD, 119
taking, 104

in transactional contracts,
125-126
Roosevelt, Franklin, 132-134
Rousseau, Denise, 138
Rules
breaking, 125
clear, 60, 125
contracts and, 117, 121
importance of, 113
operating, 79
unwritten, 81
Rumors, 46

S

SalesForce, 103

San Francisco Giants, 39

Sanders School of Business, 160
Schein, Edgar, 138

Schultz, Howard, 95

Schweitzer, Maurice E., 170
Scientific management theory, 137
Seger-Elvekrog, 61

INDEX

Self-interest, 14-16
Senior executives, 72
Senior managers, 72
Sensemaking, 146
Shakespeare, William, 131
Shaw, George Bernard, 108
Sister Thedra, 144
Six pillars, 53-56
Smith, Carey, 74-75
SSL encryption, 15-16
Stakeholders, 72-73
Starbucks, 95-96
Status quo, 104
Stellar EX, 182
barriers to, 49
creation of, 14
engagement for, 49
MAGIC and, 182
“upervisors, 72-73

T

TaskRabbit, xvii

Taylor, Frederick, 137

Thumbtack, xvii

Tolstoy, Leo, 3

Transactional contracts, 38
advantages of, 115-116
ALDI example, 111-112
autonomy in, 183-184
benefits of, 120-123
breech of, 168-169
bulletproofing, 126-127
characteristics of, 199-200
Chronos moments in, 162
components of, 114-115
criticism of, 118-119
definition of, 87



DuPont example, 120
effective, 129
employee lens of, 128
goal of, 119-120
governance of, 119
implications in, 142
job descriptions in, 95
Koch Industries, 120
layoffs and, 140
leader lens of, 128-129
motivation-hygiene theory
and, 124
as oral agreement, 127-129
organizational lens of, 129
red flags for, 125-126
summary of, 129-130
termination of, 126
types of, 117-118
utility of, 123124
uniqueness of, 113-114
Transparency, 55
Trust
agility and, 166-169
agility in, 166
breech of, 185+170
equity, 165; 167
factors in, 165
fostering, 163164
Trust accounts
balance in, 166-167
definition of, 165
deposits to, 165-166

U

Uber, 153
UFOs, 144-145

INDEX

219

Underpromise and overdeliver

maxim, 23
University of British
Columbia, 160
Upwork, xiii
USA Today, 68

A\
Values, 99

Ventromedial prefrontal cortex

(VMPC), 105
Via, 154
Vice presidents, 72
Volkswag =, 164-165
VRRO, «iii

W

Wal-Mart, 102

Walton, Sam, 4-5

Watts, Isaac, 153

Winterkorn, Martin, 164

Workforce, 51, xiii
changes in, xiv
engaged, 10, 15-16
improving, 44
promises to, 169
transformational, xii

Z

Zappos
Amazon acquisition of, 54
history of, 52-53
inheritance of, 71
Zimmer, George, 18-19






More on The Employee Experience

We trust you’ve enjoyed reading, The Employee Experience: How to Attract Talent,
Retain Top Performers, and Drive Results.

Continue the EX conversation, learn more about the accompanying training and
keynote sessions, find resources, and discover more at: www.Employee-X.com

Read the companion to The Employee Experience

MAGIC MAGIC: Five Keys to Unlock the
: Power of Employee Engagement
% “Meaning, Autonomy, Growth,.I'npact, and Connec-
tion—five keys that can change both organizations
and lives.”

—Marshall Goldsnitn, executive coach and New York
Times bestselliv z-author of What Got You Here Won't
Get You Theve

www.llngagementMAGIC.com

About DecisionWise

Since 1996, DecisionWisc lias been helping leaders and organizations around

the world unlock the power of employee engagement and drive results with

an effective employee experience. As an organization development firm,
DecisionWise conducts employee engagement assesments, provides in-depth
analysis, consults with executive leaders, and trains leaders and employees in over
70 countries on creating the employee experience.

Email: info@Decision-Wise.com
Tel: +1.801.515.6500

EJ DECisionwisE

Attract. Retain. Engage.






