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Enhancing Organizational Performance and Business Outcomes 
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April 2019, 55 pages + 5 tables + 8 figures 

Employee engagement is valued by achieving within the enterprise when moving 

to the digital age and the modern world. When talking about a providential and 

efficient organization, it is vital to consider the competitive advantage and the 

level of participation as a value proposition. Nowadays, the concept of employee 

engagement is getting to be progressively prevalent all throughout the world, and 

Azerbaijan is no exemption. 

The potential impact of employee benefits is significant when new products and 

solutions are introduced to the market. The reason of this paper is to investigate 

how to have a positive impact on workers and the venture as an entire, and how 

the organization chooses to report to representatives approximately the sorts of 

benefits for the offer. 

This paper underlines the differences in apprehensions and understandings of the 

benefits of employer and employee interests and emphasizes whether employees 

should be blamed if they do not properly recognize the right value of an 

employer's voluntary employee benefits. There is an opportunity to cultivate 

benefit communication. 
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INTRODUCTION 

This chapter introduces research affairs, identifies motives and reasons for doing 

them, studies research matters, purposes and objectives, and provides a clear 

overview of the research structure. 

The purpose of the research 

The main purpose of the study is to understand the concept of employee 

engagement, the importance of organization building and the effects of employee 

engagement. 

Employee engagement played a key role as a key issue in the corporate success 

that works better in today's business world (Robinson et al. 2004: 8). When change 

gets firmer, firms must reinvent themselves and innovate in order to retain their 

competitive advantage.  It is important that an organization acquires knowledge 

and maintains a competitive advantage. (Argote and Ingram 2000: 154)  

Companies, therefore, tend to maintain and supply knowledge workers, the most 

critical determinant of organizational success (Kahumuza and Schlechter 2008: 

12). 

Many companies now have difficulty motivating their employees. As explained 

by Gallup (2013), only 13 percent of employees are busy, 63 percent are not 

engaged, and 24 percent are active. Leadership activities are believed to be highly 

involved in the organization because they want to share a clear vision of the 

company's future. As a result, leadership can have a crucial impact on employee 

engagement, including communicating transparently and caring for staff (Cook 

2008: 3-4, Senge et al. 2004). Some research paper about employee participation 

shows that there is a relationship between employee and organizational 

productivity, so you should always investigate this relationship and improve the 

outcome (Towers Perrin-ISR, 2006). 
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To improve your organization, you need to create value through employee 

engagement. For this reason, this study thinks about centers on the concept of 

engagement with esteem benefit chains (Heskett et al. 2003) and suggests that 

organizations move forward case execution through improved representative 

engagement. 

The objects of the research 

The production of the company suffered from the disengagement of the employee 

in the absence of employee commitment and was unable to achieve its production 

goals. The aim of this study is therefore to present a proposed improvement of the 

production for the case company through enhanced staff engagement. This study 

will help the case company improve its productivity and understand the 

importance of employee engagement in the development of value in an 

organization.  In its key business strategy, the case enterprise plans to implement 

the study proposal and use a plan that implements employee involvement. The 

case company plans to take further steps to improve its productivity and growth 

based on the results of this study. 

The structure of the research 

The key concepts of this study are employee engagement projects and 

organizational performance. Typically the result of the organizations’ collapse 

found in later company worker studies. The notion of employee participation is 

taken into account in the context of this study as follows: Positive employee 

attitudes toward employee values  by working with peers to recognize business 

context and improve work for the profit of the organization. Organizations should 

make conditions for employees to supply their representatives with the aptitudes 

and possibilities that they endeavor to create for cooperation that requires a 

common relationship between staff member and patrons. 
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The second concept of this investigate, organizational execution relates to the 

esteem made by representatives to finish organizational result. The value chain 

contributes to employee participation by increasing the efficiency of the 

organization. This enables developers to achieve sustained improvement in the 

organization (Heskett 2003). The key concept of this study is to perform value 

through employee engagement to evolve organizational profit and business 

performance. 

The methodology of the research 

In this thesis, due to the qualitative nature of this study, the research approach 

chosen uses interview data collection, group discussion and observation as its 

primary data. The research design examines the concept of employee involvement 

in academic literature and merges the data collection results into a proposal 

validating by the Case Company Representative with best practice of employee 

engagement. 
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HISTORICAL DEVELOPMENT OF EMPLOYEE 

ENGAGEMENT 
 

The first use of the term employee participation happened at the Management 

Journal Academy, which William A. Kahn published in 1990. Kahn's article on 

“Psychological Conditions for Personal Participation and Departure from Work” 

investigated the terms at work that subscribe to participation and departure. He 

found that meaningful, secure, and available personal and contextual sources have 

a substantial effect on engagement. 

This study of counsellors and individuals of building companies is still a 

beneficial consider. Some of Khan's works were collected and repackaged by 

Daniel Pink after 21 years. 

The growing interest in employee engagement 

In the mid-1990s, Gallup began to improve and expand Q12. Q12 is a copyrighted 

question with 12 questions. Do you know what to expect at work? And do you 

have your best friends at work? Gallup has asked hundreds of millions of these 

questions to create an important database and industry for employee engagement. 

Gallup's questions were simple, and the containment of the more active workforce 

was strong. 

Speed, depth and breadth came together in 2000. We searched for this term in 

early 2000 and provided approximately 50,000 results, and currently, the same 

query yields 47.5 million results. Twitter tweets about employee involvement 

appear about every 30 minutes five years ago and now occur every minute. 

But everything began to change. The growth of global competition and the 

transition from the manufacturing economy to employers must be more flexible, 

economical and competitive. Conventional businesses have declined or 

contracted. Specialists have learned that there's no more work to make strides their 

careers and learn the difficult way to move to more adaptable and openings. And 

that's what they did. After living a good life and finishing a good pension, I 
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finished my old contract. People are encouraged to go to work, sell chances and 

release new employers at the same time. If loyalty did not get in it, then it was a 

shorter period. So it was used by employees, but soon the employer lost someone 

who hadn't wanted to lose. This has been costly and has affected the ability to 

compete effectively. 

The last decade also looked like the golden age of the survey. Everyone seemed 

to have a new definition of new research and participation. High technology and 

Survey Monkey make you believe that monkeys can write surveys. 

In less frivolous notes, more people have developed a very attractive business case 

for participation in paying attention to employee involvement. The UK is leading 

the world with employee participation with two prime ministers who support and 

encourage employee engagement through engage development for success. 

The rise of engagement 

At this point in history - the early '90s - the concept of participation has been 

grown up. The core of this engagement article written by the Employment 

Research Institute (IES) in 1990. It communicates with employees at Employee 

Profit from Employees - Service Profit Chain Area. Sales figures Based on 

extensive research, the open linkage between engagement and effectiveness has 

helped to determine the importance of interaction for HR and business 

performance. The results of the report were more appropriate and focussed on the 

interactions between workers and customers as Britain became a service-oriented 

economy. 

The old Mantra is staff the only asset for a service-based business. The employee 

is your biggest asset. This has resulted in strong incentives for employee 

investments because of the recognition of employees' involvement, motivation, 

efficiency, and ultimately revenue (or strategic goals for non-commercial 

activities). 

The economic reasons for participation were backed up in 2002 by another 

ingenious study showing the linkage between employees and profits. Since it is 
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mainly limited to academia in 1990, it is being debated and implemented at the 

level of practitioners. Organizations have begun to realize that appointments will 

have a positive impact on a variety of employees and ways of working, including 

non-separation of employees, absenteeism, and employee replacement. 

Profitability and customer service/satisfaction indicators. 

HR or business function? 

The interaction also began with belonging to the General Managers and 

Administration. In reality, everybody ought to be included in arrange to be 

compelling. It must be part of the organization's DNA. Interoperability measures 

relate to main indicators of performance, such as an administrator's achievement 

by means of key performance. The importance of work environment and the 

subtle transfer of people from the human resources department (which ultimately 

has responsibility for policy implementation) is not only replaced roles such as 

interaction managers but also places of interaction in the board. 

Participation and public sector 

Participation also applies to the public sector. Indeed, the impact of overworked, 

nervous and motivated employees is much more serious in the health sector than 

in supermarkets or call centers. In a 2011 study conducted by Aston University, 

the mortality rate for patients with high levels of participation was about 2.5% 

lower than the average level of participation. Then, you would like to select a 

healing centers for treatment, inquire your surgeon's involvement, not how the 

staff is active. 

 

 

 

 

1.1 Concept of Employee Engagement 
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This section discusses employee engagement by explaining the definitions and 

factors that affect and leverages existing literature resources. At the end of this 

section has been formed in this study to clarify the concept of employee 

engagement. 

Defining Employee Engagement 

The description of employee engagement is defined in several ways and is more 

difficult to accurately measure (Ferguson 2007). According to Saks (2006: 600), 

there are many researchers and academics that show the same approach and 

results that define the illustration of employee engagement and how to improve 

it. In the past few decades, scientists including Shuck and Wollard (2010:103) 

have studied employee engagement and believe that employee participation does 

not just influence employee results, but also financial performance and corporate 

performance. The organization recognized the importance of employee 

involvement after participating employees performed more effectively than 

dismissed employees (SHRM Foundation 2006: 2).  The first official study of 

Kahn (1990: 694) suggested employee involvement described participation as 

"voluntary participation in the role." He argued that personal involvement 

"engaged in the role of an organization member," arguing that "hiring and 

expressing oneself in a physical, cognitive, and emotional role while performing 

a role." For this reason, participation means high activity at work, knowledge of 

the workplace,  feelings and attitudes toward employers and working conditions 

carefully. Later, Schaufeli et al. (2002: 74) explained that participation is a 

"positive, satisfying, work-related mental state characterized by vitality, 

determination, and absorption". Vigour raises the level of employee energy, 

commitment means a point of vanity and enthusiasm, and means to concentrate 

fully on absorption tasks. Employee involvement is therefore explained by the 

personal emotional and intellectual commitment of many researchers (Croston 

2008, Saks 2006, Schaufeli et al. 2002) and the fact that employees speak 

positively about jobs, organizations and employers. (Aon Hewitt 2011: 1-7, 
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Towers Perrin 2005), focusing on organizational performance (Schuck and 

Wollard 2010: 99). In addition, to achieve successful business results, 

organizations can make a logical conclusion that they need to increase employee 

contributions and contributions to improve employee engagement, which is a 

positive attitude to employees' organizations and values. This occurs because 

employees are aware of the business context and working with colleagues in order 

to improve their efficiency for the increase organization’s performance. As a 

result, companies ought to be fascinated by creating contracts that require a 

relationship between workers and bosses. (Macleod and Clark 2009: 5). 

 
 

 

1.2 Employee Engagement Conflicts 
 

Over the years there have been different illustrations of employee involvement. 

Some studies show that participation is related to other components of 

organizational behavior, but they are still distinct from engagement. (Kular et al., 

2008). The concept of employee participation has been used interchangeably 

between appointments, general terms of organizational behavior, and 

organizational citizenship behavior (OCB). (Robinson, Perryman & Hayday, 

2004) As seen in many studies and studies, appointments and OCB play an 

important role in business outcomes and increase participation. However, 

participation and behavioral terms of both organizations have different 

characteristics. 

Employee engagement is crucial factors contributing to employee participation. 

One of the reasons many studies are involved in participating by mistake is that 

the staff is staying because the staff likes the job, but we hope to have unmatched 

staff. 

Non-contract employees choose to stay for a variety of reasons, including money, 

career opportunities, security, stability, familiarity, pleasant working conditions 



14 
 

or resistance to delays and job changes. Without a contract, it is not a shortage of 

promises, but it helps to prevent wrongdoing and contribute to the company's 

negative participation rate. (Rice, Marlow & Masarech, 2012) The risk of 

involving unincorporated employees at the level of participation can be a huge 

blow to the organization. They don't need to remain, they contribute, and they 

work diligently for the performance of the company. 

OCB(Organizational Citizenship Behavior) is the first main factors of 

participation. OCB includes several components that enhance the level of 

commitment to participation. Components can be viewed as helping behavior, 

organizational loyalty and compliance, initiatives, and self-development. 

However, these factors seem to be more concerned with individual personality 

and behavior than the organization itself. (Robinson, Perryman & amp; Hayday, 

2004, p.8) 

Many people can argue that participation and OCB are different from participation 

because of individual differences. Individual differences can be seen not only in 

participation but also in job commitments and OCB. Indeed, Saks (2006) argues 

that devotion and OCB are different from employee involvement, because 

commitment refers to individual attitudes and attachment to the firm, and 

Organizational Citizenship Behavior takes voluntary and informal actions to help 

others I will. Engagement, any other way, is not about attitudes or actions. (Saks, 

2006). Moreover, many researchers predict that participation and OCB are 

important for participation. Commitment is a positive endeavor to work hard for 

the success of an organization, to be proud of being an organization, and to 

identify with the organization. Elseways, OCB is the act of taking the initiative to 

contribute to the organization. This is important in the concept of employee 

participation and can not be a complete substitute for participation. (Markos & 

amp; Sridevi, 2010, 91) 
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Individual differences affect staff involvement. Individual differences vary from 

person to person, including self-esteem, level of control, robustness and self-

efficacy. In fact, these variables are important at the level of participation because 

they affect discontinuity. (Saks, 2006, p. 614) Burnout is the opposite of 

participation due to overly demanding work. On the other hand, relationships with 

employees are important and encouraging. (Langelaan, 2007). However, 

individual differences form the personal intervention and resolution of the 

psychological state, and ultimately form the will of those who want to participate 

or participate in the workplace. (Kahn, 1990, p. 718) 

Another factor that can cause controversy in conceptualizing worker participation 

is career-related. Vocational participation is considered cognitive behavior and 

may be the result of an employee's deep involvement in the job. (Markwich & 

Robertson-Smith, 2009, p.51) This is one of the steps to define participation. 

Individuals use emotions and behaviors in everyday work with cognitive 

experiences and performances. (Saks, 2006, p.602) 

Participation is more than job satisfaction, "employee involvement, contribution, 

and personal involvement in ownership." (Robinson, Perryman & amp; Hayday, 

2004, p.7) 

 

 

1.3 Attributes Affecting Employee Engagement 
 

The study begins by examining existing literature on attributes that affect 

employee participation. Some definitions and theories exist in employee 

involvement. After studying the topics in the available literature, conceptual 

framework 1 was formed for this study. This conceptual framework also relates 

to the analysis of the groups used in the company employee survey question 

format, which was the considerable point of the study. This group is the work, 
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leadership, and organization that affect employee interaction when reviewed 

below. 

Work 

Personality change from person to person, for example, when people think of 

things that others can access from a totally different point of view. Individual 

differences are combined with the characteristics of the personality of the person 

who interacts with and interacts with others, and participation is based on these 

characteristics and is related to the personality dimension described in Figure 1 

below (Macey and Schneider 2008: 3- 30p). 

 

  

Figure 1.1 The big five personality dimensions (Schermerhorn et al. 2012: 29). 

 

The large five personality dimensions depicted in Figure 1 above include 

extroversion, equality, conscientiousness, emotional stability, and open to 

tentative (Schermerhorn et al., 2012: 29). Langelaan et al. (2006: 521-532) 

measured vulvar and neurosis, where engagement was positively associated with 

extroversion, but negative with neuroticism. Kim et al. (2009: 96-104), 

conscientiousness was closely related to participation throughout the study, while 

neuroticism and extroversion included five major characteristics that showed 

conflicting information after changing work-related attributes. Schaufeli (2012: 

3-14) is incomplete in the study of  Wildermuth and Pauken (2008: 208), which 

states that "participation is a mental rather than a personality" that supports 
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research on worker orientation. Therefore, depending on the personality, 

participation among different people can vary greatly. 

Motivation is characterized as the direction, level and continuity of an individual 

and the effort spent in the workplace (Armstrong 2014: 182). The direction is 

chosen when presenting various alternatives to the individual. Levels represent 

the amount of effort each person exerts, and patience is the time an individual has 

spent in a particular task. Several sources of theories are studying motivational 

themes. Reiss (2012: 152-156) categorizes motivation as both intrinsic and 

extrinsic. The intrinsic thing is that an individual does something and enjoys for 

his own purposes, whereas an external thing is for a specific goal or goal. The 

Intrinsic Motivation is closely related to support since it is related to long-term 

quality of work, and to reach a certain objective quickly and to induce it 

remunerated. Therefore, the intrinsic motivation is that employees are naturally 

engaged in their own interests and have fun to work with, so it is possible for 

employees to engage and concentrate all their strengths and efforts on work and 

future tasks (Zhang and Bartol 2010: 111 ). 

Individual job attributes should be linked to employee participation for 

motivation. Kahn (1990: 704-705) said that when a work fulfils a meaningful 

mission, the psychological meaning exists positively and includes a combination 

of every day and novelty with diversity, originality, challenge and clarity. These 

job attributes give spontaneity and ownership to their jobs and mark them as 

engaged. Also, according to Wildermuth and Pauken (2008: 207), continuous 

learning and progress must also be included in the work. 

Another job attribute associated with participation is organizational citizenship 

that demonstrates that an individual tries to help develop interpersonal 

relationships or the enterprise as a whole to help peer-to-peer work. 

(Schermerhorn et al., 2012: 67) Robbins and Judge (2013: 71) argue that 

motivation for participation is job satisfaction. Typically finished when a person 

feels positive almost his or her work through organizational commitment, which 
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may be a commitment to work and a commitment to work and organizational 

dependability. Carrig and Wright (2006: 31) explain that positive attitudes, 

satisfaction, and commitment drive employee involvement. An organization with 

a happy and dedicated staff surpasses less motivated employees when the 

potential for positive outcomes begins to expand in the organization. In 

conclusion, the combination of job involvement and organizational commitment 

through personality, motivation, and job characteristics creates a high sense of 

employee commitment (Gallup 2015). 

Leadership 

When talking about the elements of leadership, communication and collaboration 

are tied to concepts as the workplace of modern society becomes more 

collaborative with new social technologies. Communication is the essence of 

keeping cooperation and organization together (Schermerhorn et al. 2012: 242). 

This is an information process between the forwarder and the receiver, in which 

the communicator is connected with the potential of feedback through various 

communication channels (Kalla 2005: 302). Ayuso et al. (2006: 475-490) 

recommend a two-way communication process in which comments and views are 

shared with each other to enrich the relationship between employees. Sinclair 

(2010) emphasizes the importance of communication, listening and transparency 

for open and honest information exchange. Good communication builds 

cooperative partnerships, including teamwork, to gain employee trust and 

encourage employee participation (May et al 2004: 16). Two-way communication 

is part of an organizational environment of trust, accountability and accountability 

that promotes good relationships, builds teamwork, and promotes collaboration 

among employees within the organization (Towers Perrin 2003). Employee 

engagement, therefore, occurs when good communication and collaboration 

between employees and employers achieve better outcomes and share ideas 

(Wellins and Concelman 2005: 14). Topics related to communication and 
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collaboration are teamwork. Schermerhorn et al. (2012: 158) show the open 

system model of the team system in Figure 1.2. 

 

Figure 1.2. Open systems model of teams (Schermerhorn et al. 2012: 158). 

 

Figure 1.2 above shows how team targeting and team effectiveness are targeted 

for team effectiveness. Team input includes sub-attributes such as (1) resources 

and preferences, (2) job characteristics, (3) team size, and (4) Team processes are 

team dynamics that describe (1) norms, (2) cohesion, (3) roles, (4) 

communication, (5) I headed in the same direction. 'A continuous process in 

which the team gets the efficiency of the staff affected by the described attributes 

how the team operates, both internal and external, depending on the quality and 

style of feedback received from the organization. Team effectiveness depends on 

team development and performance levels. Schermerhorn et al. (2012: 163) 

indicate that diversity-consensus dilemma (Schermerhorn et al. 2012: 163) in 

Figure 1.2 tends to cause difficulties, but a high probability of problem-solving. 
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Figure 1.3. Diversity - the dilemma of consensus (Schermerhorn et al. 2012:163). 

 

Figure 1.3 above shows the team's impact on profits and losses. Team 

development steps affect team performance. The team development stage 

includes (1) a step with uncertainty about the purpose and structure of the team, 

(2) a storm at the stage where there is a team identity but a team conflict, (3) 

(cohesiveness), and (4) the team performs all functions. Schermerhorn et al. 

(2012: 156-163) Different team development stages may vary from team to team. 

This dilemma is most noticeable in the critical zone in a storm and normative 

stages. Schermerhorn et al. (2012: 156-163) explain that although one team can 

go further, they can be affected by external stress due to poor leadership or the 

influence of the attributes explained in Figure 1.3 above. As a result, teamwork 

and team performance can be affected positively or negatively by various levels 

of attributes that determine the quality of teamwork communication and 

collaboration. 

Leadership itself is defined as an entity in which leadership helps (Castellano 

2015: 6) to maintain an organizational environment that is positive for employees 

to achieve organizational goals and employee engagement through 
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communication and collaboration with work and organizational groups described 

in this section. It is an important driver of leadership affects employee attitudes, 

beliefs, behaviours, and emotions (Spector 2003: 313) and plays an important role 

in defining and delivering the organization's vision, goals and objectives 

(Castellano 2015:6). This is dependable for the collaboration between workers 

and organizations and features a critical effect on the capacity of representatives 

to work, collaborate and organize their enterprise. (MacLeod and Clarke 2009: 

88). 

The concept of leadership includes leadership that is described as people who urge 

people do their best to achieve the results they want, what they should do, and 

then use terminology to manage them using resources (Armstrong 2014: 329). 

Bridging, Purposeful (Armstrong 2014: Burns 1978), Command, Dreamer, 

Connected Democracy, Pacesetting, Coaching, Creation, Modification, Change, 

Information, Participation, Education, Servants, Democracy and Laissez-Faire 

641-646). Different styles are needed for different work situations and 

environments that need to be aware of what type of leadership style to use and 

how to combine specific leadership approaches. Different leadership styles are 

different and overlap certain features simultaneously (Armstrong 2014: 641-646). 

Thus, several researchers have demonstrated the ability to demonstrate trust and 

resilience (Kahn 1990), to provide opportunities for development and career 

advancement, and to engage employees when leaders engage and devote to the 

organization (Welbourne 2007: 45-50) (Harter et al., 2002: 268-279). Leadership 

has a clear vision of future success, clarifying organizational goals (Towers Perrin 

2003), providing staff nursing and support (Kahn 1990), employee participation 

in providing autonomy for employees, relevant training and systematic feedback 

sessions Is promoted. Employee Welfare and Recognition (Towers Perrin 2003). 

Communication and collaboration through open and transparent leadership are 

therefore a key factor influencing employee participation (Macleod and Clarke 

2009). 
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An organization is one that achieves its purpose through the joint efforts of people 

working within the organization.' An organizational structure is the foundation of 

organizational activity, a framework for performing tasks with formal and 

informal command and communication channel elements (Armstrong 2014: 130). 

Organizational culture is an action, value, and belief system that develops and 

guides the behaviour of members within an organization (Schermerhorn et al. 

2012: 348). It is a key driver for employee involvement because the organization 

is dependent on people and wants to be part of the organization, not employees 

who need to be involved, but staff to do well (Castellano 2015: 3). According to 

MacLeod and Clarke (2009: 33), good leadership can guarantee a strong, 

transparent and clear organizational culture. This enables employees to have a 

high-profile view of employees in a way that understands the organization's 

strategic goals, contributes to those goals, connects them to the organization, and 

engages them (Boswell and Boudreaus 2001: 851-860). Employees are entitled to 

contribute and participate when they participate, to see the essential value of their 

work, to make decisions, and to be treated with dignity by leading them and by 

having opportunities for career development and development. Employee 

participation, therefore, depends on the way leaders shape the organizational 

culture (Castellano 2015: 3). This allows the shared awareness of organizational 

members to develop an organizational atmosphere that is an aspect of the 

organization's culture of its own organization and organizational environment. It 

is generally known as team spirit (Schermerhorn et al. 2012: 9). 

The essence of this study was to establish two conceptual frameworks. This 

section reviews conceptual framework 1 and looks at the concept of employee 

engagement to find the purpose of this study, where the results of the survey of 

company employees were the starting point of the study. Employee engagement 

is a complex subject, but it can be seen that there is a close relationship between 

different studies and theories in the various studies and theories of academic 

literature. Promoting employee engagement requires organizational work to build 
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a system that engages employees. When an employee is committed to his or her 

work, their work is interesting, and they understand the value and purpose of their 

organization, a commitment is made to the organization that is engaged in the job 

(Armstrong 2014: 202). Attributes investigated in this section are divided into 

three different, interrelated work groups, leadership and organizations that have 

an impact on employee engagement and detailed attributes. 

 

 

Figure 1.4. Concept of employee engagement. 

 

 

Figure 1.4 above illustrates the interrelationship of attributes that affect job, 

leadership, and employee engagement among organizational groups. Workgroups 

include (1) personality, (2) motivation, and (3) job attributes. Leadership groups 

include (1) communication and collaboration, (2) leadership and organizational 

groups include (1) organizational structure, (2) organizational culture, and (3) 

organizational climate. Conceptual Framework 1 is based on the results of 

existing academic literature based on the questionnaire survey form and results of 
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the company employees and serves as a theoretical starting point for further 

research and analysis of this study. 
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KEY DRIVERS OF EMPLOYEE ENGAGEMENT 

Employee involvement is influenced by a variety of factors, including driving 

factors that increase participation levels and participation factors that challenge 

participation levels. 

Businesses want to increase staff involvement, and fortunately, there is progress. 

Gallup recently said that in March 2016, 34.1 per cent of American workers were 

"engaged". This is the highest figure since the research and consulting firm 

tracked US workplace participation in 2011. 

The increase in the number of employees who work for many human resource 

professionals means that more and more employees are working with enthusiasm 

and are deeply involved in the company. These workers are helping the 

organization develop. 

 

 

2.1 Models of employee engagement 

There are various models of engagement, namely the Hierarchy of engagement 

model, Path-Goal Model, Job demands-resources model, three-dimensional 

model, Benchmark of Engagement Quotient (BeQ) and Mercer model. 

 

Hierarchy of engagement model 

Markos and Sridevi (2010:91) highlighted the importance of the hierarchy of the 

engagement model,  which resembles Maslow’s need hierarchy model. Markos 

and Sridevi (2010:91) argued that this model illustrated how each level influences 

employee engagement as well as talent containment. Each level represents a 

certain need and once these levels of basic needs are realised, employees search 

for development opportunities and possibilities of promotions. Markos and 
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Sridevi (2010:91) proposed that once all these needs have been satisfied 

employees search to align themselves with value meaning, displaying a sense of 

contact. 

Path-Goal Model 

Oliver (2012:22) argued that the path-goal model, posited by Robert House, 

indicated that when leaders stimulated their employees, employees were able to 

reach their targets. Oliver (2012:22) stated that this was based on the assumption 

that employees were motivated if they were able to perform their jobs, achieve 

their desired outcomes and felt rewarded for the work done. According to Oliver 

(2012: 22), this was achieved when leaders provided clarity on employees’ roles, 

reward performance and provide the necessary support and direction. Otieno, 

Waiganjo&Njeru (2015:79) highlighted the importance of a leader’s behaviour in 

ensuring the motivation, satisfaction and performance of their subordinates. 

Otieno, Waiganjo&Njeru (2015:79) stated that a leader that engages in positive 

behaviour compliments his/her subordinate’s abilities and compensates for their 

deficiencies. Malik (2013: 218) argued that dependent on the subordinates and 

task characteristics, a constructive leader would adopt one of the four leadership 

behaviours warranted by a given situation. According to Malik (2013: 218), an 

effective leader provides clear direction where tasks are non-routine, ambiguous 

and highly unstructured and adopts a supportive role, encouraging reward and 

recognition for the job well done, where tasks are simple and routine. 

Three-dimensional model 

Alagaraja and Shuck (2015: 23) proposed that the three-dimensional model, 

initially proposed by Rich and Crawford, considered cognitive, behavioural and 

emotional engagement and the effects on organizational climate. Alagaraja and 

Shuck (2015: 23) drew from previous scholars and expanded this model to 

establish a parallel agreement across the various studies conducted. The most 

rational level of engagement, according to Alagaraja and Shuck (2015: 24), 
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cognitive engagement formed the basis in unravelling the phenomenon as well as 

the psychological state of engagement. Alagaraja et al (2015: 24) focused that 

employees that are cognitively engaged shared a common purpose with their 

organization and based on the understanding of that objective, willing to put a 

personal investment of the resource they influence. 

Job demands-resources model 

Bakker and Bal (2010:191) addressed the importance of resources in helping 

employees cope with the emotional demands of their job and how employees 

attain their work-related goals when using these resources. Bakker and Bal 

(2010:191) highlighted that a resourceful work environment creates confidence, 

leading to the accomplishment of goals and the fulfilment of the employee’s need 

to belong. Remo (2012: 1) shared a similar view, however, indicated that the work 

environment also played a significant role in improving work engagement. Remo 

argued that these job resources; related to autonomy, learning opportunities and 

support of supervisors and colleagues and their positive association with 

engagement, are embedded in the organization’s culture, and governs the way 

employees interact at work. Schaufeli and Taris (2014: 45) indicated that the Job 

demands–resources have initially linked the model to burnout, which focused that 

when there are long term excessive job demands, employees struggled to recover 

from these demands, resulting in exhaustion and ultimately burnout. According 

to Schaufeli and Taris (2014: 46), two factors, namely "mediators of relations 

between job and health demands, employment resources and intention to sales," 

have been taken into account in 2004 as part of a revamped job demand-resource 

model. 

 

Benchmark of Engagement Quotient (BeQ) model 

Bisnath (2013: 2) claimed that the Benchmark of Engagement Quotient (BeQ), 

developed by Viljoen in 2008, is a model used to measure leadership perceptions 

and engagement which was developed specifically for South African 
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organizations and considers three main constructs namely emotional containment, 

emotional presence. 

Bisnath (2013: 33) further argued that BeQ, with its underlying principal of 

inclusivity, measures the interaction between perceptions and assumptions 

present in organizations around constructs that “contribute to the unleashing of 

individual voices, contributions and gifts”. 

Mercer model 

Gustomo (2014: 364-365) the Mercer model places emphasis that the drivers of 

employee engagement are not universal; relates to the geographical, cultural and 

generational circumstances and therefore categories the drivers of employee 

engagement into four categories. Gustomo (2014: 364) the first driver, the work 

itself, includes opportunities for development. Gustomo (2014: 364) many 

engagement-focused organizations have adopted ways to use work as an effective 

driver of employee engagement, adopting a strategy of flattening the organization 

and thus encouraging employees to grow within their jobs. Gustomo (2014: 364) 

stated that these firms, in highlighting the importance of the job fit into the overall 

spectrum of functions and activities, enable employees’ to map out and 

understand how their contributions fit with the enterprise’s vision. Gustomo 

(2014: 365) the second driver, confidence and trust in leadership, highlights how 

engaged employees perceive their leader's actions in terms of the organizational 

values and their strategic allocation of resources to support the organizational 

strategy. Gustomo (2014: 365) argued that strong leaders, who encourage 

employee and customer involvement, are transparent and build employee 

engagement by educating employees on how the strategy relates to the various 

procedures and processes. According to Pande and Basak (2015: 319), the Mercer 

model grades engagement of employees along a continuum with four stages 

namely satisfied, motivated, committed and advocate. Pande and Basak (2015: 

319) stated that employees that are satisfied, enjoy their jobs and are satisfied with 

the terms and conditions of the job however, they do not go the extra. Pande and 
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Basak (2015: 319) further claimed that employees that are motivated contribute 

energetically, strive to achieve personal goals and place more value in achieving 

personal goals than the team or organizational goals. Furthermore, Pande and 

Basak (2015: 319) suggested that committed employees see a wider picture, work 

with other people to achieve team objectives, be openly ambitious and feel part of 

the company. Lastly, Pande and Basak (2015: 319) stated that employees who are 

advocates of the organization proactively seek to serve the mission of the 

organization, offer discretionary effort and promotes the organization’s name as 

well its products and services. 

 

 

2.2 The Dimensions of Employee Engagement 
 

There are a number of factors that influence employee engagement. There are 

generally eight mentioned elements. 

- Trust and Integrity: This driver is concerned with caution and notice. An 

employer on the employee's well-being and communication skills. 

- The nature of the job: This means an opportunity to participate in everyday 

routines and a certain level of decision making. 

- Between personal performance and company performance: This shows the 

relationship between an employee's understanding of the company's goals and the 

employee's contribution to the company's performance. 

- Career growth opportunity: This represents the path of career development. 

- Pride of the company: This driver is proud of our company. It is a desire of the 

company and a will to develop together with the organization. 

- Colleagues/team members: This will affect the level of participation. The contact 

of employees to their peers. 

- Employee Development: This driver is related to the employee's skills. 

I want to develop in their work. 
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- A personal relationship with the manager: This driver is concerned about the 

relationship between the employee and the director line manager. (Markwich & 

Robertson-Smith, 2009, page 29) 

In 2003, the Institute for Employment Studies (IES) conducted a survey, taking 

into account the extent to which these factors affect employee commitment. The 

order of the factors can be seen in Figure 2.1 

 

 

Figure 2.1 Engagement driving factors (Robinson, 2007a, p. 3) 

 

As you can see in Figure 2.1, the most critical demonstration elements for 

employee involvement include education, relationships, development and 

performance rather than rational and physical factors. "Career development is one 

of the best drivers of participation and retention" (Rice, Marlow & Masarech, 

2012, p. 183). In fact, emotional drivers are considered to have a fourfold greater 

impact on employee engagement than rational drivers. (Imandin, Bisschoff & 

Botha, 2014, p. 523) This discovery seems to be consistent with a study of two-

factor theory by Frederick Herzberg 40 years ago. 

Two-Factor Theory 
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Employee involvement is not entirely motivational. The debate about whether 

motivation and satisfaction conceptualize employee participation is undoubtedly 

essential. There are various motivational theories about participation and 

satisfaction, but the two-factor theory developed by Herzberg is most often 

applied to participatory driving factors. 

According to Herzberg, there are types of job characteristics that eventually lead 

to job satisfaction, and on the other hand, factors that cause job dissatisfaction. 

These characteristics are grouped into motivational and hygienic factors to form 

the motivational-hygienic or two-factor theory. (Dartey-Baah & Amoako, 2011) 

"What makes people happy and motivate are different from those that cause job 

dissatisfaction, the Hertzberg study says. Opposition to employment satisfaction 

is not dissatisfaction but satisfaction with work. Similarly, objection to 

dissatisfaction with work is not a job. Satisfied, but no job complaints". (Herzberg, 

1987) In some situations, motivational factors are satisfactory and hygiene causes 

dissatisfaction. 

The motivating factors are categorized as follows: 

- Achievements 

- Recognition of achievements 

- work itself 

- Responsibility 

- Growth or development 

 

Hygiene or dissatisfactory elements include the following: 

- Company policy and administration 

- director 

- human relationship 

- working conditions 

- salary 

- condition 
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- security 

- Personal life (Herzberg, 1966) 

Herzberg found that 81% of the factors that improve job satisfaction were 

motivational factors. 69% of all hygiene factors create job dissatisfaction. 

Hygiene factors "do not cause dissatisfaction with their job, and they can cause 

dissatisfaction with their absences." It is job satisfaction factors that make people 

happy and motivate their job "(Herzberg, 1987, p. 15) Motivation is more 

important to increase job satisfaction and increase participation, negative hygiene 

factors can lead to job dissatisfaction and lower the level of engagement. 

 

 

Figure 2.2 Herzberg's Motivator-Hygiene Theory" (Herzberg, 1987, p. 15) 

 

"Herzberg emphasizes that factors that really motivate workers are either 'growth' 

factors or a personal fulfilment factor for the worker as a challenge to the job 

itself. Herzberg argues that a situation surrounding a job or an environmental 

factor (hygiene) causes dissatisfaction when it is in a state of poor health. These 
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dissatisfied people can be classified as deficit needs in that their importance is felt 

in their absence. "(Onimole, 2015, 203) 

 

 

2.3 Employee Engagement Challenge 
 

In addition to the driving forces that have a positive impact on employee 

engagement, there are also a number of obstacles to recruitment and participation. 

Because participation is a new concept, there are still many problems to apply 

across the organization. 

Some factors contribute to the engagement limit. For example, "job insecurity, 

unfairness, no space occupation, very stressful occupations with little flexibility 

or autonomy, poor behavior and harassment, and long breaks without working 

hours" (Markwich & Robertson-Smith, 2009, ) 

In addition, age plays an important role in determining the difficulty of 

participation. The employees with the highest participation are in their 20s, while 

the 30s-50s experience a lower level. Younger workers are more prosperous than 

those who settled more in their own way. (Robinson, 2007b) The longer the 

service period, the lower the participation rate. However, this is irrelevant to the 

age of the engagement challenge. For example, there are many reasons for 

frustration, boredom, cynicism, disappointment, etc. (Robinson, Perryman & 

Hayday, 2004, pp.26-27)  

Other factors worthy of mention include lack of security due to accidents or 

injuries at work, harassment, or other development plans. These challenges can 

negatively affect organizational performance as well as participation levels.  

(Robinson, 2007b) Bad leadership and management style means that when people 

do not feel that they are worth it, they have a bad influence on the level of 

participation when they think of leaving the manager. The relationship between 

employees and employers is based on trust to build a positive direction or two-
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way engagement. Since difficulties exist, most of the disturbances come from 

reasonable hygiene factors.   

 

 

 

 

 

 

 

 

 

Table 2.1 Strengths of employee engagement 

 

The strengths in the current state of employee participation are shown in Table 

2.1 above. Below, the weaknesses of the current state of employee engagement in 

the production unit are illustrated in Table 2.2 

 

 

 

 

Work 

 

• The employees consider that the work is monotonous, not 

interesting and not personal 

• The employees are unaware of what is expected of them. 

• Employees feel exhausted of working too long hours and 

overwork with minimal breaks, therefore cannot focus on their 

work properly with their abilities. 

• Motivation is lost and employees do not look forward to going to 

work 

• The employees do not know for what purpose are they 

working for 

 

 

 

 

• The relationships to the closest supervisor and the rest of the 

company staff are weak 

• Case company and production unit goals not clearly defined 

• Tools, work instructions and equipment equivalent for work 

• Good communication, support and collaboration between the production 

unit     employees 

• Employees possess potential for work improvement and development 

• Strong sense of group identity and camaraderie 

• Employees have a positive mindset that drives them although many 

challenges in the current situation 
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Leadership • Information flow within the organization is weak production unit 

employees not aware of the case company management 

• Differences with announcements and reports between closest and 

senior management 

• Production unit employees lack trust and respect due 

to lack of support from closest and senior supervisors 

 
 

  Organization 

• No recognition for production unit work 

• Break facilities minimalistic. 

• The stiff atmosphere outside the production area in the rest of the 

case company 

• Lack of training for profession advancement 

 
 

Table 2.2. Weaknesses of employee engagement in the production unit. (Jukka-Pekka 

Koskinen’s Master Thesis 18 Dec. 2015) 

 
 

 

 

 

 

 

 

 

 

THE IMPACT OF EMPLOYEE ENGAGEMENT ON 

ORGANIZATIONAL PERFORMANCE 
 

3.1 Presentation of Company A 
 

Company A has agreed to act as a case company when the author has a six-month 

internship. Company A is a B2B organization that provides products and services 
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in the areas of financial process automation and outsourcing. Currently, our main 

business is in almost all regions of Europe, North America and Asia through our 

network of partners in Latvia, Lithuania, Norway, Poland, Sweden, Germany, 

Slovakia, Finland, Our head office is in Helsinki, Finland. Details of the operation 

of Company A can be found in Table 3.1 

 

Key figures The year 2016 

Net sales 240.1 EUR million 

Corporate customers >11,000 

Employees 1945 

          Table 3.1. Company A key figures 2016 (Company A, 2016) 

 

In the fall of 2016, A Company utilized external agencies to conduct a 

participatory survey on the company's credibility, respect, fairness and trust. 

These factors contributed to employee participation and commitment. The 

questionnaire contains some statements about participation and ratings on a scale 

of 1 to 5. 1 is totally opposite, 2 is somewhat opposite, 3 is slightly neutral, 4 is 

slightly agreed, 5 completely agree.  

1 totally opposite 

2 somewhat opposite 

3 slightly neutral 

4 slightly agree 

5 completely agree 

Table 3.2 The category of employee participation (Company A 2016) 

The results focus on the proportion of the response content or focus on exactly the 

same phrase (for example, 4 and 5 on the scale). Results were analyzed by the 

agency and returned to the average number according to the business unit. 84% 

of employees participated in the survey and 65% expressed trust and participation 

in the company. (Company A, 2016) 
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Over the next few years, Company A has decided to participate in an interview 

with the authors to achieve more than 70 percent and has decided to contribute to 

more observations to increase employee engagement. Regardless of existing 

factors, this paper aims to investigate future or unanticipated factors or challenges 

that hamper development as much as possible. Interviews with HR Business 

Partners, Human Resources Development (HRD) experts and Senior Internal Vice 

President of HR within the company (SVP) take place in two ways, details of 

which can be found in Table 3.2 

 

Interviewee Time of working Interview method 

HR Business Partner: 
Interviewee A 

9 months Individual face-to-face meeting 

HRD Specialist: 
Interviewee B 

             
           1.5 years 

 
Group face-to-face meeting 

SVP, HR: Interviewee C 2 years 

         Table 3.3  Interviewee details in Company A 

 

 

 

3.2 Engagement In Organization A 
 

Based on previous literature, findings, and interviews in the case study, the results 

have presented that support this theory and contribute to the results of the paper. 

Interview questions are divided into topics on job expectations, challenges, 

creativity, problem-solving, decision making, organizational form and hierarchy, 

social environment, communication, leadership, processes, awareness systems 

and growth potential. All of these aspects affect every part of your organization 

to improve engagement and contribute as a motivating factor to your 

organization's success. Discovery and analysis also aim to explore the actions 

taken by the case company to improve the levels of participation within the 

organization. 
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Company A, which focuses on financial process automation and outsourcing, 

provides software as a service and customer-centric service product. During the 

forecast period up to 2020, Company A plans to be one of the leading financial 

services providers in Northern Europe. Company A plans to expand elsewhere in 

the world. 

Organization and hierarchy 

Company A plans to move the company to automate procurement, invoice 

processing and cash flow management. To achieve this strategy, Company A 

focuses on the culture and values within the organization. Values are guidelines 

for working together. Our HR work has defined and built value with employees 

who adhere to three key areas: customer focus, enthusiasm and collaboration. HR 

communicates with employees and ensures that employees and leaders meet these 

values. In the words of Interview A: "The value of a company is a guide to 

knowing what we are and how we all work together internally. The value of our 

company is customer-focused, enthusiastic and collaborative. I want to survive 

alike, but I want to use each other's words to create value. " 

According to the company's HR director C interview, customer focus means that 

all functions of the company are gathered and operated toward customers. 

Company A constantly meets customer expectations, which play a key role in 

listening to customer needs and providing the best possible business results. 

Interviewee C said, "I want to help customers digitize their payment processes 

and make their business functions easier. They focus on one customer at a time, 

listen to the customer, care for the customer's attention, and need it." 

Passion is motivation and energy to lead people's innovation and inspiration and 

to succeed in their mission. "We must always be mature about what we are doing 

and sharing experiences to help others do their jobs ... We must take risks and 

challenge them to succeed." Interviewee B. 

Collaboration is considered the core of Company A's strategy. Company A's 

collaboration means employees are working together to succeed. They are 
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proactive in presenting ideas and solutions, working to improve and sharing best 

practices. HR makes all the responsibilities within the company and creates an 

environment where we can work together and learn from each other. A's 

collaboration is shared with customers as well as within the organization and is 

the basis for success. 

In addition to strategies that run inside your organization, decision-making and 

problem-solving strategies contribute to your strategy. 

Company A focuses on financial automation. In other words, you must comply 

with rules and standards in accordance with the rules and rules of your country 

and global context, as well as your company's local policies. Although it is 

difficult to meet complexity and standards and company strategy, the HR and 

leader's duties are communication and training. 

Decisions and solutions are based on A's value on cooperation and enthusiasm for 

customer needs. Interviewee A said, "We have other project teams in the company 

that perform decision-making processes. The project is not waiting for approval 

from the CEO but rather waiting to take over ownership and related teams. But 

that does not mean that the CEO does not intervene, but we always know what 

projects are going on because of how to project ideas share information from the 

start to the finish. " 

When initiating a new project or task, all information, decisions, and solutions are 

delivered to all parts of the company. Each team has a team manager and a number 

of subordinates. In order to maintain a consistent and transparent flow of 

information and to have responsibilities and ownership of what everyone else 

does, there is little information kept the secret to employees. This can happen 

because the structure of the company is possible. 

Company A was founded in 1984 and the company's goal to create an 

organizational structure to date is a flat, slender hierarchy. Headquartered in 

Helsinki and holding offices in eight countries, the number and scope of 

leadership remain minimal. This means that the entire organizational group 
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combines international talents from around the world. With an open set of skills 

and an innovative mindset, people are looking for new ways to work hard and 

meet their needs. 

 

The value of the company 

Business operations are divided into business customers in more than 100 

countries across borders, and hierarchies help decision-making and problem-

solving processes. 

The scope of supervision is considered to be one of the notable aspects of the 

structure of the company. The scope of supervision is related to the number of 

people the manager has to report. For Company A, the level is maintained at a 

maximum of four levels average. Interviewee A noted: "... this means that the 

person in charge of a department has roughly four levels of supervisory sub-

groups, including a line manager, regardless of the number of subordinates." 

Decreasing the level of reporting increases the flexibility and mobility of the 

organization and increases the power and willingness to empower and empower 

employees. However, when too much work and support is needed, the supervisor 

may be overloaded. Therefore, Company A encourages and carries out inter-team 

functions to help each other and minimize supervision and control. When the HR 

department tries to assess the company's capabilities through this solution, 68% 

of employees in a survey conducted by an external agency in 2016 seek new ways 

for their peers to do their jobs, not just their own. Interviewee B said, "It's pretty 

amazing how people enjoy working together. When I first started working here, I 

also tried to see and understand how everything worked in the first place. Others 

were willing to help, and lots of advice was really helpful and really appreciative 

... "At the same time, in a C interview in a group interview," yes, we consider that 

a kind of collaboration and cross- And a role model that helps you succeed more 

quickly. There is a pay team staff who can meet your sales team and customers." 



41 
 

One of the activities that support a thin, flat hierarchy is the open space 

environment of  Company A. According to the author's observation, the office is 

designed as an open workstation, so no one has his own workspace. The 

workspace is flexible because no space is available to anyone or there is no fixed 

cube. This means that CEOs, like everyone else, can be flexible and open when 

doing business in open spaces or communicating throughout the office. The C 

interviewer added: "I started here about two months after the new CEO was 

appointed to the company and I remember sitting down next to the workstation to 

communicate easily and finish his work. It's really routine to be able to collide 

with or sit next to you. "The environment promotes team collaboration and helps 

you interact with your boss. Leaders help people to know each other and help each 

other. Open spaces, on the other hand, help employees to simply hold their arms 

and supervisors when they need support. This, in turn, resolves the problem faster, 

improves real-time evaluation, and develops a more robust flat hierarchy. "Many 

customers and partners are calling us open, non-serious, unusual places and work, 

and it's fun to do business with us," said interviewer A. 

At the time of this study and observation, A is undergoing a change in the 

organization. The company is divided into two smaller companies, with half of 

the company moving to another company, with more than half of the employees 

moving in early 2018. To change according to organizational reorganization, it is 

necessary to modify strategy and value in order to maintain a specific structure 

and working method. We have organized four conferences to announce news and 

onboarding programs with HR representatives, CEOs and other leaders during the 

four-month restructuring period. To participate in the decision-making process, 

six 6-hour discussions were held, including all employees of the company. The 

author was able to participate and observe the decision. 

As a result, all employees and leaders agree to keep strategy and value at the core 

of customer lead, enthusiasm, and collaboration. A flat, slender hierarchy with an 

open space environment is a competitive advantage to continue to attract more 
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talents and new employees. Because of the narrower scope of supervision, 

employees must take action, take initiative without supervisors, and have 

ownership of what they do. 

Instead of relying on your own permission, you can help other teams get help and 

set up a strategy with your company. 

Company A's HR department conducts a survey twice a year to gather feedback 

and measure the level of satisfaction and dissatisfaction with employees' work and 

supervisor relationships. Once a year, the evaluation of their performances and 

their relationship with the first line managers will be included in the development 

discussions. The result of the development discussions is that the HR and 

leadership team collects feedback and works on career development plans. 

Summarize the results of the twice-yearly survey, and the summary will be posted 

to all employees on multiple communication channels. "At least in our office in 

Tallinn, we had no negative feedback on the relationship between the staff and 

the supervisor, and we are confident that it is the same in other offices." 

Interviewee B said and interviewee C agreed. The same is true for Helsinki. I 

know I have never had a serious conflict in another office before. " 

Business processes 

A process can be seen as the most relevant component between an organization 

and KM, a way to store and access information and knowledge sources. Process 

A processes business processes as well as managed and informal processes when 

new ideas are deployed or creativity rises from the inside. An informal process is 

a self-organizing process and increases the likelihood of "face-to-face 

conversations and information transfer" with a flat, slender hierarchy of open 

spaces. (Galbraith 2014, 38 pages) 

Unofficial processes are now turning to Enterprise 2.0, which includes e-mail, 

social media, and other software programs. The social media tools available to 

businesses are called Yammer for community building, and Wiki and Microsoft 

Sharepoint are used to communicate and distribute work. (Gall Brace 2014, 38) 
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Interviewer B, an HRD specialist, claims Yammer is widely used to facilitate 

informal discussions at work. But A has just started using the Yammer from the 

end of 2016. Yammer has not been used in all employees. According to interview 

B, about one-quarter of the users in Yammer is active. "Active users mean sharing 

information and starting a discussion for everyone to participate. Another 1/4 is a 

little more active, But do not participate in discussions, and do not use the other 

half at all, but generally in the old generation. 

To address this issue, the HR team encourages other managers to use the Yammer 

as much as possible with the leadership team. Yammer is used inside the team and 

throughout the team. They encourage employees to engage everyone by sharing 

best practices in business, lessons learned from business failures, and even funny 

information. All results from all projects appear transparent in one shared source. 

This means that everyone can learn from mistakes, develop best practices and 

apply them to their work. This allows them to interact with each other in real time 

and ensure fairness within the company. For example, "An information 

technology (IT) employee can learn how project management is performed, and 

later, if you want to try new tasks from another team, you can take on other 

responsibilities later. If the ability is appropriate for the task, "said interviewer B. 

Management processes related to the source of the information needed to perform 

the task and the information flow within the organization. Company A uses the 

intranet to share all business information, not just the information store. All the 

knowledge and information that an employee need is stored on an intranet that is 

divided into sections and business functions. In addition, it is a dedicated wiki 

page for all teams and is accessible to everyone. The automation-centric HR team 

declared that the company handled the information flow fairly well. They can use 

a software program that can store information according to the needs and 

characteristics of information so that all employees can do what they need to do 

when they log in and use their credentials. Along with the HR team's capabilities, 
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the management team also participates in controlling, managing, and updating the 

information when needed. 

One of the problems with the management process is in controlling the software 

programs you use. As technology and programs are updated frequently, many 

employees are confused and confused. Occasionally, when the conditions of a 

laptop are not enough for the required tasks, or if all the necessary software is not 

available due to licensing, some employees find a lack of emancipation. Human 

Resources has gathered feedback on this issue, but we can not immediately 

implement a solution that gives everyone freedom because everyone has access 

to all the information. Interviewee C says, "We are receiving feedback on the 

confusion that we have the right to use our technology and the many channels we 

have for communicating in recent years, mainly because we are updating every 

channel with a little hassle, It will change as necessary to allow for feedback ". 

As part of information flow management, Company A started its training team in 

early 2017. Our goal is to collect all the information about our products and 

services on one channel and share knowledge with all our employees. Working 

with other teams, the training team gathers information, transforms it into a simple 

and engaging format, such as video or presentation, and encourages employees to 

learn and learn the site. Increased shared information and knowledge and 

transparency in the work of each team are provided to better understand the 

business and collaboration. Interviewees B and C both said, "The training team is 

one of the best things that happened to this company recently. Information is 

available in one place, and you can always know about your products, services 

and how to work." "I agree ... I also have the skills to design, so I am willing to 

participate with other teams, presentations and videos. We are actively involved". 

Business processes arise when new ideas are promoted or encouraged. You can 

develop new ideas based on all your ideas. Ideas can be discussed through 

Yammer. You can make suggestions within your office area or directly to your 

leader or CEO. Ideas must go through trial and error to meet company value and 
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cost-effectiveness. Ideas for success can be implemented in new projects. Ideas 

that may not be successful can be understood, heard, and discussed as open as 

possible. 

Interviewee A said, "There is no stupid idea, we are trying to spread that view to 

everyone, even supervisors are sometimes willing to pitch ... because it is useful 

at some point… " 

Rewards system 

The majority of the employees who are doing business over 30 years are quite 

young. Employees are encouraged to rotate within their organization to change to 

another team to gain new experience and inspiration. From an HR perspective, 

most employees are thrilled with their responsibilities and challenges. Once a 

year, HR has a one-hour development discussion session to work with a line 

manager to assess work and work paths and provide more opportunities for 

employees if they want. Promotions and recommendations can be done with the 

approval of the first line manager, so you can shorten your results to the time you 

wait for the top team to decide. Interviewee C said, "We use management software 

for HR issues and personal information. Employees can add details about 

themselves when they change their address or something ... and can clearly see 

the current vacancy there. Employees play a leading role in finding new 

challenges in other positions, and employees 

Interviewee B also added: "With regard to development discussions, we have a 

section for further learning, that is, we can find the lessons or topics that 

employees feel will improve their performance, and they can learn during work 

hours. I will pay a little. " 

It is very important that employees develop new challenges and changes more and 

more continuously. Interviewee A said: "We are a very young and dynamic 

organization. 

Daily work. It is essential to provide the necessary vocational training not only 

for starting a job but also for daily business hours. Many employees challenge 
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themselves through new work or new job experiences and strive to make our 

possibilities possible. As much as we can. " 

If someone finishes the project successfully, they can be praised in the Yammer 

or HR system. Sometimes there is a small bell in the kitchen area of the office and 

you can ring the bell to praise it. Interviewees B and C both laughed. "We love 

doing things in the office, it's a kind of motivation factor, people actually use bells 

to celebrate what they've done to make a small slip chat in the kitchen. I was 

motivated to say, "Yes, that's right ... I was so special and inspired when Belle 

was actually ringing. " 

At the beginning of 2017, Ambassadors "are issued every six months. This is to 

praise and commend even the employees and the team. Do a great job with the 

value of your company. The prize money is determined by the Human Resources 

department and is generally shared with dinner reservations or team building 

activities. In the first half, the training team was awarded as the first ambassador. 

"They highly appreciated it and were motivated much later," Interview A claimed. 

Social environment 

Due to the flat hierarchy and the open workspace, the communication style is 

considered to be open at Company A because the CEO or HR head can sit between 

the employees. HR encourages employees to communicate with other employees. 

Share new ideas with team members and share them with others without waiting 

for approval from the first line manager. 

When you join a new employee, you get help and support from the HR department 

as well as the manager. The induction ceremony is held twice a year, and the CEO 

and HR department head Company overview Strategies, presentations on 

products and services. Judo sessions are recorded and shared on the intranet for 

Yammer and the missing persons. Through collaboration between the HR team 

and the training team, it is a good idea to learn and become familiar with the new 

employee as quickly as possible. Interviewee A commented, "The first person in 

charge of honesty is not the only one who is responsible for the new employee. 
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The HR team's chief and officer as well as everyone's support ... We have all the 

information, company introduction and mandatory testing We need to create a 

welcome package to include new people in our culture and values as soon as 

possible". 

As a social life at work, A's HR department chooses bright colors as their color 

culture. As Interviewee B said: "It is common to maintain a desirable atmosphere 

in the workplace, not just vigorous and vibrant colors. It emphasizes courage and 

commitment to change and a passion for a better direction ..." We go out five or 

six times a year to help employees develop a culture of mutual awareness and 

mutual understanding. C interviewee added: "We want everyone to feel 

comfortable and balance their work so that they are not stressed at all. When 

stressed, they can not work properly, they will affect both the company and others, 

and we do not recommend it here." 

Interviewee C, "As noted in two surveys each year to measure employee 

satisfaction and dissatisfaction with the organization," For the entire organization 

and the HR team, people are generally happy inside the workplace.  

 

RESULT 

As a result, the employee has a significant impact on the development of the 

organization. “Employee engagement is a hard-nosed proposition that not only 

shows results but can be measured in costs of recruitment and employee output”. 

(Markwich & Robertson-Smith, 2009, p. 16) 

As you can see in Figure 6, there are three types of employees that can impact 

organizational business results. The best scenario for any organization is to 

increase the number of high-engagement employees and maximize the benefits of 

employee engagement.  
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Figure 4.1. Three types of employees (Krueger & Killham, 2006) 

 

Benefits and results of employee engagement are divided into two themes or 

known in both directions. It is known for its organizational benefits and employee 

benefits. These benefits are interdependent. The characteristics of engaged 

employees can be seen in Figure 7. 



49 
 

 

Figure 4.2 Characteristics of an engaged employee (Robinson, Perryman & Hayday, 2004, 

p.6) 

 

Employee engagement helps organizations grow more effectively in the 

performance area, from process to results. The employee's performance and 

performance can affect the organization in a positive way. They believe in the 

organization, develop it, develop it, identify it with the organization, rely on it 

when things get tough, and see the importance of the organization in the same 

way that they see it. In its report on employee involvement in 2010, organizations 

with more than 65% participation in the economic challenge period outperformed 

the overall stock market index, with a 22% higher total shareholder return than 

the average. On the other hand, organizations with low participation rates (less 

than 45%) had a 28% lower total shareholder return than the average. 

"(MacPherson, 2013, p. 3) As a result, employee engagement not only helps your 

organization achieve the best performance in your business, but it also keeps you 

in the best possible workplace and increases employee retention. 
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Employee involvement impacts productivity and ultimately leads to customer 

loyalty to the company. "Engaged employees are more likely to work hard, be 

loyal, and go" extra miles "for the company." (Markwich & Robertson-Smith, 

2009, p.16) Engaged employees stay in the organization, And make customers 

more loyal to their organizations. 

Levinson (2007) states that "Customer loyalty, recurring purchases, and referrals 

to a friend are twice as likely as average employee involvement in the department 

where engaged employees are engaged." (Markwich & Robertson-Smith, 2009.) 

On the other hand, employee participation is good. In the traditional way of 

working for many years, employers must create a working environment, set 

expectations, and ensure that the work itself is attractive and challenging to 

employees. Recently, this perception has changed in a way that wonders how 

employees can challenge and evolve in a particular environment. Employees want 

to participate in the process of developing their own values, goals and career 

development. (MacPherson, 2013, p. 5) Participation improves your workforce 

and gives you the opportunity to invest and develop on your own with the value 

of your organization. "A combination of employing and expressing the preferred 

self-harvesting behaviour of people who live their roles and relationships" 

(Markwich & Robertson-Smith, 2009, p.21) 

In fact, engaged employees ultimately do three things that help improve 

organizational performance. 

- Say: The employee promotes the organization for his colleagues, supports 

and identifies the organization by acquiring potential employees and customers. 

- Stay: The employee who is involved is more likely, although he can work 

and change work to somewhere else and/or he / she really wants to remain. 

- Strive: The employee spends more time, effort and initiative in supporting 

and promoting the organization's success and sees the success as important for the 

company. (Markos & Sridevi, 2010, p. 92) 
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CONCLUSION AND RECOMMENDATION 

The purpose of this study is to explore the driving and obstacles that affect the 

engagement of employees in enterprises. To achieve this goal, theoretical and 

empirical frameworks focus on the concept of employee engagement and how 

employee engagement enables a successful and efficient in organization. 

On the theoretical side, the concept of employee participation is studied according 

to precedence, outcomes and influencing factors. To identify factors, motivation 

is considered on the assumption that emotional drivers have a greater impact on 

participation than real drivers. Motivation and factors appear to drive engagement 

within the organization. References and case objects show that internal feelings 

or motivations help increase participation levels while hygiene factors are 

important not to lower participation levels. 

We interviewed the case company to test the estimates of the factors and found 

that the findings based on the discussion analysis helped the company’s 

development. It is believed that the recommended results will contribute to getting 

more insight into the topic. Regardless of the industry or size of the company, it 

is intended to help companies pay more attention to the importance of employee 

engagement. 

Based on the results of the research and the observations, we proposed what to 

consider when setting up a strategy. To be successful, the case company must 

evaluate and adjust to better match the modern situation. Factors and situations 

change as time and industry change, so one-dimensional studies can not. 

As mentioned in the thesis section, research is done from the perspective of the 

HR representative. More research and discovery is recommended for a clear 

understanding of the employee's perspective. In addition, participation levels and 

possible influencing factors may change due to differences in personal preference.  

The elements of this study will be studied for the time being based on the current 

situation of the company. When a business changes, the company must also 
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consider changes in the factor of engagement. Depending on industry and 

business scope, companies must change their research and plan accordingly. 
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