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The Sponsor for this ReNEW seminar is
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  Performance Excellence for

  Leaders  Nov 2009

  Strategic Planning  Mar 2010

  Use of  Performance  Data  Jun 2010

  Workforce Engagement  Sep 2010

  Process Management   Dec 2010

  Baldrige Overview

  Organizational Assessment

  Change Management
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The Goal of this Session
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Today’s Agenda
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Satisfaction vs. Engagement
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The Human Side of 
Performance Improvement
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Scientific Management 
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TAYLOR



Hierarchy of Needs
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MASLOW



Theories X and Y

13ReNEW     September 2010      How to Engage the Workforce

MCGREGOR



Motivators and Hygiene
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HERZBERG



In your experience, what characterizes 
employers with an engaged workforce? 
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http://www.amazon.com/gp/product/images/1594488843/ref=dp_image_0?ie=UTF8&n=283155&s=books


Performance Improvement Experts
e.g., Dr. Joseph Juran
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Juran’s concept of self-control is based on a 
conventional feedback control system.
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An Expansion of Juran’s Concept of Self-
Control to Employee Engagement
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World-class Management System Models
e.g., The Baldrige Criteria for Performance Excellence
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The Baldrige Criteria for Performance 
Excellence define workforce engagement.
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“the extent of workforce commitment, to accomplish 

the work, mission, and vision of the organization.”

Workforce feels engaged when they

• find meaning and motivation in their work 

• receive positive interpersonal and workplace support.

Employees want to do whatever they can for the

• benefit of their internal and external customers

• success of the organization as a whole. 



Baldrige Item 5.1 clearly ties high 
performance to employee engagement.
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5.1 Workforce Engagement: How do you
engage your workforce to achieve
organizational and personal success? (45 pts.)

Describe how your organization engages, compensates,
and rewards your workforce to achieve high
performance. Describe how members of your
workforce, including leaders, are developed to achieve
high performance. Describe how you assess workforce
engagement and use the results to achieve higher

performance.



The Baldrige Characteristics of
High Performance Work
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Pick a high-performance characteristic and 
identify strategies to  incorporate it.
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Application of Research on Human Motivation
e.g., DRiVE by Daniel Pink
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How do extrinsic and intrinsic
motivations differ in impact on behavior?
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“Intrinsic motivation is conducive to creativity; controlling 

extrinsic motivation is detrimental to creativity.” (Amabile) 

“Enjoyment based intrinsic motivation, namely how creative 

an individual feels when working on the project, is the 

strongest and most pervasive driver (Lakhani/Wolf) 

Csikzentmihalyi (1975) defines flow as the „holistic sensation‟ 

that people feel when they act with total involvement. Flow is 

the state in which there is little distinction between the self 

and environment. When individuals are in Flow State little 

conscious control is necessary for their actions.



Carrots and Sticks: The Seven Deadly Flaws
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Carrots can work for algorithmic tasks.
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Offer rationale for why
task is necessary

Acknowledge that task is
boring

Allow people to complete
task their own way

Used with permission



Carrots may also work for recognition 
rather than rewards.
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Unexpected and offered only after 

task completed

“Now, that” rather than “If, then”

Meaningful feedback focusing on 

specifics about effort and strategy 

“great use of color”, rather than

achievement of outcome



But high performance work requires a 
deeper understanding of motivation.
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.
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Autonomy



.
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Mastery



.
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Purpose
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Applications in Education
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…and what results might be achieved?
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Student self-motivation

Student retention in school

Graduation rates

Student participation and success in post

secondary education

Meeting and exceeding local, state, and national

standards and benchmarks

Community participation and support for schools



Applications in Healthcare
.

AtlantiCare 2009 - Health Care
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•Linkage to organizational goals

•Understanding of organization 

Behavioral & Technical Competencies

•Workforce development plans aligned 

with action plans

•Manager training in Baldrige framework

•Tiered Leadership Development & 

Professional Ladder

•Manager‟s recognition kit

•Customer Service Awards

•Generous tuition benefits

•Systematic knowledge transfer from 

departing workers



…and what results might be achieved?

AtlantiCare 2009 - Health Care
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What Does All.
This Mean for.
How We Lead.

Our.
Organizations?.

D

39



What can an employer do to
develop an engaged workforce?
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An engagement process might begin with 
assessing the current state,
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… then figuring out some 
improvement strategies,
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… putting those strategies into action,
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… checking to see if the actions 
have improved engagement, 
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… and then making adjustments, and 
continuing to improve engagement.
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Summary
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Up-coming ReNEW Activities
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www.ReNEW-NewYork.org
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