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L
eadership matters more than ever as organisations 
emerge from economic upheaval. But leadership 
itself is changing and we believe that’s a good 
thing. This change is apparent in many of our 
clients. In particular, we are increasingly asked to 

help leaders and managers understand that engaging 
employees (by changing the way leaders behave) is a crucial 
driver of business performance.

Our research has shown for some time that leadership and 
management behaviours are pivotal to the whole engagement 
picture; engaging leaders, engaging managers and integrated 
communications result in engaged employees, leading to 
increased customer satisfaction and retention (among other 
benefits like stronger employer brand), leading to stronger 
performance and growth. Effective leadership has a huge 
impact on corporate performance but in the world we now 
inhabit, many trusted assumptions about what ‘great 
leadership’ is unfortunately no longer hold true. Leadership 
models from as little as two years ago now seem wildly 
outdated. Our macro research and our client work has 
taught us that one major factor is changing: leaders still 
need to create a powerful vision for where their company is 
going. They are still required to inspire confidence and 
commitment, and are still expected to set the tone for the 
organisation. But, and this is a big but, today’s leaders also 
need to be ‘genuinely engaging’. Listening to their 
employees at every level; creating real dialogue; drawing on 
front line expertise and ideas; empowering employees to 
participate in delivering growth. The result of this can be 
hugely powerful. From our research, in the majority of 
organisations, employees who feel their opinions count are 
over 11 times more engaged than those who feel their 
opinions are ignored. These levels of engagement translate 
quickly and directly into performance: productivity, talent 
retention, customer service delivery and profitable growth. 

The role of the leader in the Engagement Universe®

To be effective in the new economy, leaders need to 
understand their role both in their organisation and beyond; 
this is something we refer to as their engagement universe®. In 
the highest performing companies we’ve identified five things 
leaders do well and consistently: 1) develop a clear and 
compelling engagement strategy for the business; 2) empower 

and equip managers to engage their people on a daily basis; 
3) create leadership and dialogue moments which help engage 
frontline employees; 4) help employees engage better with 
their customers; and 5) use robust research and analytics to 
measure return-on-engagement (the impact of engagement on 
business performance).

Leaders at every level
We also know that leadership needs to go beyond the C-suite 
to be effective. We believe strongly in the concept of leaders 
at every level, right across the Engagement Universe®. This 
requires everyone, from board and divisional directors, through 
to senior managers and team leaders, to understand what 
their responsibilities are, what the organisation expects of their 
leadership capabilities and how to develop towards the goal of 
being an engaging leader.

Creating leadership reach
Our work has also shown that leaders who can connect with 
the front line are driving superior performance. Employees who 
feel their leaders understand their day-to-day challenges, are 
communicating openly and honestly, and are strongly in touch 
with customer needs, are seven times more likely to put in 
extra effort. Leaders need to connect better with their people 
and with customers. We are seeing organisations as diverse 
as Virgin Media and Musgrave Group (Ireland’s second biggest 
employer) spending an increasing amount of time getting 
leaders and managers (as well as front line employees) to walk 
‘in their customers’ shoes’. 

An ongoing issue
I’d like to share some findings from our recent breakfast 
briefing on engaging leadership. Three key questions stood 
out — How can organisations create tailored models of 
leadership for the unique challenges they face, aligning with 
strategic objectives? How can we capture leadership best 
practice and roll it out across the organisation? How can you 
ensure you have better data to measure leadership behaviours 
against? Meanwhile, one unquestionable stance was taken by 
all participants (and now we’re asking you). Can you afford, in 
the current climate, to have disengaging leaders? 
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