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PRAISE FOR THE ENDURING IMPACT


“Erickson expertly illustrates how the employee experience forms the foundation for remarkable customer experiences and plays a direct role in driving overall business success.”

—Sarah Teten-Kanter

Founder and CEO, Positive Caregiving

“In today’s competitive landscape, bridging the gap between employee engagement and business results is crucial for all organizations. Kris Erickson stands out as a leader in this field, blending robust theoretical insights grounded in research with practical, hands-on experience from collaborating with Fortune 500 companies. This book offers real-world examples that resonate with the current business and social climate, equipping you with actionable strategies to enhance employee engagement and drive your organization’s success. With Kris’s guidance, you’ll discover effective ways to harness the power of engaged employees to propel your business forward.”

—Karen Kwan

Chief People and Culture Officer, ARITZIA

“The Enduring Impact conveys the simple truth that no matter your business, people make or break your bottom line. Kris articulately lays out the art and science behind the business of people. This book is more than a read—it’s a reminder that people don’t create the experience, they are the experience.”

—Jeremy Bellman

Founder of Think Socio

“Leading a team in turbulent and changing times is difficult. The Enduring Impact is a refreshingly easy guide on how to do it well. This is a must read for any manager.”

—Marcia M.

Engagement Practitioner

“In The Enduring Impact, Kris Erickson combines her research, experience, and real-life stories into a practical guide for creating an exceptional employee experience. This book fills in essential elements for cultivating a thriving workforce—I loved it!”

—Kristen Hussey

Senior Director of Global Employee Engagement and Culture, Driscoll’s Berries
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This book is dedicated to everyone who has taken the time to create a meaningful experience for another human being. Whether you recognize it or not, your efforts have contributed to making workplaces, communities, and our world a better place. Thank you.


 

INTRODUCTION


“Every experience, good or bad, shapes who we are. It teaches us something, and if we are paying attention, it leads us to the person we were meant to become.”

—MARIA SHRIVER



In today’s dynamic workplace, the experiences an organization creates for its employees are more than just fleeting moments—they are the foundation of long-term success. The power of meaningful, intentional employee experiences has a profound impact, influencing not only the happiness and enduring fulfillment of the people within an organization but also the overall performance and profitability. The Enduring Impact explores this truth, delving into the science behind how employee experiences drive company outcomes and providing actionable steps to transform workplaces into environments where people thrive and find lasting satisfaction.

As the modern workforce evolves, employees are searching for more than just a paycheck. They are looking for purpose, fulfillment, and a connection to something larger than themselves. For leaders, this shift presents both a challenge and a tremendous opportunity: How do you create an experience that not only attracts top talent but also retains and engages them for the long term? This book is designed to help leaders meet that challenge head-on, with the understanding that when employees are engaged, they work harder, stay longer, and care more.

At the core of The Enduring Impact lies data—an invaluable resource for understanding and improving employee engagement. Workforce Science Associates (WSA), cofounded by Zach Canaday and me, is the consulting firm behind the insights presented in this book. WSA is built on one of the world’s largest databases of employee survey responses. Each year, WSA analyzes feedback from tens of millions of employees across nearly two hundred countries and every major industry. This vast collection of data provides unparalleled insight into the ever-changing landscape of work and what employees truly value.

Through studying this wealth of information, WSA has developed proven best practices that consistently drive results for organizations. Our ability to identify emerging trends keeps us at the forefront of innovation in workforce performance. By understanding what drives engagement and enduring fulfillment, WSA helps organizations adapt, ensuring their employees not only perform at their best but also find deeper meaning and satisfaction in their roles.

Here’s a glimpse of the scope and impact of WSA:

• 10.6 percent year-over-year average increase in client engagement across projects

• Large and diverse customer base including 24 percent of the Fortune 50

• 800+ employee experience programs deployed annually

• 500+ C-suite dialogues conducted annually

• 30+ years of experience in workforce engagement

This combination of extensive data, practical insights, and decades of experience has allowed WSA to develop the most effective strategies for helping employees feel connected to their work and, ultimately, their organizations.

This book is personal to me. My lifelong passion for helping employees find true fulfillment at work has shaped my career and the work we do at WSA. Over the years, I’ve had the privilege of partnering with some of the world’s largest and most influential organizations, helping them create environments where their people don’t just show up—they thrive. My experience has taught me what truly drives people in the workplace: what motivates them, what challenges them, and—most importantly—what fulfills them over the long term.

At WSA, we’ve made it our mission to help companies foster meaningful experiences for their employees. We use our data-driven insights to inform every recommendation, and our track record proves that when organizations invest in their people, the returns are undeniable. Engaged employees are happier, more productive, and more committed to their organizations.

In every chapter of this book, you’ll find stories from my own career—moments of learning, growth, and, yes, occasional setbacks—that illustrate the fundamental principles that have shaped our approach. These personal and professional anecdotes breathe life into the data and provide real-world context for the strategies we recommend.

At the heart of The Enduring Impact is the concept of fulfillment—the idea that true engagement stems not from short-term perks or surface-level initiatives but from creating environments where employees experience lasting satisfaction and purpose. Enduring fulfillment is about aligning organizational goals with the personal aspirations of employees, fostering a workplace where people can develop and thrive, not just as professionals but as individuals.

When employees feel that their work is meaningful and connected to a larger mission, they are more engaged, loyal, and motivated to contribute to the organization’s success. This sense of purpose drives both individual and organizational growth, creating a sustainable culture of engagement. Enduring fulfillment is not just a leadership objective; it’s the cornerstone of a vibrant, productive workplace, and this book is dedicated to showing you how to cultivate it within your team.

WSA’s Six Tenets of the Employee Experience

The framework that anchors The Enduring Impact is built around WSA’s six tenets of the employee experience. These tenents represent the essential elements that, when managed effectively, lead to a workforce that is not only productive but also deeply engaged and fulfilled. The six tenets are as follows:

1. Trust: This is the foundation of any strong relationship. Trust between employees and leadership is the bedrock of engagement.

2. Mission: Employees need to feel connected to the organization’s purpose. When they understand their role in the larger mission, their work becomes more meaningful.

3. Communication: Open, honest, and two-way communication ensures that employees are informed, heard, and aligned with the organization’s goals.

4. Appreciation: Acknowledging and celebrating employees’ contributions makes them feel valued and respected.

5. Support: Feeling supported helps employees feel connected to their peers and the organization as a whole, fostering a collaborative and supportive environment.

6. Growth: Providing employees with opportunities to learn, grow, and advance is crucial for maintaining their engagement and motivation.

Each of these tenents will be explored in depth throughout the book, along with actionable steps you can take to weave them into the fabric of your organization’s culture.

At the end of each chapter, you’ll find a section titled “Prepare for Impact.” This section is designed to be a reflective guide that enhances your reading experience. It includes practical, focused listening questions, actionable steps, and a clear set of dos and don’ts that will help you implement the key principles in your own organization. These reflective questions and suggestions are not just conceptual—you can use these immediately to create a workplace culture that drives engagement and fulfillment.

The goal of The Enduring Impact is to offer leaders a clear road map for transforming their organizations through the lens of employee experience. This is not about quick fixes or superficial engagement programs. Instead, it’s about creating an intentional, sustainable approach to fostering environments where employees can thrive.

By focusing on the six tenets of the employee experience, leaders will learn how to build workplaces where trust is strong, communication is open, and everyone feels valued and connected to a larger mission. In today’s business landscape, the companies that stand out are the ones that invest in their people. Engaged employees are more productive, more innovative, and more loyal—and they create a ripple effect that positively impacts the entire organization. This book provides the tools to harness that power.

Welcome to The Enduring Impact—a comprehensive guide to transforming how you lead, engage, and inspire your workforce. Prepare to see the difference that intentional, personalized employee experiences can make.


 

CHAPTER ONE

THE ART AND SCIENCE OF EXCEPTIONAL EXPERIENCES


“Each moment has the potential to be remembered forever.”

—UNKNOWN



Orlando, Florida, 2016

I was on a Delta Air Lines flight bound for Orlando. As I settled into my seat, a little girl, eyes gleaming with excitement, boarded the plane with her parents. Her grandparents happened to be seated just across the aisle and one row ahead of me. The little girl’s voice pierced the cabin as she passed: “Grandma and grandpa, I wanted to sit with you.” The grandparents smiled and assured her that once we were airborne, Mom and Dad would let her come up to join them.

As the plane ascended, I became engrossed in my work—part of my usual travel routine. For a while, the only sounds were the rhythmic tapping of my keyboard and the hum of the aircraft. Then came the pitter-patter of little feet as the girl scurried to join her grandparents. It was a sweet scene, but my focus promptly returned to my work.

The next time I looked up, the flight attendants had invited the little girl to assist them in placing cups and napkins on their service carts. And I remember thinking, Wow, that’s something you just don’t see at thirty-two thousand feet. What a memorable experience.

The next time I looked up from my work, the three flight attendants had taped together a bunch of Biscoff cookie packages to create a crown to put on the girl’s head. In all my years of employee research, I don’t think I’d ever seen a better experience—not only for the little girl but for the flight attendants as well. So, I jumped out of my seat and said, “This is experience in action. Can I please just take your photo?” They graciously agreed.

There was a lot to unpack in that moment. First of all, I noticed the little girl had on a Minnie Mouse T-shirt. On a flight to Orlando, that meant the whole family was on the way to Walt Disney World. As I chatted with the flight attendants, they said the girl had told them her dream was coming true—she was going to get to meet Cinderella. So, in order to prepare her for that experience, they thought they would give her a crown.

Needless to say, this was an incredible experience for the little girl. But also for the flight attendants and all the passengers who, like me, had the privilege of witnessing such exceptional service. Yet that experience will have gone well beyond even those who were in that moment. The girl’s family was certainly impacted, and they’ll likely tell this story for years to come to their friends, coworkers, and relatives.

When you think about it, that word of mouth about how the family was treated by Delta was going to carry a lot of credence and credibility in that family and beyond for a very long time. The next time they had the opportunity to fly, it would be pretty clear which airline they would choose.

Reflecting on what makes for an incredible experience, one that transcends the normal to the exceptional, it’s clear that it must be personal and individualized. Those flight attendants picked up on the Minnie Mouse T-shirt and the destination of Orlando, so they were able to make the experience incredibly personal and individualized for that family.

And after I snapped their picture, each of those flight attendants came up to me individually and asked me to send it to them. It was clearly an incredible experience for them as well, as they were grinning from ear to ear in the photo I snapped. That is one thing that sometimes gets lost when we talk about the employee experience—oftentimes, the giver gets just as much as the person they’re giving to because they know they’re doing something that, at the very least, makes someone’s day better—and, at most, can be life-changing.

The Art of Exceptional Experiences

I think it’s safe to assume we all know and have felt what an exceptional experience looks like. And when it happens, the emotional response is a spark that connects you to a brand, driving repeat business over time. As leaders, regardless of the industry you’re in, I’m sure we can all agree that you want employees to create a version of “the Biscoff cookie crown experience” for your customers. The question is how you can replicate experiences like these consistently and at scale.

I can promise that if you go through the Delta flight attendant manual page by page, you won’t find the standard operating procedure for creating a Biscoff cookie crown. In the nearly two million miles I’ve flown on Delta, I’ve never seen anything like it. It was something those three flight attendants came up with on their own. To be clear, even if there was a standard operating procedure for creating crowns in the flight attendant manual, without the positive intent and motivation behind it, the experience would fall flat. Creating positive customer experiences must come from the employees themselves. In other words, it is not the experience that you want to replicate at scale; rather, it is the desire in each of your employees to create them.
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